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Executive Summary 

The 2010 edition of the Airline Report Card include grades for the performance of various 

entities in how they manage, mitigate, and reduce excessive surface delays or long TARMAC 

times. The categories include: 

1. Domestic Airline Performance  

2. International Airline Performance 

In addition, Grades for the following items are included: 

1. DOT/FAA/ATA  

2. Airline Food Availability if an Excessive Surface Delay Occurs 

3. Water Quality 

Also, the 2010 Report Card includes: 

1. Effect of the New Three-Hour Rule and its Impact on Flight Cancellations 

2. Unintended Benefits of DOT’s Three-Hour Rule 

3. What the Airlines are really making on Ancillary Fees imposed on the Passenger 

4. Passenger Costs to Fly 

5. Special Awards 

6. Passengers’ Most Wanted List 

The grading system used is discussed for each grading category. The scores given to each airline 

is mostly based on information that the airlines provided as public information as well as data 

from news releases and data obtained from the Flyers Rights Organization Hotline.  

The information contained in this report is meant to inform the public of what is really 

happening to passengers flying in the National Airspace System (NAS). This report card also 

grade the Federal Aviation Administration (FAA), the Department of Transportation (DOT), and 

the Air Transport Association (ATA) in their performance in either hindering or supporting the 

passenger’s “in cabin safety”, comfort, and experience in choosing to travel by air. 
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1 Introduction  
This report card is based on government statistics, press reports, airline website data, 
FlyersRights.org hotline reports, and eye witness accounts provided by our coalition members 
for the period from January 2010 through December 2010.  
 
Released on the eve of the third anniversary of the infamous St. Valentine’s Day 2007 Ice Storm 
and horrific airline tarmac strandings that resulted, conditions have gotten better for domestic 
airline passengers.  However, airlines continue to strand passengers on tarmacs without food, 
water, access to medical facilities and with overflowing toilets.   
 
Fortunately, some progress has been made.  On December 21, 2009 the DOT announced their 
enforceable version of a 3 hour TARMAC rule, as ordered by President Obama in an executive 
order of the same date. The outlook is good for some form of legislation to eventually pass in 
Congress.   
 

The goals of the Coalition for an Airline Passenger’s Bill of Rights are as follows: 
 

1) That airline passengers’ general well being and needs are provided for by all airlines. 
2) Legislation that will hold airlines accountable for honoring basic passenger rights. 
3) Legislation is passed that defines and states a clear minimum standard for deplanement, 
provides for passengers’ essential needs while experiencing an extended onboard delay.   

4) Mandates for truth in disclosure regarding chronically delayed flights, cancelled flights, 
and returns baggage to passengers within 24 hours. 

5) CAPBOR Scorecards that indicate excellence in Customer Service, Honesty, and 
Execution of the newly defined minimum standards. 

 
This report card focuses primarily on airlines that report performance data to the U.S. 
Department of Transportation (DOT), but with emphasis on those carriers for which no 
Government data is available such as those code share partners that represent less than 1% of 
the Gross Domestic Service (GDS) and International flights.   
 
A special study is included in this report to address the fears, concerns, and doom and gloom 
predictions of airlines and so-called airline experts that the DOT version of the 3-hour rule 
ordered by President Obama will increase the number of cancelled flights as a result of 
attempts by the airlines avoiding to pay the fines that could be levied against them if an 
excessive surface delay event were to occur exceeding three (3) hours. 
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2 The Effect of the DOT Three-Hour Rule on Flight Cancellations  

A certain political group has asked the DOT to study the unintended consequences of the 
Three-Hour rule. For there to be any unintended consequences, there must be a precedent 
established that one can investigate to see what are the unintended consequences that caused 
some anomaly to arise in the normal operations of an air carrier. An anomaly such as an 
unusual increase in the number of flight cancellations, an unusual increase in airport 
congestion, an unusual increase in traffic delays across the NAS, etc. must be present for there 
to warrant a study or investigation. If nothing unusual has happened since the enforcement of 
the three-hour rule and the airline business operates as usual, then any investigation is flawed 
and is nothing more than a witch hunt to satisfy some political propaganda machine. 

Meaningful research must be conducted by qualified individuals using known mathematical 
constructs, common sense, and logic. Hence, any study without a true identifiable cause is 
flawed research and should be discarded by all as an abomination to science and reason. 

It may be possible that there are unintended benefits to the three-hour rule which may become 
apparent in the normal study of excessive surface delays (XSDs) (Section 5: Unintended 
.ŜƴŜŦƛǘǎ ƻŦ 5h¢Ωǎ ¢ƘǊŜŜ-Hour Rule). 

2.1 Number of Flight Cancellations from 2006 to 2010  

Table 1, Table 2,  

Table 3,  

Table 4, and  

Table 5 show the number of flight cancellations per month for the past five (5) years including 
the percent of flights cancelled relative to the total number of flights. 

Table 1: 2006 Flight Cancellations per Month 
Month Flights Cancellations % 

January    581,287                9,787  1.68% 

February    531,247              11,293  2.13% 

March    605,217                7,586  1.25% 

April    585,351                6,604  1.13% 

May    602,919                7,057  1.17% 

June    598,315              10,088  1.69% 

July    621,244              10,735  1.73% 

August    628,732                9,783  1.56% 

September    584,937                9,950  1.70% 

October    611,718              11,399  1.86% 

November    586,197                9,558  1.63% 

December    604,758              18,094  2.99% 



 

Page 7 of 31 
 

Total 7,141,922 121,934 1.71% 

 

 

Table 2: 2007 Flight Cancellations per Month 
Month Flights Cancellations % 

January    621,559              15,777  2.54% 

February    565,604              25,465  4.50% 

March    639,209              16,877  2.64% 

April    614,648              11,138  1.81% 

May    631,609                6,841  1.08% 

June    629,280              17,243  2.74% 

July    648,560              13,506  2.08% 

August    653,279              12,295  1.88% 

September    600,187                6,507  1.08% 

October    629,992                7,327  1.16% 

November    605,149                6,279  1.04% 

December    616,382              21,554  3.50% 

Total 7,455,458 160,809 2.16% 

 
Table 3: 2008 Flight Cancellations per Month 

Month Flights Cancellations % 

January    605,765              17,308  2.86% 

February    569,236              20,596  3.62% 

March    616,090              16,183  2.63% 

April    598,126              10,355  1.73% 

May    606,293                6,229  1.03% 

June    608,665              10,931  1.80% 

July    627,931              10,598  1.69% 

August    612,279                9,835  1.61% 

September    540,908                9,913  1.83% 

October    556,205                3,249  0.58% 

November    523,272                4,458  0.85% 

December    544,956              17,777  3.26% 

Total 7,009,726 137,432 1.96% 

 
Table 4: 2009 Flight Cancellations per Month 

Month Flights Cancellations % 

January    532,339              12,430  2.33% 

February    488,410                6,092  1.25% 

March    557,422              11,682  2.10% 

April    537,793                7,974  1.48% 
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May    546,832                4,792  0.88% 

June    557,594                8,282  1.49% 

July    580,134                6,838  1.18% 

August    568,301                5,618  0.99% 

September    510,852                2,934  0.57% 

October    531,799                5,273  0.99% 

November    509,540                2,732  0.54% 

December    529,269              14,730  2.78% 

Total 6,450,285 89,377 1.39% 

 
Table 5: 2010 Flight Cancellations per Month 

Month Flights Cancellations % 

January 521,809             12,833  2.46% 

February 483,270             26,300  5.44% 

March 549,262               8,231  1.50% 

April 529,330               3,637  0.69% 

May 542,747               6,716  1.24% 

June 551,687               8,279  1.50% 

July 570,788               8,170  1.43% 

August 569,217               5,613  0.99% 

September 526,107               4,754  0.90% 

October 545,519               5,275  0.97% 

November 520,999               3,755  0.72% 

December 539,383 19,692 3.65% 

Total 6,450,118 113,255 1.76% 

 

2.2 Analysis of Flight Cancellations for the Past Five (5) Years  

To determine if any anomaly has taking place in the number of flight cancellations, the first step 
is to compare the number of cancellations for 2010 to previous years. Additionally, the number 
of flight cancellations from May to December after the Three-Hour rule was implemented must 
be compared to previous years for this same period to see if an anomaly occurred in 2010. If 
nothing unusual can be ascertained, the only conclusion is that the Three-Hour rule did not 
cause any unusual flight cancellations.  

