10

tarmac for more than 3 hours.”

3. Has airline customer service — broadly defined — Not at all 77.0%
improved in the past 10 years? Somewhat 21.9%
Very much 1.1%

Representative Comments

“OK, so who is smoking something here? The airlines have
pulled back their service and the result has been universally less
satisfactory among the peer group [industries] and decidedly
against universal measurements.”

“Despite some bright spots, it is more cattle car, less caring, e.g.,
don't ask for volunteers on overbooking, just don't board the non-
seat assigned. On-time was getting bad and worse until
recession. There have been no efforts to get to realistic
schedules.”

“Unless we have a free market economic environment, it will be
difficult for airlines to justify investment in customer service. The
business case for improved service is weakened by the forced
route/network structure, which encourages airlines to invest
heavily in schedule and network, leaving little remaining to invest
in soft items like service training and staffing.”

“Customer service has evaporated as the airlines add fees and
cut capacity. Most of my travelers dread to fly these days.”

“I believe it has kept up with the pace of customer service
improvements in other industries to the best of its ability.”

“We are paying more and receiving less service. Food for
purchase, paying for checked baggage, self registering at kiosks
for flights yet still need an agent to tag the bag....confusion all
around.”

“There have been some improvements (I would point to some
cabin amenity improvements, industry wide baggage handling
and on-time performance) as well as non-in-flight improvements
like electronic check-in and other services, but on a broad basis,
this has barely kept the industry neutral.”

“Prices have gone down enormously. Accordingly it is difficult to
maintain service levels where they were 10 years ago.”

4. Have airlines made a compelling case against passenger Yes 4.8%
rights legislation? No 80.0%
Unsure 15.2%

Representative Comments
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“No. Their arguments are full of the usual doublespeak and cross
talk. The airlines provide a basic transportation service. The
customer is entitled to a fair return from his side of the contract.”

“They promised to fix it and failed repeatedly.”

“All other travel services have defined customer rights - so should
airlines.”

“Airlines  have convincingly articulated the unintended
consequences of such legislation, which in all likelihood would
lead to further travel disruptions.”

“They have made some efforts, but nothing compelling other than
their economic inconvenience.”

“Unfortunately, their lobbyists in Washington have done their job
well.”

“There are persuasive arguments against codifying this.
However, the pending legislation provides loopholes that the
airlines could use to justify further delays, so I'm not sure why
they're opposing it.”

5. Do you conceptually support passenger rights
legislation?

Representative Comments

“The airlines have universally failed to self-police. Therefore, they
must be forced to adopt rights. The EU rules are comprehensive
and most airlines (who fly to Europe which is the majority of U.S.
carriers) are now in compliance.”

“This is long overdue.”

“Yes. | don't fly as much as | used to because of the lack of
customer rights and customer service on airlines.”

“Not at all. In a free market economy, consumers should be able
to send the message to carriers whose treatment of them is less
than caring.”

“l support passenger rights...absolutely. And they should be in
effect. Just not certain it should come from a legislative mandate.
Would prefer for Congress to not be involved.”

“Airlines should have been taking better care of their customers.
The drive for legislation is due to the lack of focus and
commitment by the airlines to improve their service levels.”

Yes
No
Unsure
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“I hate that the airlines have not found a way to police this
themselves.”

6. Do you support proposed Senate legislation that would
allow passengers to disembark after 3 hours on the
tarmac, should a captain decide it is reasonable and safe
to do so?

Representative Comments

“There is another part of this. The airline must not board an
aircraft if they know ahead of time that there is a significant delay
possible just to get the passengers off the terminal gate. Too
often the airlines do this to subdue the passengers.”

“I think that 3 hours is too long.”

“Someone has to think of the passengers, their health, anxiety
level, ability to make other plans, etc.”

“3 hours is a long time to keep passengers in their seats without
them going anywhere. What about those with small children and
those with medical problems. While on the tarmac, there is no
assistance for those people.”

