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Passenger representation and complaint 
handling 
Ref Code: Q5-051-LGW01 Date of issue: 30 June 2011 

Gatwick Airport’s response to the CAA’s consultation document on 
passenger representation and complaint handling 

Introduction 

On 5  April 2011 the CAA published a consultation document on its proposals for the reform of 
passenger representation and complaint handling. In summary we agree with the overall direction 
of the proposals. For too long consumers have not been as central as they should have been to 
the CAA’s work and these changes will help to rectify this situation. 

Below in Table 1 and Table 2 we set out our responses to the various questions raised in the 
consultation.  

Table 1: Aviation Consumer Advocate Panel  

Role: Do you agree with the proposed role?  

Yes. In particular we agree that ACAP’s role should cover the end-to-end customer 
experience. 
 

Role: What are your views on the proposed scope of ACAP’s work?  

We think the proposed scope of ACAP’s work broadly capture the areas that need to be 
captured. However, in addition, we consider that they should also cover surface access 
issues, which can have a significant impact on end users of aviation services. 
 
ACAP should also ensure that it is aware of the interface between airports and airlines 
and respond to specific passenger issues at individual airports. 
 

Role: Are there any specific areas of the CAA’s work that you would expect the Panel to 
be involved with? 

We have no comments in response to this question. 
 

Role: Do you agree that ACAP should interact with other consumer organisations? Are 
there any other organisations that you think should be included?  

Yes we agree. In addition, it is important that it effectively interacts with Passenger Focus, 
given the importance of rail as a surface access mode to airports. 

Membership: Do you agree? Are there any other types of expertise that we should be 
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looking for? 

We agree. 
 

Recruitment: Do you agree? Are there any specific interest groups that should participate 
in the selection process? 

We have no comments in response to this question. 
 

Payment of Members: Do you agree that at least the APAC chair should receive 
payment? What is your view on  funding for other APAC members? 

We have no comments in response to this question. 
 

 

Table 2: CAA Complaint Handling  

We would welcome your views on how we can ensure we integrate the CAA’s complaint 
handling with existing airport or airline processes. 

We consider that it would be useful for the CAA to review the processes and functions of 
what airports currently do in the area of complaint handling to ensure that industry best 
practice is maintained. Moreover, the current relationships between airports and 
consultative committees e.g. GATCOM should be maintained. 
 
It is important that any future arrangements ensure transparency with airport passenger 
groups such as GATCOM and PAG of complaints that are escalated to the CAA's 
complaint handling function and how these are ultimately resolved. 
 

Do you think that the CAA should handle all types of consumer complaints about 
aviation? 

Yes we agree with this proposal. 
 

Key Performance Indicators: We welcome your comments on the suggested KPIs below 
together with views on the relevant metrics? Are there any additional KPIs that you think 
we should consider? 

We have no comments in response to this question. 
 

 

We hope you find these comments helpful and constructive and we are happy to discuss these in 
more detail if you would find that useful. We are also happy for you to publish these comments on 
your website. 