Figure 1 shows a comparison of the number of cancellations per 1,000 flights for the past five 
(5) years. As shown in Figure 1, there does not appear to be anything unusual about the 
number of flight cancellations per year when 2010 is compared to the previous four (4) years. In 
fact, the only thing that is quite unusual is that 2010 is below the five (5) year average of 17.93 
flight cancellations per 1,000 flights. The number of flight cancellations in 2010 is higher than 
the number in 2009 only because the Blizzard of 2010 in December shutdown airports in the 
northeast for several days and the snow storms that occurred in February of 2010. 
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Figure 1: Number of Cancellations per 1000 Flights: January ς December of each year from 
2006 ς 2010 

To determine if the Three-Hour rule had any effect on the number of flight cancellations in 
2010, a comparison is made for the past five (5) years during the period from May to December 
when the rule was in effect. Figure 2 shows a comparison during the months from May to 
December of each year to see if anything unusual has occurred. 

 

Figure 2: Number of Cancellations per 1000 Flights: May ς December of each year from     
2006 ς 2010 
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As shown in Figure 2, the number of cancellations per 1000 flights is the second lowest in the 
last five (5) years and does not constitute an unintended consequence and shows that the fears 
and concerns of the airlines and their experts were misplaced. They were simply grumbling 
about the fact that they had to do something in the best interest of the passenger for once. 
Besides, airlines are a for profit business. Flight cancellations hurt their profit margin. They 
would not frivolously cancel a flight to just avoid a fine. Hence, they adapted to the new DOT 
Three-Hour rule and became more efficient in their operations and had overall one of the best 
profit-making years in history.  

There does not appear to be anything unusual about 2010 when analyzing the number of 
cancellations per year or when examining the period after the Three-Hour rule went into effect. 
The year 2009 was a great year for the airlines in terms of cancelled flights as the number of 
cancelled flights was the lowest in the past five (5) years. Although 2010 had slightly more 
cancellations than 2009, there was nothing unusual about this when examining the flight 
cancellations for the last five (5) years. 

3 2010 Airline Report Card  

Airlines that report to the Department of Transportation (DOT) their TARMAC performance are 
graded for their ability to manage and reduce excessive surface delays. The grades are assigned 
based on the frequency of occurrence of an excessive surface delay experienced by the airline. 
This grading system is scaled based on the average number of flights between each occurrence 
of an excessive surface delay.  
 
There are two (2) grades that are awarded for each airline:  

1. A grade for all excessive surface delays > two (2) hours 
2. A grade for all excessive surface delays > three (3) hours 

The data for the grades are derived from the Department of Transportation (DOT) Bureau of 
Transportation Statistics (BTS) from January through December, 2010. This data is summarized 
in Table 6. 

Table 6: 2010 Airline Excessive Surface Delays Data 

Carrier 
121-180 
Minutes 

180+ 
Minutes 

Total Flights 
120+ 

Minutes 
Rank 

180+ 
Minutes 

Rank 
US Airways 374 30 404 372,611 1 1 

American 397 22 391 495,307 6 2 

Frontier 58 3 61 75,510 4 3 

United 242 8 101 228,017 11 4 

AirTran 157 9 252 315,462 5 5 

SkyWest 142 9 303 400,371 7 6 

Delta 628 12 150 549,367 15 7 

American Eagle 321 14 627 672,033 2 8 
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Atlantic Southeast 152 2 134 183,322 8 9 

JetBlue 140 3 137 291,938 10 10 

Pinnacle 129 1 111 135,003 3 11 

Comair 128 7 118 1,030,390 16 12 

Southwest 114 1 65 161,072 13 13 

Mesa 71 1 125 240,678 9 14 

Continental 106 0 90 218,153 12 15 

ExpressJet 145 0 130 353,951 14 15 

Alaska 42 0 7 125,479 17 15 

Hawaiian 14 0 0 62,071 18 15 

Total 3,360 125 3,485 6,450,118     

 

The ranking for each airline is based on the number of excessive surface delays experienced by 
the airline on a per flight basis. As shown in Table 6, US Airways, American Airlines, and Frontier 
Airlines hold the top three (3) spots for the worst performers through December in 2010. 
Alaska and Hawaiian Airlines are the best performers by a large margin through December in 
2010. 

3.1 Airline Report Card for Excessive Surface Delays > Two (2) H ours  

Table 7  shows the airline grades for their performance in 2010 for handling excessive surface 
delays > two (2) hours. Table 8 shows the grading system that was used for scoring each airline. 

Table 7: 2010 Airline Report Card for Excessive Surface Delays > Two (2) Hours 

Airline Grade Frequency1 

US Airways F 1 XSD in 951 flights 

Delta F 1 XSD in 1,116 flights 

Comair F 1 XSD in 1,207 flights 

American F 1 XSD in 1,264 flights 

United F 1 XSD in 1,274 flights 

American Eagle F 1 XSD in 1,324 flights 

JetBlue F 1 XSD in 1,440 flights 

Frontier F 1 XSD in 1,445 flights 

AirTran F 1 XSD in 1,751 flights 

Atlantic Southeast F 1 XSD in 1,925 flights 

Pinnacle F 1 XSD in 1,942 flights 

Continental F 1 XSD in 2,319 flights 

Mesa F 1 XSD in 2,489 flights 

ExpressJet D 1 XSD in 2,788 flights 

Alaska B 1 XSD in 3,654 flights 

SkyWest B 1 XSD in 3,703 flights 

Hawaiian A+ 1 XSD in 6,657 flights 

                                                           
1
 How many flights occur before a passenger may experience an XSD more than two(2) hours 
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Southwest A+ 1 XSD in 9,293 flights 

 

Note that US Airways, Delta, Frontier, Comair, United, American, American Eagle, JetBlue, 
Atlantic Southeast, Pinnacle, Continental, and AirTran all received a failing grade for their 
performance in managing excessive surface delays ≥ two (2) hours, while Alaska and SkyWest 
Airlines received a grade of ‘B’.  Hawaiian and Southwest Airlines had another outstanding year 
and received a grade of A+. Southwest Airlines is to be especially commended. As a major 
airline with the most number of flights in 2010, Southwest Airline clearly stands out from the 
rest of the airlines as being the most efficient airline in reducing the number of XSDs > two (2) 
hours on a per flight basis. It is less likely for a passenger to experience long delays if they 
choose to fly Southwest Airlines. 

Table 8: 2010 !ƛǊƭƛƴŜ DǊŀŘƛƴƎ {ȅǎǘŜƳ ŦƻǊ 9ȄŎŜǎǎƛǾŜ {ǳǊŦŀŎŜ 5Ŝƭŀȅǎ җ ¢ǿƻ όнύ IƻǳǊǎ 

Grade Frequency 

A+ 5,000+ 

A 4,500 - 4,999 

A- 4,000 - 4,499 

B 3,500 - 3,999 

C 3,000 - 3,499 

D  2,500 - 2,999 

F 1 ï 2,499 

3.2 Airline Report Card for Excessive Surface Delays > Three (3 ) Hours  

Table 9  shows the airline grades for their performance in 2010 for handling excessive surface 
delays > three (3) hours.  