“This is the wrong answer. Legislation should provide that an
airplane will not leave the gate if there is an anticipated delay of
over an hour. We know which airports are affected the most and
additional reserve gates should be provided.”

“Since the airlines are not wiling to make a "reasonable"
decision, | feel the government is the last resort. | would prefer to
see the airlines offer a solution.”

“I would go further and force the captain to either arrange safe
transportation back to the gate or return the aircraft to the gate.”

“Frankly, | think it should be two hours maximum. That is my
threshold for being confined on an airplane going nowhere.”

It shouldn't need to be a piece of legislation... its common
sense... but if it has to be a bill, so be it.”

“Three hours is a long time especially on a regional jet. | would
suggest two hours.”

“Absolutely. And three hours is even excessive!”

“Yes | support Senate legislation and no, | don't necessarily

12

Yes 82.2%
No 11.1%
Unsure 6.7%
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believe the captain should make that decision. The captain has
ultimate responsibility for the safety of passengers and aircraft
but trapping passengers against their will in a highly confined
airplane cabin without adequate food or water for an extended
period of time is unacceptable.”

“I think it should be less [time] | do not feel anyone should have
to sit in a plane for three hours.”

“3 hours is still unacceptable. If the tarmac delay is 1-2 hours,
passengers should be allowed to disembark. In this day and age
with the level of technology we possess, that anyone should have
to sit in a crowded plane for more than an hour or two is
unjustifiable.”

“I think 3 hours is too long. It should be no longer than 2 hours.”

7. Do you believe that airlines will endeavor to voluntarily
improve customer service levels, to an acceptable
degree?

Representative Comments

“Dream on.”
“No, they have had plenty of time to do so and have not.”

“Only to extent that competition forces them to. But this is
doubtful given the fact that passengers have almost always
chosen to spend less and get less rather than pay more and get
more. As much as passengers whine about service, they are not
willing to pay for it, and therefore, it's unlikely any rational airline
would dedicate any efforts towards it.”

“Airlines will only give lip service to real customer service unless
they are forced to address major issues.”

“We need to set an industry standard that they need to follow.”

“Culture is far too toxic. SWA's culture supports it. International
carriers that are still subsidized enough by their governments to
not underpay/abuse their personnel will retain high service.”

“If they have no other choice than by mandated legislation...that
is the only thing that will get their attention.”

“Only when they reduce capacity enough to drive profits and/or
the economy bounces back robustly. As long as the carriers
chase market share instead of profits, customer service will take
a back seat. The consumer gets a cheap ticket but little else.”

Yes
No
Unsure
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“Certain airlines already deliver a customer service level that
exceeds those anticipated in the legislation. However, the
majority of airlines have repeatedly demonstrated that they are
not customer focused and will not improve on a voluntary basis.”

“If they wanted to, they would have done so by now.”

“If there's customer demand for better service, and willingness of
the passengers to pay for the extra service, they will.”

8. Do you believe that airlines, via an industry-wide
commitment, will codify passenger rights commitments
and obligations in contracts of carriage?

Representative Comments

“This is never a possibility even remotely. The only possibility is
that airlines will use this as a tactic to delay the eventual adoption
of passenger rights.”

“They claimed they were doing this years ago and it never
happened.”

“Only if the government forces them to.”

“Only as a last ditch attempt to avoid legislation which ensures
such rights.”

“No, but they should be forced to.”
“Only in response to legislation.”

“It is not appropriate to mandate certain treatment of guests
under the same obligations as fare regulations. The hospitality
industry does not apply the same standard; neither should the
airline industry.”

“Again, not until they have no choice. They were supposed to do
this years ago...and they still tell lies at the gate about delays,
reasons for them, and real expectations.”

“Only if they are forced to by the government. If this happens
they should go all the way and re-regulate the industry, at least
on price. Consumers can't have it both ways. You want $49
tickets, you get pilots and training like the recent unfortunate
tragedy in Buffalo.”