Table 9: 2010 Airline Report Card for Excessive Surface Delays > Three (3) Hours  

Airline Grade Frequency2 

US Airways F 1 XSD in 12,803 Flights 

American F 1 XSD in 24,082 Flights 

Frontier F 1 XSD in 29,380 Flights 

United F 1 XSD in 32,104 Flights 

AirTran F 1 XSD in 36,120 Flights 

SkyWest F 1 XSD in 47,516 Flights 

Delta F 1 XSD in 45,846 Flights 

American Eagle F 1 XSD in 48,553 Flights 

Atlantic Southeast C 1 XSD in 99,465 Flights 

JetBlue B 1 XSD in 102,220 Flights 

Pinnacle A- 1 XSD in 127,202 Flights 

Comair A 1 XSD in 155,689 Flights 

Southwest A 1 XSD in 160,641 Flights 

                                                           
2
 How many flights occur before a passenger may experience an XSD more than three (3) hours 
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Mesa A 1 XSD in 179,184 Flights 

Continental A+ No XSDs 

ExpressJet A+ No XSDs 

Alaska A+ No XSDs 

Hawaiian A+ No XSDs 
 

Continental, ExpressJet, Alaska, and Hawaiian Airlines are to be commended for their excessive 
surface delay performance in 2010 where no passenger experienced an excessive surface delay 
≥ three (3) hours for 2010.  Mesa, Southwest, and Comair also had excellent performances and 
received a grade of A. Although Southwest had seven (7) XSDs ≥ three (3) hours, this number is 
consistent with the sheer volume of flights operated by Southwest. Pinnacle also had excellent 
performance in 2010 and received a grade of A-. JetBlue did well and received a grade of B 
while Atlantic Southeast received a passing grade of C. US Airways, American, Frontier, AirTran, 
SkyWest, United, American Eagle, and Delta all received a failing grade for their poor 
performance in 2010. 

Table 10 shows the grading system that was used for scoring each airline. 

Table 10: Airline Grading System for Excessive Surface Delays > Three (3) Hours 

Grade Frequency 

A+ 200,000+ 

A 150,000 – 199,000 

A- 125,000 – 149,999 

B 100,000 – 124,999 

C 75,000  –  99,999 

D 50,000 – 74,999 

F 1 – 49,999 

 

4 2010 Unreported International Flight Excessive Surface Delays 
Table 11 lists some unreported excessive surface delays of three (3) hours or more that have 
been uncovered by the Flyers Rights Organization from press releases and eyewitness accounts 
for the year 2010. The DOT does not include international flights in their reports and do not 
include smaller air carriers that have less than 1% of the gross domestic service. More 
importantly, the DOTΩǎ Three-Hour Rule does not apply to international flights. Detailed data 
of each incident is not available as reporters do not give flight numbers and other information. 
Links to email articles discussing the XSD event has been provided where available. 

Table 11: 2010 Unreported Excessive Surface Delay Flights from FRO Hotline and News Reports 

Airline Flight Date Hours Comments/website 

American 1001 02/20/2010 4.5 FRO Hotline: Vicki Ackermann - DFW to SJD 

Egypt Air 985 03/13/2010 3 FRO Hotline: Amanda Butler - CAI to JFK 

TACA 374 03/17/2010 4 FRO Hotline: Carl Swartz – TGU to MIA 

United 423/6011 03/26/2010 4 Email to FRO – SFO to MAD 

British Airways  06/04/2010 5 FRO Hotline: Lindsay Berg – JFK to LHR 
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China Eastern  06/27/2010 5 FRO Hotline: Angela Laubersan – LAX to PEK 

Spirit  746 07/06/2010 4.5 FRO Hotline: Lisa Laub – NAS to FLL 

Qantas 12 09/23/2010 7 FRO Hotline: Leyla Fields – LAX to SYD 

Continental  10/05/2010 4 FRO Hotline: Ronald Ross – BRU to JFK 

Qantas 74 12/10/2010 4.5 Quanta Flight 74 News Report 

EL AL 008 12/26/2010 7 El Al 008 News Report 

EL AL 002 12/26/2010 9 
EL AL Flight 002 News Report; 
FRO Hotline: Mary Bennett – JFK to Tel Aviv 

Austrian 88 12/26/2010 4 FRO Hotline: Marilyn Moran – JFK to VIE 

Lufthansa 410 12/28/2010 6 FRO Hotline: Angana Rola - JFK 

Cathay Pacific 888 12/28/2010 12 Cathay Pacific Flight 888 News Report 

Cathay Pacific  12/28/2010 8 Second Cathay Pacific Flight News Report 

 

Passengers on Cathay Pacific Flight 888 experienced the worst flight nightmare that they could 
have imagined: spending 12 hours on the TARMAC at New York’s JFK airport. This event is 
inexcusable. Cathay Pacific believed that a gate would be available at JFK prior to leaving 
Vancouver but was told that no gate was available when they arrived at JFK. Hence, passengers 
spent 12 terrible hours on the TARMAC at JFK. 

The international flights that were stranded at JFK during the period from 12/28/2010 to 
12/29/2010 are shown in Table 12. These flights that suffered long TARMAC times were due to 
what is being called the Blizzard of 2010 where nearly 32 inches of snow was deposited in the 
Northeast with winds up to 80 miles per hour. The information in Table 12 was obtained from 
the Port Authority of New York and New Jersey. 

Table 12Υ 9ȄŎŜǎǎƛǾŜ {ǳǊŦŀŎŜ 5Ŝƭŀȅǎ ŀǘ bŜǿ ¸ƻǊƪΩǎ WCY Airport during the Blizzard of 2010     
12/28/2010 to 12/29/2010 

Item Date Airline Flight Tarmac Time 
(Hours:Minutes) 1 12/28/2010 China Air Lines 12 10:10 

2 12/28/2010 Air France 10 7:58 

3 12/28/2010 Turkish 
Airways 

751 7:32 

4 12/28/2010 Al Italia 610 7:15 

5 12/28/2010 Air France 006 6:43 

6 12/29/2010 Turkish Airlines 1 6:42 

7 12/29/2010 Lufthansa 404 6:34 

8 12/28/2010 Lufthansa 410 6:30 

9 12/28/2010 Air France 8 6:22 

10 12/28/2010 AeroMexico 402 6:03 

11 12/28/2010 Al Italia 608 5:55 

12 12/29/2010 China Eastern 587 5:54 

13 12/29/2010 Air France 12 5:49 

14 12/28/2010 Korean Air 
Cargo 

101 5:26 

15 12/28/2010 AeroMexico 404 5:26 

16 12/28/2010 TACA Int. 510 5:22 

17 12/28/2010 Al Italia 604 5:04 

http://www.skyscrapercity.com/showthread.php?p=69548207
http://www.ynetnews.com/articles/0,7340,L-4005460,00.html
http://ireport.cnn.com/docs/DOC-533480?ref=feeds%2Flatest
http://news.nationalpost.com/2010/12/28/air-travellers-from-vancouver-unload-after-waiting-11-hours-on-jfk-tarmac/
http://news.yahoo.com/s/ap_travel/20101228/ap_tr_ge/us_travel_brief_winter_weather_stranded_planes_2
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18 12/28/2010 Swiss Air 22B 4:34 

19 12/28/2010 Virgin Atlantic 9 4:19 

20 12/29/2010 Japan Air Lines 6 4:06 

21 12/28/2010 Lan Chile 532 4:03 

22 12/28/2010 Korean Air 85 4:01 

23 12/29/2010 Air China 981 3:57 

24 12/28/2010 Lan Chile 530 3:45 

25 12/29/2010 Lufthansa 400 3:37 

 

As shown in Table 12, China Airlines Flight 12 suffered the longest TARMAC time of 10 hours 
and 10 minutes. All of the XSDs suffered by the international carriers were Taxi-In times due to 
a lack of available gates. It is inexcusable that the JFK airport in cooperation with the airlines 
cannot provide an alternative method like some form of bus service to allow passengers to 
deplane and their luggage to be brought to a baggage claim area. 

5 5ÎÉÎÔÅÎÄÅÄ "ÅÎÅÆÉÔÓ ÏÆ $/4ȭÓ 4ÈÒÅÅ-Hour Rule  

There are some interesting unintended benefits of DOT’s Three-Hour Rule. These benefits are: 

1. A drastic drop in the number of XSDs between two (2) and three (3) hours after the 
Three-Hour Rule was implemented by DOT 

2. Airlines appear to be more efficient in streamlining their operations to substantially 
reduce the number of overall XSDs in preparation for and after the Three-Hour Rule was 
implemented by DOT 

3. The increase in airline efficiency in handling XSDs has lead to a substantial increase in 
profits after the Three-Hour Rule was implemented by DOT 

5.1 Effect of Three -Hour Rule on XSDs between Two (2) and Three (3) Hours  

Table 13 shows the number of XSDs between 121 and 180 minutes that occurred from May to 
December of each year for the past five years. In terms of raw numbers, one can easily see that 
there is a drastic drop in the overall number of XSDs between two (2) and three (3) hours that 
occurred in 2010 after the DOT Three-Hour Rule was implemented. 

Table 13: Number of XSDs between 121 and 180 minutes from May to December of each Year 
from 2006 to 2010 

Year 
121 - 180 
Minutes 

Flights 

2006 5,099 4,806,963 

2007 5,865 4,983,332 

2008 4,580 4,620,509 

2009 3,619 4,334,321 

2010 2,359 4,366,447 
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To make a fair comparison we must normalize the number of XSDs between 121 and 180 
minutes by taking into account the effect of the number of flights. One would expect that with 
more flights there could be more XSDs.  

Figure 3 shows the relative magnitude of the XSDs between two (2) and three (3) hours for the 
last five (5) years. Figure 3 clearly shows that after the implementation of DOT’s Three-Hour 
Rule, there is a substantial reduction in XSDs between two (2) and three (3) hours.  

 

Figure 3: Relative Magnitude of XSDs between 121-180 Minutes for the Past Five Years from 
May to December of each year 

As shown in Figure 3, the number of XSDs between 121 and 180 minutes in 2010 has been 
drastically reduced by 50% compared to 2009, 80% compared to 2008, 120% compared to 
2007, and 100% compared to 2006. 

5.2 Airline E fficiency in handling XSDs between Two (2) and Three (3) Hours  

We can define the efficiency of an airline in handling XSDs through the following mathematical 
relationship: 

ὉὪὪὭὧὭὩὲὧώ ρ Ὢ
ὢὛὈί

ὊὰὭὫὬὸί
 

where Ὢ is a multiplier specifying the basis of how many XSDs occur per number of flights. For 
example, for XSDs between two (2) and three (3) hours, Ὢ ρπππ since the XSDs between two 
(2) and three (3) hours occur every 1000 flights or so (see Table 7). From the formula, if there 
are no XSDs, the efficiency would be 100%. If an XSD occurs with every flight, the efficiency 
would be 0%. 
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Using this formula, the airline efficiency for the past five (5) years from January to April prior to 
the DOT Three-Hour Rule going into effect is shown in Table 14. It is believed by FRO that the 
higher efficiency shown in 2010 is due to the airlines preparing for the Three-Hour Rule. 

Table 14: Airline Efficiency Calculation in handling XSDs between Two (2) and Three (3) Hours 
for the Past Five (5) Years: January ς April of each Year 

Year 
121 - 180 
Minutes 

Flights 
Airline 

Efficiency 

2006 1,213 2,299,572 47% 

2007 1,675 2,425,766 31% 

2008 1,533 2,381,417 36% 

2009 1,620 2,115,964 23% 

2010 1,016 2,083,671 51% 

5.3 Interesting 2ÅÌÁÔÉÏÎÓÈÉÐ ÂÅÔ×ÅÅÎ !ÉÒÌÉÎÅ 0ÒÏÆÉÔÓ ÁÎÄ $/4ȭÓ 4ÈÒÅÅ-Hour 

Rule 

We do not suggest that DOT’s Three-Hour Rule was the primary cause for the airlines becoming 
more efficient and profitable in 2010 than they were in 2009, we are simply pointing out that 
there appears to be a noticeable increase in profits after the rule was implemented. Table 15 
shows the profit/loss by the airlines in the first three (3) quarters of 2010. Notice the sharp 
increase in profits for the network carriers and the low cost carriers after the rule was 
implemented in the second and third quarters. 

Table 15: Operating Profits by Quarter for Network and Low Cost Airlines 

Network Airlines 1st Quarter Profit % 2nd Quarter Profit % 3rd Quarter Profit % 

Alaska 5.2 15.5 20.0 

Delta 1.6 11.2 13.3 

Continental -2.3 8.7 10.8 

United 2.2 10.2 10.5 

US Airways -0.4 11.1 9.6 

American -6.4 2.8 5.0 

        

Low-Cost Airlines       

JetBlue 4.8 10.1 14.3 

Southwest 2.1 11.5 11.1 

Spirit 13.1 -1.3 11.0 

Virgin America -13.1 6.1 10.4 

Allegiant 20.0 13.9 9.3 

AirTran 0.5 9.7 8.5 

Frontier -8.1 -0.1 5.1 

 

Except for Allegiant and Spirit Airlines, the larger air carriers showed a substantial increase in 
profits in the second quarter and beyond after the DOT Three-Hour Rule was implemented. 
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6 Flyers Rights Organization Most Wanted List  

Table 16 is a list of items that the Flyers Rights Organization is requesting that the DOT and the 
FAA consider in their new rule making. The Flyers Rights Organization conducted a survey of its 
members to gather information on passengers’ major air travel issues. The survey was 
conducted between October 18 and December 12, 2010. As a result of the survey, the Flyers 
Rights Organization has drafted a most wanted list to have the DOT/FAA consider in their rule 
making process. 

Table 16: FAA-DOT Most Wanted List 
Issue Wanted Responsible 

Agency 

When passengers lose their 
baggage, it is next to 
impossible to receive 
compensation for lost items 

Fines should be imposed for every 24 hours a bag is not returned 
to its owner, and if passengers need to replace items due to lost, 
damaged or pilfered items they should get reimbursed 
immediately upon providing receipts or a pre-determined amount 
for not having receipts. 

DOT 

Seat space inadequate for a 
comfortable journey 
especially on long trips 

Increase seat pitch in all aircraft. Develop minimum standards for 
seat pitch taking into account passengers comfort DOT/FAA 

DOT’s Three-Hour Rule does 
not include International 
Flights 

Modify the Three-Hour Rule to include International Flights. 
Whether an aircraft is flying internationally or domestically, 
American citizens flying abroad should not be treated any 
differently from American Citizens flying domestically. 

DOT 

Passengers have no way to 
recover their losses from long 
TARMAC delays and 
strandings 

Fines imposed for tarmac strandings should be apportioned in part 
to the Flying public similar to the European Union (EU) regulations 
and those of India. 

DOT 

Privacy is invaded when 
passengers go through 
security screening 

Work with TSA to implement security measures without 
unnecessary privacy invasion DOT/FAA 

Passengers and Airline 
Employees have no voice or 
representation in the DOT and 
FAA. 

An independent Passenger-Centric Air Travel Ombudsman that 
reports to the Secretary of the DOT and the FAA Administrator to 
serve as a liaison between passengers and the Dot-FAA to ensure 
that passenger and  airline employee issues are heard and 
resolved.  

DOT, FAA 

Minors have been left 
unaccompanied at airports 
and have been molested 
despite passengers having to 
pay additional fees to insure 
their child’s safety 

Airlines should be forced to perform as committed to in their 
contract of carriage (COC) regarding the services they offer for 
unaccompanied minors. Heavy fines should be imposed and legal 
action should be taken against the airlines. 