“At the stage, Congress needs to step in and protect passengers.
The airlines have had sufficient time to correct this problem.

Yes
No
Unsure
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However, they have failed.”

9. If you think passenger rights legislation is a bad idea,
what are your objections?

Representative Comments

“It is a definite that such a law will create unintended
consequences that more than outweigh any benefits. If airlines
don't provide reasonable service, or deal with customer
complaints, then fly someone else. Do we need a law compelling
restaurants to seat you at your reservation time? Or for doctors
to see you within 15 minutes of your appointment? There are
real reasons why airlines sometimes encounter very long taxi
delays, not because they are stupid or malicious or don't wish to
shorten them, but generally because of bad weather and ATC
constraints.”

“Too many factors involved. The captain in conjunction with the
airlines' management will know the entire justifications to decide
whether to continue standing by on the tarmac or return to a gate
and allow the passengers to disembark. The government is in no
position to monitor the same situation.”

“l don't like government involvement...rather see the marketplace
fix it.”

“I think it is better for the airlines to be self-policing than get the
government involved. If, however the airline industry can't or
won't do it, then the government may need to step in. The
problem with the government getting involved is that it becomes
another instance of "too many chiefs and not enough Indians."

“Too subjective. Airlines can't control all of the issues. It will take
a concerted collaborative effort between the airlines and DOT.
More rules is not the answer. These rules could create lawsuits
that would unnecessarily burden the carriers.”

“Airlines for the most part do not drive delays -- antiquated ATC
and weather cause delays. Logistically, it is impossible always to
get out of line and back to a gate. A mandatory three-hour rule is
a punitive effort and not a constructive one and it will force more
delays of customers and more cancellations.”

“My only real objection is that it should not be from an action of
the federal government. | don't think they need to legislate rights
for airline passengers or for any industry unless safety is
involved. Less government...”

“l do think it is a bad idea, but at this time, | don't see any other
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option for travelers.”

“Government should not intervene in private enterprise. The
airline industry should regulate itself to a higher standard; | do not
want any Congress intervening with business. Beginning of the
end...”

“Generally, | think the government should stay out of everything,
but this issue may be the exception as it seems to continue, even
with the press it has gotten.”

“I do not think it is a bad idea, | just think it will take a very long
time for airlines to agree, as this would cause them to rethink and
redefine the way they run their business. Sitting on tarmacs for
extended periods of time can cause stress and health related
issues to passengers; | am sure the airlines do not want that
liability.”

“I think any legislation is a bad idea, but the airlines have proven
again and again they will not clean up their own back yard!”

10. Do you believe Business Travel Coalition should weigh
in on the efficacy of such legislation?

Representative Comments

“As a pressure group the BTC must support its constituents in the
right thing.”

“But with careful amendments.”
“At this point, we have no other choice.”

“Yes | do believe that BTC should weigh in, but after you get the
results and then do your normal in-depth analysis to make the
best decision for the industry and consumers.”

“Business Travel Coalition should act responsibly in lessening
the role of government and pushing for more action on the part of
the consumer to choose customer-friendly carriers.”

“Kevin, | think you ought to do what you think is in the best
interests of the industry overall. |1 don't think passenger rights
legislation will solve the problems, I think it will add to them.”

“l think BTC should do anything they can to urge, assist and
monitor the airlines in providing their own unified passenger
rights documents.”

Yes, object
Yes, support
No
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“BTC should present the balanced pros and cons and show that
they have thought about it.”

“The passenger rights issue is just a small part of the systemic
problems facing the industry....but we must start somewhere to
restore dignity and economic sense to the airline industry.”

“But make certain the legislation is done correctly.”

“BTC continues to do an outstanding job in focusing on important
issues. Passenger rights legislation needs action and
acceptance.”

“Yes, we should absolutely weigh in -- but whether to object or
support depends on what / how the legislation is written &
implemented.”

“BTC should give objective advice.”