DOT 

No Passenger advocate on 
Blue Ribbon Panels 

Kate Hanni as the Passengers’ Representative on any Blue Ribbon 
Panel 

DOT 

For long TARMAC delays and 
strandings, there is no 
solution in place to allow 
passengers to get off the 

The FAA should mandate that a portion of the Airport 
Improvement Program (AIP) grants should be specifically allocated 
for the purchase of a bus service which will increase capacity until 
the modernization of the system can be completed 

FAA 



 

Page 19 of 31 
 

aircraft in the near term 

No data is available from the 
DOT about International 
Flights 

Provide a way for consumers to get data on international flight 
strandings and long TARMAC times exceeding two (2) hours. DOT 

DOT’s data website is 
extremely difficult to navigate 
and find relevant data to 
conduct any meaningful 
analysis. Information appears 
to be obscured and does not 
contain the detail that was 
available in previous years. 

Revamp the BTS and RITA websites so that they are meaningful 
and allow consumers to select and specify time blocks to retrieve 
information that they are interested in and not pre-defined 
categories that may or may not be beneficial. Give users Tarmac 
times as was available in previous years and not just the number of 
flights in a time block. 

DOT 

Lack of fines imposed when an 
Airline violate the Three-Hour 
Rule 

Please levy fines when an airline violates the Three-Hour Rule. If 
no fines are imposed, the Airlines will think that the DOT is weak 
and does not have the guts to enforce the rule. 

DOT 

 

7 2010 Grades for Airline Food  Availability  
We don’t grade the quality of airline food.  We grade whether or not there’s enough food on 
board to feed hungry passengers in the event of a long TARMAC delay.  Gleaned from airline 
websites on February 6, 2009 and rechecked on February 10, 2010, this report card alerts 
passengers to the types of flights where they should bring their own food with them if allowed 
by airport security.  Shorter flights of less than 1.5 hours are notorious for having little or no 
essential needs available if a long TARMAC event were to occur.   
 
The food availability report card shows red spaces for those flights on which the most risk exists 
for a passenger to experience having no food on board if an excessive surface delay occurs.  A 
Yellow space is used when only snacks are available (pretzels, chips, etc.), usually consisting of 
too few calories to make a difference in an extended delay.  A Green space indicates that a 
meal is available for a fee.  A Hot Pink space indicates that a meal is available free of charge. 
Question marks are used for prices where carrier's website does not publish prices or indicate 
whether provisions are complimentary.   
 
These colors (hot pink, red, yellow, and green) are used to calculate a score for each airline for 
the food availability report card. Each color is assigned a number of points. Using the points 
representing the colors, a score is obtained. Based on the score, a grade is assigned to the 
airline for its food availability if an excessive surface delay occurs. Airline scoring is based on the 
following color scheme: 
 

Red Space  3 points 

Yellow Space  2 points 

Green Space     1 point 

Hot Pink Space 0 points 
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Table 17 lists the grading system for Airline Food Availability grades. A score of “A” would 
indicate that the airline is prepared to provide passengers with food and water in case of an 
excessive surface delay, while a grade of “F” indicates that the airline is not prepared and 
passengers will most likely experience the worst scenario if they are stuck on the TARMAC 
which means an inadequate amount of food and water. 

Table 17: 2009 Airline Food Availability Grading System 

Grade Score 

A 0 

B 1 – 2  

C 3 – 4  

D 5 – 6  

F 7 – 8 

Table 18 shows the grade assessed for the food that is made available by the airlines. The 
grades assessed in 2010 are identical to those assessed in 2009 as nothing has changed. There 
is no improvement from the previous year.  

Table 18: 2009 Airline Grades for Food Availability 

M = Meal   SB = Snack Box: Yellow:  Snack Box 50 calories or less; Green:  Paid Snack or 

Snack box over 100 calories; Red:  No snack;  Hot Pink:  No charge Snack, Snack Box or Meal  

 

8 2010 Airline Water  Quality  Gradesȡ $ÏÎȭÔ $ÒÉÎË ÔÈÅ 7ÁÔÅÒ 
Passengers with severely compromised immune systems, infants, and some elderly may be at 
increased risk if water is contaminated on airlines. These passengers should seek advice about 
drinking water on airlines from their health care providers. General guidelines on ways to 
lessen the risk of infection by microbes are available from EPA's Safe Drinking Water Hotline at 
1-800-426-4791 and in their Revised Public Notification Handbook which can be found at the 
following link: 
 

http://www.epa.gov/safewater/publicnotification/pdfs/guide_publicnotification_pnhandbo
ok.pdf 
 

Grade Airline Minimum 
Service 

0 ï 1.5  
Hours 

1.5 ï 3  
Hours 

3 ï 4.5  
Hours 

> 4.5  
Hours 

D Alaska Bev. ($0) None SB($5) SB($5), M($5) SB($5), M($5) 

D American Bev. ($0) None SB($3-10) SB($3-10) SB($3-10) 

D Air Tran Bev. ($0) None SB($3-6) SB($3-6) SB($3-6) 

B Continental Bev. ($0) S SB($0), M($0) SB($0), M($0) SB($0), M($0) 

D Delta Bev. ($0) S SB($3-8) SB($3), M($6-8) SB($3), M($6-8) 

C Frontier Bev. ($0) N/A SB($3), M($5) SB($3), M($5) SB($3), M($5) 

F JetBlue Bev. ($0) M ($5) M ($5) M ($5) M ($5) 

D Northwest Bev. $3-$5 None M($10) S($3-5), M(10) S($3-5) M(10) 

C Southwest Bev. ($0) S S SB($0) SB($0) 

D United Bev. ($0) None S($9) S($3), SB($6) SB($6), M($9) 

F US Air Bev. ($5) None SB($5), M($7) SB($5), M($7) SB($5), M($7) 

http://www.epa.gov/safewater/publicnotification/pdfs/guide_publicnotification_pnhandbook.pdf
http://www.epa.gov/safewater/publicnotification/pdfs/guide_publicnotification_pnhandbook.pdf
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In 2009, the EPA created a final rule to force airlines to test their drinking water to ensure it’s 
not contaminated, however the testing mandates are infrequent and the airlines may choose 
the facility they want to test their water and the facility does not have to be certified by the 
EPA.  Since there are no checks and balances, the Flyers Rights Organization recommends 
5hbΩ¢ DRINK THE WATER.  Only drink bottled water or sodas and certainly no ice. 

On Thursday, February 14, 2009, KGO – San Francisco published an article on information they 
gathered through the Freedom of Information Act.  They found that “fewer than half the 
airlines ordered as early as 2005 to begin testing their water have done so. Meantime, it's clear 
that some water on planes is contaminated.”  

“In 2004, tests conducted on 327 planes by the Environmental Protection Agency found 15-
percent of the aircraft evaluated had water contaminated with coliform.” "Coliform bacteria 
can indicate that the water has been contaminated and it could be contaminated by something 
that can make people sick," explains June Weintraub, an epidemiologist with the San Francisco 
Department of Public Health.  

Since 2005, 45 airlines have signed orders agreeing to test the water on their planes. But 
through the Freedom of Information Act, we discovered only 16 of those airlines have actually 
released results of those tests. Those tests results show water samples taken from 2,200 
aircraft found coliform bacteria 10-percent of the time. Meanwhile, 29 airlines either haven't 
completed or begun their first round of testing or haven't released their test results.  

Delta, Continental, Northwest and United have released test results. However, American and 
US Airways are refusing to allow their data to be made public, claiming the results are 
"confidential business information. 

Among the major airlines that have released data, 12-percent of the 323 planes tested by Delta 
over a two (2) year period came back positive with coliform contaminated water. Delta says the 
overwhelming majority of its water samples came back negative.  

Sampling on Continental revealed 16-percent of the 883 aircrafts tested found water 
contaminated with coliform. The airline believes that data is seriously inflated due to faulty 
testing procedures it is now working to improve.  

Other averages include Northwest at 4-percent and United at 5.6-percent. United says it 
provides bottled water for brushing teeth and antiseptic napkins with every meal. Northwest 
says keeping its water supply free from contamination is a top priority.  

According to the EPA, the tolerance for coliform in water is zero.  