“Yes, but take a sensible approach. In the recent MN case, why
would they keep people overnight on the plane if they knew that
takeoff was not imminent?”

“Support with reasonable time limits on the tarmac...and do
everything you can to ensure a sane outcome that protects
passengers from the worst aberrations for which an airline is
responsible, while minimizing additional costs for the
beleaguered airline industry. Personally | think the legislation
should be confined to the rights of passengers when an irregular
operation occurs, be it caused by weather, mechanical problems,
or whatever. Above all, though, it is imperative that unintended
consequences of such legislation are prevented, e.g., safety is
not compromised by an airline doing something unsafe when it
shouldn't in order to mitigate its liability under the legislation.”
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Addendum 2 (Complete and filtered quantitative results by participant segment.)

# of Participants | mmg»
% By Segment | W

Questions
Asked

4

Have U.S. Yes
airlines done

enough in the No
past 10 years —

allowing for all Unsure
their cost

constraints —to

improve

customer

service levels?

Specifically, Yes
should

addressing No
extended tarmac

delays be a Unsure
priority for

airlines to

address?

Has airline Not at all
customer

service — Somewhat
broadly defined

—improved in Very much
the past 10

years?

Have airlines Yes
made a

compelling case No
against

passenger Unsure
rights

legislation?

Do you Yes
conceptually

support No
passenger

rights unsure

674

100%

All

4.3%

84.9%

10.8%

90.8%

8.2%

1.0%

77.0%

21.9%

1.1%

4.8%

80.0%

15.2%

84.9%

8.6%

6.5%

198
29.4%

Corp.
Travel
Buyers

3.6%
80.0%

16.4%

89.1%
9.1%

1.8%

69.8%
30.2%

0.0%

0.0%
80.0%

20.0%

92.7%
0.0%

7.3%

123

18.2%

TMC
Execs

0.0%

97.1%

2.9%

91.2%

8.8%

0.0%

79.4%

20.6%

0.0%

3.0%

81.8%

15.2%

85.3%

8.8%

5.9%

25

3.7%

Airline
Staff

14.3%

57.1%

28.6%

85.7%

14.3%

0.0%

57.1%

28.6%

14.3%

14.3%

71.4%

14.3%

42.9%

42.9%

14.2%

187

27.8%

Travelers

5.8%

84.6%

9.6%

94.1%

5.9%

0.0%

82.7%

17.3%

0.0%

5.8%

80.8%

13.4%

88.7%

7.5%

3.8%
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execs)

5.3%
86.8%

7.9%

89.2%
8.1%

2.7%

81.1%
16.2%

2.7%

10.3%
79.5%

10.2%

76.3%
15.8%

7.9%




legislation?

Do you support
proposed
Senate
legislation that
would allow
passengers to
disembark after
3 hours on the
tarmac, should a
captain decide it
is reasonable
and safe to do
so?

Do you believe
that airlines will
endeavor to
voluntarily
improve
customer
service levels, to
an acceptable
degree?

Do you believe
that airlines, via
an industry-wide
commitment,
will codify
passenger
rights
commitments
and obligations
in contracts of
carriage?

Do you believe
Business Travel
Coalition should
weigh in on the
efficacy of such
legislation?

Yes
No

Unsure

Yes
No

Unsure

Yes
No

Unsure

Yes,
object

Yes,
support

No

82.2%

11.1%

6.7%

17.4%

64.1%

18.5%

13.6%

55.4%

31.0%

11.2%

84.8%

4.0%

90.6%

3.8%

5.6%

14.5%

60.0%

25.5%

9.2%

50.9%

40.9%

3.9%

94.1%

2.0%

79.4%

14.7%

5.9%

21.2%

72.7%

6.1%

12.1%

66.7%

21.2%

18.7%

81.3%

0.0%

71.4%

0.0%

28.6%

42.9%

57.1%

0.0%

71.4%

28.6%

0.0%

33.3%

50.0%

16.7%

80.4%

13.7%

5.9%

11.8%

68.6%

19.6%

13.7%

56.9%

29.4%

7.7%

88.5%

3.8%
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Consumer Federation of America
Consumers Union
FlyersRights.org
National Consumers League
Public Citizen
U.S. PIRG

15 September 2009

Support Strong Airline Passenger Rights,
Add Boxer-Snowe to Transportation Approps.

Dear Senator,

In light of a summer of news reports that hours-long airline tarmac delays continue
despite numerous airline industry promises, following several years of near-record airline
delays, we are writing to express our support for the need to immediately move forward
with a Transportation Appropriations bill that includes the Boxer-Snowe Airline
Passenger Bill of Rights language that was passed by the Senate Commerce Committee
as part of the FAA Reauthorization bill. It is critical that the Congress take immediate
steps to provide passenger rights and improve safety for all airline passengers.

Too many passengers have been forced to endure near-record level delays, strandings,
cancellations, and plunging airline customer service. While passengers have always
feared being stranded on the tarmac without water or sanitary facilities, the problem has
been exacerbated by reports of carriers neglecting to engage in essential maintenance and
safety inspections. This year, the Airline Passengers Bill of Rights introduced by Senators
Boxer and Snowe has been included in the FAA Reauthorization bill in its entirety.

The Boxer-Snowe Airline Passengers Bill of Rights would:

Require airlines to provide passengers with food, potable water, comfortable cabin
temperature and ventilation, and adequate restrooms while a plane is delayed on the
ground.

Require airlines to offer passengers the option of safely deplaning once they have sat on
the ground for three hours after the plane door has closed. This option would be provided
every three hours the plane continues to sit on the ground.

Make airports and airlines develop contingency plans for delayed flights to be reviewed
and approved by DOT. The bill also allows the DOT to fine air carriers and airports that
do not submit or fail to comply with contingency plans.

Direct the Department of Transportation (DOT) to create a consumer complaint hotline
so that passengers can alert the agency about delays.



15 September 2009 Page 2 of 2
Dear Senator,
Support Strong Airline Passenger Rights, Add Boxer-Snowe to Transportation Approps.

The bill provides two exceptions to the three-hour option: the pilot may decide not to
allow passengers to deplane if he or she believes their safety or security would be at risk
due to weather or other emergencies. Additionally, the pilot may delay deplaning up to
30 minutes beyond the three-hour period if he or she reasonably believes the flight will
depart within 30 minutes.

We all know that great strides have been taken towards an FAA Reauthorization bill and
we applaud Congress for its hard work. But the timing of that bill is uncertain. But now,
the job of providing passenger rights must be finished. We call upon the Senate to
support adding Airline Passenger Rights language to Transportation Appropriations to
help ensure the safety of passengers both on the ground and in the air.

Sincerely,

Kate Hanni
President
FlyersRights.org

Travis Plunkett
Legislative Director
Consumer Federation of America

Ellen Bloom
Director of the Washington Office and Federal Policy
Consumers Union

Sally Greenberg
Executive Director
National Consumers League

David Arkush
Director, Congress Watch
Public Citizen

Edmund Mierzwinski
Consumer Program Director
U.S. PIRG



Hearing Headlines Analysis

USATODAY
Fliers on delayed planes get more support

Los Angeles Times
Support is growing for a fliers' bill of rights

Santa Rosa Press Democrat
Senate must protect the flying public from
airline captivity

The Wall Street Journal
Freeing Fliers Imprisoned on the Tarmac

Aviation Daily
Crandall Boosts Passenger Rights Proposals

Kiplinger
Congress Likely to Pass Tough Passengers’
Rights Bill

Passport Magazine
Passenger Bill of Rights Gaining Steam

Smarter Travel
Get Me Off This Plane, Now!