"We don't like to see any bacteria, especially coliform bacteria, in potable water, and especially 
not water that's being served to passengers," says Solomon.  
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Atlantic Southeast, a regional East Coast airline that served over 12 million passengers in 2006 
had the highest rate of positive tests for coliform: a whopping 49-percent of the 84 aircraft 
tested. The airline says if it detects coliform; it deactivates the water system until the problem 
is cleared.  

"What you need on board an airplane in every restroom is a little placard on the wall that when 
they do the testing, they sign off on it and they tell you that the water is clean," says Wilson.  

We've compiled all the data we've obtained through the Freedom of Information Act, including 
test results from each airline and a list of the airlines that have not yet completed or even 
begun testing. The following airlines have not made their water testing results available to the 
public: 

¶ American Airlines  
¶ US Airways  

These airlines have submitted test results to the Environmental Protection Agency, but they are 
challenging ABC7's Freedom of Information Act request for that information. The EPA has yet to 
rule on that challenge. If the data is released to us, we will update the test results.  

The following airlines that have not submitted water test results to the EPA through February 
11, 2010: 

  
American Eagle  Jet Blue  
ExpressJet  Mesa Airlines  
Freedom Airlines  Skyway Airlines  
GoJet  Southwest Airlines  
Horizon Air  Spirit Airlines  

 
Airlines must have their water testing plans approved by the Environmental Protection Agency. 
The following airlines have not had their testing plans approved and have not submitted testing 
data to the EPA:  

 
Comair  Pinnacle Airlines  Sky West Airlines  
Frontier  Primaris Airlines  Sun Country Airlines  
Mesama  Republic Airways  Tem Enterprises  
Miami Air  Ryan International  USA3000 Airlines  
North American Airlines  Sierra Pacific Airlines  PSA Airlines 
Pace Airlines  Sky King Airlines   
 

Table 19 lists the 2010 airline grades for water quality. 
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Table 19: 2009 Airline Grades for Water Quality 
Grade Airline Coliform % 

B AirTran 3% 

B Northwest 4% 

C United 6% 

F Delta 12% 

F Continental 16% 

F Alaska 28% 

F Atlantic Southeast 49% 

F American Refused Data Release 

F US Airways Refused Data Release 

F American Eagle No Tests 

F ExpressJet No Tests 

F JetBlue  No Tests 

F Mesa  No Tests 

F Southwest  No Tests 

F Comair  No Plan 

F SkyWest No Plan 

 

The grading system is based on the following scale: 
A 0% 
B 1 – 4% 
C 5 – 8% 
D 9 – 10% 
F > 10% 

Note the significant number of airlines receiving a grade of “F”. No airline received an “A” grade 
as the water showed some amount of contamination. The Flyers Rights Organization will 
continue to monitor the water quality issue and provide updates as necessary. 
 

9 What does it really Cost to Fly?  
It is important that passengers know what it really cost to fly. Many airlines are now charging 
extra for items that use to be free. Airlines are charging extra for phone reservations, checked 
baggage (number, size, and weight), type of coach seat, beverages, snacks, meals, drinks, 
standby or confirmed seats, travel with pets, unaccompanied minors, non-refundable ticket 
changes, and curbside check-ins. Table 20, Table 21 , and Table 22 list these additional fees. 

Lower fees are paid for online transactions and for longer flights of two (2) hours or more. 
Additional information can be obtained on the web sites for each online. 

Table 20: Phone Reservations, Checked Baggage, and Seat Selection Fees 

Airline 
Reservation by 
Phone (person) 

1
st

 Checked Bag 
Fee (each-way) 

2
nd

 Checked Bag 
Fee (each-way) 

Seat Selection; 
Priority; Leg 

Room 

American $20 $25 $35 None 

Continental $15 $23 ï $25 $32 ï $35 None 

Delta $20 $23 ï $25 $32 ï $35 None 

Northwest $20 $23 ï $25 $32 ï $35 $5 ï $35 

United $25 $20 ï $25 $30 ï $35 $14 ï $109 

US Airways $25 ï $35 $23 ï 25 $32 ï $35 $5 ï $30 
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AirTran $15 $15 $25 $6 ï $20 

Alaska $15 $15 $25 None 

Frontier $25 $20 $30 None 

JetBlue $15 Free $30 $10 ï $30 

Southwest Free Free 1-2: $0; 3+: $25 $10 ï $30 

Spirit Free  $15 ï $25 $25 $5 ï $15 

Midwest $25 $20 $30 $65 

Hawaiian $10 ï $25 $15 $25 None 

Go Free $10 $17 None 

ExpressJet Free Free Free None 

Virgin America $15 $20 $20 $50 ï $100 

Allegiant 
$10 ï $15  
each way 

$15 ï $35 $25 ï 35 $11 ï $13 

Sun Country $10 $15 $25 N/A 

 

Table 21: Beverages, Drinks, Meals, Oversize Bag, and Standby or Confirmed Seat Fee 

Airline 
Beverage/Snack 

Packet 
Meal Alcohol 

Oversize 
Bag Fee 

(each-way) 

Overweight 
Bag Fee 

(each-way) 

Standby/Confirmed 
Seat Fee 

American Free/none $3 ï $10 $6 $150 $50 ï $100 $50 

Continental Free Free $5 $100 $50 $0 ï $50 

Delta Free $3 ï $8 $7 $175 $90 ï $175 $50 

Northwest Free/$3 ï $5 $7 ï $10 $5 $175 $90 ï $175 $25 

United Free $9 $6 $175 $125 Free 

US Airways Free/$5 $7 $7 $100 $50 ï $100 $25 

AirTran Free None $6 $49 ï $79 $49 ï $79 $0 ï $49 

Alaska Free $5 $5 $50 ï $75 $50 $0 

Frontier Free $3 $5 $75 $75 Varies 

 

Table 22: Travel with Pets, Unaccompanied Minors, Curbside Check-in, and Non-Refundable 
Ticket Change Fees 

Airlines 
Travel with Pets 

(each-way) 

Unaccompanied 
Minors 

(per flight) 
Curbside Check-In 

Non-Refundable 
Ticket Change 

Fee 

American $100 ï $150 $100 Free $150 

Continental $125 $75 ï $100 Free $150 

Delta $100 ï $175 $100 Free $150 

Northwest $100 ï $175 $100 $2 $150 

United $125 ï $250 $99 $2 $150 

US Airways $100 $100 $2 $150 

AirTran $69 $39 ï $59 Free $75 

Alaska $100 $75 $2 $50 ï $75 

Frontier $150 $50 n/a $100 

JetBlue $100 $75 $2 $100 

Southwest $75 $25 Free Free 

Spirit $100 $75 $2 $80 ï $90 

Midwest $150 $50 ï $100 Free $100 

Hawaiian  $175 ï $225 $35 ï $95 n/a $150 

Go $25 $25 n/a $20 

ExpressJet $50 $50 n/a $50 

Virgin America $100 $75 n/a $50 

Allegiant $100 $100 n/a $50 
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Sun Country $100 ï $199 $50 Free $75 ï $100 

 

The airlines are making a considerable amount of money on Baggage Fees, Miscellaneous Fees 
(pet transportation, sale of frequent flyer award miles to airline business partners and standby 
passenger fees), and Reservation Change Fees. 

 Table 23 shows the substantial revenues that airlines are making from baggage fees. 
Southwest Airlines does not charge Baggage Fees. 

Table 23: Airline Baggage Fee Revenue for the First Three Quarters of 2010                        
Dollars in Millions (1,000,000) 

Rank Airline 1st Quarter 
2010  

2nd Quarter 
2010  

3rd Quarter 
2010  

Total 

1 Delta
3
 217.8 256.0 259.5 733.3 

2 American 128.5 152.1 151.2 431.8 

3 US Airways 120.7 135.6 131.8 388.1 

4 Continental 76.6 91.0 90.5 258.1 

5 United 71.1 84.8 83.9 239.8 

6 AirTran 35.0 39.2 38.1 112.3 

7 Alaska 21.2 25.4 34.4 81.0 

8 Spirit 16.0 16.8 22.9 55.7 

9 JetBlue 13.8 14.0 15.5 43.3 

10 Hawaiian 11.8 13.5 15.1 40.4 

  Industry Total
4
 768.5 891.8 906.4 2,566.7 

 

As shown in Table 23, the airline industry has received close to $2.6 Billion from baggage fees 
for the first three (3) quarters of 2010 with Delta/Northwest leading the pack with nearly 3/4 of 
a Billion dollars in baggage fee revenues. 