Exclaim.ca
Dave Carroll Takes His "United Breaks
Guitars" Crusade to Washington

Albert Lea Tribune
Airlines need passenger measure

Geneva Lunch
Passenger bill of rights gains altitude

Business Travel News
Airlines Receptive To Time Limit On Tarmac
Delays

Travel Agent Magazine
Passenger Rights Advocates Gain Momentum

Ethiopian Review
Congress to end long flight delays

Associated Press
3-Hour Limit for Tarmac Delays Gains Steam

The Wall Street Journal
Sen. Barbara Boxer: Airline Passenger Bill of
Rights Is Coming

Los Angeles Times
Limits are sought on long tarmac waits

Bloomberg
Former American Airlines CEO endorses limits
on tarmac delays

The Philadelphia Inquirer
Angry passengers press for bill of rights

MinnPost.com
Minnesota runway incidents helping to fuel
Passenger Bill of Rights

Honolulu Advertiser
Former airline CEO backs tarmac delay bill

Post-Bulletin
Give passengers the right to exit plane during
delay

Chicago Tribune
Tarmac-delay law gains momentum

MyFoxDC.com
Passenger Bill of Rights Gains Support

Austin American-Statesman
Cap on tarmac waits might get off ground

Post-Bulletin
Give passengers the right to exit plane during
delay

Star Tribune
Nightmare flight bolsters passenger-rights bill

The Seattle Times
Pass bill to set tarmac-bound fliers free after
three hours




9/28/09

The Philadelphia Inquirer

Winging It: Now's the time for law to prevent air passengers from
being held captive

By Tom Belden

WASHINGTON - Now's a good time for us to listen to people like George Doughty on
the subject of the rights of airline passengers imprisoned for hours by long flight delays.

Doughty, executive director of the Lehigh-Northampton Airport Authority in Allentown,
was among the witnesses last week at an informal hearing staged by the Business
Travel Coalition and FlyersRights.org on Capitol Hill that focused on how much federal
regulation airlines should face on this difficult issue.

Because of the lousy track record some airlines have on long delays, support for
legislation to make the industry behave better is as great as any I've seen in years on
an aviation topic.

The airlines vigorously oppose legislation now pending in Congress that would require
them to let passengers get off a flight after three hours of delay. Such a rule, the airlines
contend, could endanger passengers' safety and would lead to even more flight delays,
cancellations, and unhappy travelers.

But the airlines' arguments suffered a body blow last month when passengers on a
Continental Express jet were held captive for six hours overnight at the Rochester,
Minn., airport. The flight had been diverted to Rochester by bad weather at its
destination, Minneapolis.

Doughty was one of a dozen speakers at the hearing, including a retired chairman of
American Airlines, who to varying degrees said much the same thing:

The airlines have had a decade to fix this problem since they managed to forestall
similar legislation in 1999. Incidents like the Rochester stranding show that they haven't
fixed it. And now Congress should fix it for them.

Doughty has a strong interest in getting guidance on handling long delays because of
his airport's proximity to Philadelphia International and Newark Liberty, making it an
alternative when bad weather prevents flights from landing at either of the two hubs.

Indeed, Doughty said, "Continental Airlines calls us the Allentown gas station," because
so many of its flights bound for Newark have been diverted to his airport.



In an effort to "not be the lead story on CNN" because of its poor handling of a long
flight delay, Doughty said, Lehigh Valley is trying to do its part.

The airport has retrofitted a retired school bus that could be used to unload a plane if a
gate isn't available. The airport also has a lift-truck, the type used to hoist catering
supplies up to a plane, which could be used to get wheelchair-bound passengers off a
stranded flight.

(Incidentally, Philadelphia airport has a fleet of high-level buses that can be used to
unload passengers from planes if no gates are available.)

But Doughty's closing comment seemed to me to capture what this debate is really
about. He said that given how many rules passengers have to follow - take off your
shoes, empty your pockets, turn off your phone, sit in your seat when we tell you to -
that it's about time airlines were required to provide customers basic creature comforts
at times of stress.