Table 24 shows the revenues received from Reservation Change Fees. 

Table 24: Reservation Change Fee Revenue for the First Three (3) Quarters of 2010         
Dollars in Millions (1,000,000)  

Rank Airline 
1st Quarter 

2010  
2nd Quarter 

2010  
3rd Quarter 

2010  
Total 

1 Delta 165.3 181.8 183.3 530.4 

2 American 114.4 121.0 117.7 353.1 

3 United 74.7 83.7 84.7 243.1 

4 US Airways   62.7 65.6 63.6 191.9 

5 Continental 58.9 61.1 61.0 181.0 

6 JetBlue 25.8 30.0 29.0 84.8 

7 Alaska 13.5 12.7 13.3 39.5 

                                                           
3
 Delta Totals include Northwest Airlines 

4
 Industry Totals include 20 Airlines 
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8 AirTran 14.2 12.2 11.9 38.3 

9 Spirit 5.6 5.4 5.6 16.6 

10 Hawaiian 4.5 4.6 4.8 13.9 

  Industry Total 553.9 593.6 590.4 1,737.9 

 As shown in Table 24, the airline industry has received over $1.7 Billion from Reservation 
Change Fees for the first three (3) quarters of 2010 with Delta/Northwest again leading the 
pack with $530 Million in Reservation Change Fee revenues. 

Table 25 shows the revenues received from Miscellaneous Fees. 

Table 25: Miscellaneous Fee Revenue for the First Three (3) Quarters of 2010                     
Dollars in Millions (1,000,000) 

Rank Airline 
1st Quarter 

2010  
2nd Quarter 

2010  
3rd Quarter 

2010  
Total 

1 Delta 209.0 243.8 250.3 703.1 

2 Southwest 160.7 193.7 205.0 559.4 

3 US Airways 54.7 54.4 53.7 162.8 

4 Spirit 18.4 19.7 26.7 64.8 

5 American 18.1 19.2 23.0 60.3 

6 AirTran 13.3 14.1 14.2 41.6 

7 United 9.6 10.6 11.5 31.7 

8 American Eagle 7.3 10.0 11.3 28.6 

9 Continental 7.2 8.5 9.0 24.7 

10 Alaska 6.9 8.2 8.9 24.0 

  Industry Total5 534.4 618.4 646.4 1,799.2 
 

As shown in Table 25, the airline industry has received over $1.799 Billion from Miscellaneous 
Fees for the first three (3) quarters of 2010 with Delta/Northwest again leading the pack with 
$703 Million in Miscellaneous Fee revenues. 

The airline industry profit margin in the third quarter for the major Network Airlines was the 
highest recorded since the Department of Transportation Bureau of Transportation Statistics 
(BTS) began issuing quarterly reports in 2002. The Low-Cost carriers profit margin was the 
second highest recorded. 

It is quite obvious that these fees contribute to the substantial profits that the airlines are 
receiving without a significant increase in flights when compared to 2009. It seems logical and 
reasonable for passengers to expect to be treated better by the airlines and should expect the 
airlines to provide better accommodation and support when experiencing an excessive surface 
delay.  

                                                           
5
 Industry Total includes 26 airlines reported receiving revenues from Miscellaneous Fees. 
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10 2010 Best and Worst Awards  
The Flyers Rights Organization Best and Worst 2010 Awards are given to airlines, airports, the 
DOT, FAA, and individuals for their contributions to improving or hindering passengers flying 
experience. The awards are given based on the following categories: 
 

1. Special Awards 

a. When you are on the Ground They Treat You Like Dirt Award 

b. The Nausea Award 

c. The Most Absurd Event Award 

d. The Flying Fickle Finger of Fate Award 

e. Welcome to Our Country Award 

f. The My Heavens Award 
2. Agency and Association Awards 

a. DOT 

b. FAA 

c. ATA 

10.1 Special Awards 
The recipients of the Special Awards are shown in Table 26. 

Table 26: Special Award Winners 

Award Winner 

When you’re on the ground They Treat You Like 
Dirt 

Delta Airlines 

Nausea American Airlines for turning off the air 
conditioning 

Most Absurd Event  

Flying Fickle Finger of Fate  

Welcome to Our Country Cathay Pacific, China Air, and El Al Airlines 

My Heavens Hawaiian and Southwest Airlines 

 
Delta Airlines is the recipient of the They Treat You Like Dirt Award as our members continue to 
complain about the service provided by Delta Airlines during an excessive Surface Delay ≥ three 
(3) hours.  
 
The winner of the Nausea Award is  

The winner of the Most Absurd Event Award is 

The winner of the Flying Fickle of Fate Award is  

The winners of the Welcome to Our Country Award are Cathay Pacific, China Air, and El Al. 
Cathay Pacific Flight 888 spent 12 hours on the TARMAC because of unavailable gates at JFK. El 
AL flight 002 spent 9+ hours on the TARMAC because of the Blizzard of 2010 and the closing of 



 

Page 28 of 31 
 

JFK right when they were ready to take off. China Air experienced over 10 hours on the 
TARMAC because of unavailable gates. 

The winner this year of the prestigious My Heavens Award is Southwest and Hawaiian Airlines. 
Southwest Airlines wins this award because they treat passengers like they matter and they 
appear to be passenger-centric. They say “The airline industry is complicated, but taking care of 
the passengers is simple.” The Flyers Rights Organization wants to congratulate Southwest 
Airlines for being the recipient of the prestigious My Heavens Award two (2) years in a row. No 
airline had a better score than Southwest Airlines for XSDs greater than two (2) hours.  
Hawaiian Airlines joins Southwest Airlines as a recipient of this award because for the second 
straight year, no passenger that flew Hawaiian Airlines experienced any XSDs greater than three 
(3) hours. For 23 straight months, no passenger that flew Hawaiian Airlines experienced an XSD 
greater than Two (2) hours. This streak ended when Hawaiian Airlines had 14 XSDs greater than 
two (2) hours in December of 2010. In addition, Hawaiian Airlines has had the highest FRO 
grade of A+ for the past two years showing consistency and that last year was no fluke.  

10.2 2010 Agencies and Association s Report Card  

The Agency and Association Awards are shown in Table 27. As shown in Table 27, only the ATA 
received a failing grade for consistently opposing any rule that is passenger-centric. 

Table 27: Agency/Associations Score Card 

Agency/Association Grade 

DOT A+ 

FAA A+ 

ATA F 

10.2.1 2010 DOT/FAA Report Card  

In 2009, the DOT and FAA received a grade of A+ for making rules that really helped the flying 
public like: 

1. Counting of diverted, canceled, and multiple gate return flights for time on the tarmac 
2. Disclosing baggage fees at point of purchase 
3. Doubling the bumping compensation from 200 – 400 to 400 – 800 
4. Implementing the Three-Hour Rule 

In 2010, the DOT and FAA have demonstrated their willingness to listen and respond to the 
needs of the flying public. They earned a grade of A+ for being passenger-centric with their rule 
making and other actions that they took in 2010. The DOT and FAA are likely to consider the 
following in a new rule for 2011: 

1. Raising of the bumping compensation from 400-800 to 650-1300 
2. Requiring International Flights to report tarmac times 
3. Refunds of baggage fees when baggage doesn’t arrive within one hour of scheduled 

arrival 
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4. Better disclosure of your rights at time of voluntary or involuntary bumping, including 
notification of your likelihood of being bumped and the cash compensation you may be 
due 

5. Possibly including  International flights in the Three-Hour Rule 

Additionally, DOT’s Office of Aviation Enforcement and Proceedings entered into 52 consent 
orders with air carriers and ticket agents assessing $3,667,000 in civil penalties covering 
violations in a range of areas such as 

1. Fare advertising,  
2. Unauthorized operations,  
3. Civil rights,  
4. Oversales,  
5. Baggage liability limits,  
6. Codeshare disclosure,  
7. Tarmac delays, including delay reporting, public charters, and DOT-mandated statistical 

reporting 

These penalties assessed in 2010 represent a significant increase over previous years where in 
2009, civil penalties assessed totaled $2,599,000 and in 2008, civil penalties totaled $1,155,000. 

There are several individuals at DOT that deserve recognition in the Enforcement Division: Sam 
Podberesky, Dayton Lehman, Robert Rivkin, and Secretary Ray Lahood. There are several 
people in the Consumer Affairs Division who have gone above and beyond to help our members 
with complicated issues:  Norman Strickman, Patrick Nemons, and Kathleen Blankreither and 
Jonathan Dols.   

Although the DOT has no obligation to mediate individual complaints, when FRO sends them a 
complaint for which we have run into a dead end, they have stepped in and saved the day and 
for that we are really grateful.  This new administration appears to be consumer oriented and 
we appreciate all of their help. We would be remise in not mentioning President Obama whose 
insistence that passengers deserve better caused the executive order to be implemented. 

10.2.2 2010 Air Transport Association Grade and Award  

The ATA reportedly spent $5.8 million to push their agenda including attempting to defeat  the 
passenger bill of rights in Congress and weakening of proposed passengers’ rights regulations 
by the DOT.  As our report card shows, they’ve been very busy.  But they have failed to 
convince this president and this DOT of the merits of their arguments.  We anticipate more 
consumer friendly regulations in the near future and are grateful to the DOT for hearing our 
pleas for help and finally putting the consumer first. 

 
The Air Transport Association (ATA) received the Worst Association Award for their 
documented positions on issues that only serve to make a flying passenger’s experience a 
nightmare. Table 28 shows the positions that the ATA has taken on critical issues and their 2010 
Report Card. 
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Table 28: Air Transport Association 2010 Report Card 

Issue Grade 

Opposes giving passengers a bottle of water and a granola bar when stranded for 3 hours.
6
 F  

Continues to deceive media and public and the DOT about the frequency of lengthy TARMAC 

delays.
5 

F  

Objects to the private right of action for consumers to sue the airlines at the State level.
7
 F  

Claims that blood clots are NOT caused by confinement in an aircraft.  F  

Claims to be advocating for additional delay reporting requirements but in fact opposes 
reporting of diversion TARMAC delays to DOT. 

F  

Opposes legislated "patchwork quilt" or minimum standards ï prefers their own "patchwork 
quilt" with no standards. 

F  

Contends that complaint contact information should only be provided on carrier's websites ï 
ignoring the well-known digital-divide that discriminates against lower income people. 

F  

Objects to providing flight delay information on their websites on the basis that average 
consumers possess the software engineering expertise to download enormous BTS databases 
to acquire this information. 

F  

Opposes DOTôs Three-Hour Rule and believes that the new rule will increase the number of 
flight cancellations without any proof of increases in cancellations due to the new rule. 

F 

11 Most Wanted Transportation Safety Improvements  
Table 29 is a list of the transportation Safety Improvements requested by the National 
Transportation Safety Board (NTSB). Flyers Rights Organization joins the NTSB in requesting that 
the FAA comply with this request. 

 

MOST WANTED Transportation Safety Improvements  

Aviation Issue Areas 

  

Legend: 

 = Airline Unacceptable response 

 = Airline Acceptable response, progressing slowly 

 = Airline Acceptable response, progressing in a timely manner 

 = Being assessed, classification code to be assigned soon  
 

                                                           
6
 The Seattle Times, January 23, 2008 et al; 

http://archives.seattletimes.nwsource.com/cgi-
bin/texis.cgi/web/vortex/display?slug=airlines23m&date=20080123 
7
 DOT Docket Management System, ATA Response to ANPRM (DOT-OST-2007-0022-0189.1) 

http://www.regulations.gov/fdmspublic/component/main?main=DocketDetail&d=DOT-OST-2007-0022 

http://archives.seattletimes.nwsource.com/cgi-bin/texis.cgi/web/vortex/display?slug=airlines23m&date=20080123
http://archives.seattletimes.nwsource.com/cgi-bin/texis.cgi/web/vortex/display?slug=airlines23m&date=20080123
http://www.regulations.gov/fdmspublic/component/main?main=DocketDetail&d=DOT-OST-2007-0022
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Table 29: Airline Response and Required Action to NTSB Safety Requests 

 
Unacceptable 

Airline response 

Reduce Dangers to 
Aircraft Flying in Icing 
Conditions 
Action Needed by The 
Federal Aviation 
Administration 

Use current research on freezing rain and large water 
droplets to revise the way aircraft are designed and 
approved for flight in icing conditions. 
 
Apply revised icing requirements to currently 
certificated aircraft. 
Require that airplanes with pneumatic deice boots 
activate boots as soon as the airplane enters icing 
conditions.  

 
Unacceptable 

Airline response 

Improve Runway Safety  
Action Needed by The 
Federal Aviation 
Administration  

Give immediate warnings of probable 
collisions/incursions directly to flight crews in the 
cockpit. 
Require specific air traffic control clearance for each 
runway crossing. 
Install cockpit moving map displays or automatic 
systems to alert pilots of attempted takeoffs from 
taxiways or wrong runways.  
Require landing distance assessment with an 
adequate safety margin for every landing.   

 
Unacceptable 

response 

Require Image Recorders  
Action Needed by The 
Federal Aviation 
Administration 

Install crash-protected image recorders in cockpits to 
give investigators more information to solve complex 
accidents. 

 
Unacceptable 

response 

Reduce Accidents and 
Incidents Caused by 
Human Fatigue 
Action Needed by The 
Federal Aviation 
Administration 

Set working hour limits for flight crews, aviation 
mechanics, and air traffic controllers based on fatigue 
research, circadian rhythms, and sleep and rest 
requirements. 
Develop a fatigue awareness and countermeasures 
program for air traffic controllers.  

 
Unacceptable 

response 

Improve Crew Resource 
Management  
Action Needed by The 
Federal Aviation 
Administration 

Require commuter and on-demand air taxi flight crews 
to receive crew resource management training.  

 
Unacceptable 

response 

Improve Safety of 
Emergency Medical 
Services Flights  
Action Needed by The 
Federal Aviation 
Administration 

Conduct all flights with medical personnel on board in 
accordance with commuter aircraft regulations. 
Develop and implement flight risk evaluation programs.  
Require formalized dispatch and flight-following 
procedures including up-to-date weather information.  
Install terrain awareness and warning systems on 
aircraft. 

 

http://www.ntsb.gov/recs/mostwanted/air_ice.htm
http://www.ntsb.gov/recs/mostwanted/air_ice.htm
http://www.ntsb.gov/recs/mostwanted/air_ice.htm
http://www.ntsb.gov/recs/mostwanted/runways.htm
http://www.ntsb.gov/recs/mostwanted/aviation_recorders.htm
http://www.ntsb.gov/recs/mostwanted/aviation_reduce_acc_inc_humanfatig.htm
http://www.ntsb.gov/recs/mostwanted/aviation_reduce_acc_inc_humanfatig.htm
http://www.ntsb.gov/recs/mostwanted/aviation_reduce_acc_inc_humanfatig.htm
http://www.ntsb.gov/recs/mostwanted/aviation_crew_resc_mngt_training.htm
http://www.ntsb.gov/recs/mostwanted/aviation_crew_resc_mngt_training.htm
http://www.ntsb.gov/recs/mostwanted/aviation_improvesafety_ems_flights.html
http://www.ntsb.gov/recs/mostwanted/aviation_improvesafety_ems_flights.html
http://www.ntsb.gov/recs/mostwanted/aviation_improvesafety_ems_flights.html