The proposed legislation would require airlines to have adequate water, food, fresh air,
and working toilets on board during long delays. The bill would give the captain of an
airplane the option of continuing to wait for two 30-minute increments beyond three
hours if he or she thinks a takeoff is imminent, or if it is unsafe to try to let people off if
an airport gate isn't available.

The U.S. Bureau of Transportation Statistics has reported that in the first seven months
of this year, 777 departing or arriving flights have experienced tarmac delays of three
hours or more.

To the airlines, that is a tiny number, representing less than one in every 4,900 flights,
and it shows a hard-and-fast rule isn't needed.

But that misses the point. The problem is the way some carriers have responded during
a few excruciatingly long delays, such as the one the Continental Express flight had in
Minnesota, and others that didn't get the same heavy media coverage.

Senior airline officials have apologized since the Rochester incident, vowed that it
wouldn't happen again, and said they have put policies in place to involve senior
managers more quickly to resolve long-delay situations.

Well, good for them if they're serious about doing better. But | hope more of them also
listen to what one of their industry's more esteemed leaders from the past, former
American chief executive officer Robert L. Crandall, had to say at last week's hearing.

Crandall did a thorough job of outlining the airlines' thinking about the challenge of
complying with a three-hour rule for keeping passengers on a plane. He suggested that
Congress consider making the rule four hours for a year or so, to see how it works, and
then go to three hours in 2011.



But Crandall said every organization involved in the air-transport business - airlines,
airports, the Federal Aviation Administration, the Transportation Security Administration,
Customs and Border Control, and possibly others - should be involved in planning for
long delays.

"l don't know of anyone who thinks being trapped for five or six hours is a good thing,"
he said. "But | think the industry is foolish to resist a commonsense approach . . .. It's a
complicated problem and a bunch of sensible people need to get together to resolve it."



9/27/09

The Denver Post

Editorial

Airline passengers need a bill of rights

After years of empty promises by the airlines, Congress should mandate rules looking
out for passengers stuck on runways.

In July, 149 airline flights sat on tarmacs — with passengers in their seats — for more
than three hours each.

Twenty-nine of those flights were delayed four hours or more. The longest wait,
according to U.S. Department of Transportation data: 392 minutes. That's more than six
hours.

Since January 2007, more than 200,000 domestic passengers have been stuck on
more than 3,000 planes for three hours or more, according to a USA Today analysis of
DOT data.

For a decade, airlines have promised to voluntarily improve the way they handle such
problems, but they also claim that lengthy waits are rare. In the absence of real change,
we're glad Congress is considering an airline passenger bill of rights that would give
consumers some recourse for interminable waits in uncomfortable, stuffy planes.

A Senate bill co-sponsored by Sen. Barbara Boxer, D-Calif., would force airlines to
allow passengers to deplane after three hours of sitting. The legislation allows captains
to waive the requirement if takeoff is expected within 30 minutes.

The bill also says carriers must provide food and water, adequate restroom facilities and
ventilation, comfortable cabin temperatures, and necessary medical treatment to those
passengers stranded on flights.

These are reasonable demands of airlines, many of which already have such poor
reputations for customer service.

The House passed a similar bill, but that version would allow individual airlines to
determine when passengers could deplane after a lengthy stop. We urge Congress to
stand behind consumers, and not water down rules in the final version of the bill, which
is attached to legislation reauthorizing the Federal Aviation Administration.

Strong lobbying by the Air Transport Association, the group that represents the airlines,
has deterred previous attempts at legislation. The group says tight rules could prove
costly to travelers and delays could be even longer.



Ironically, about a quarter of the delays in July were caused by factors under airline
control, including maintenance issues or crew problems. About another 25 percent of
the delays were caused by non-extreme weather, air traffic control or airport operations.

We would have preferred for airlines to clean up this mess on their own. But like many
businesses that dominate an industry, the airlines have for too long used superficial
remedies and high-paid lobbyists to shun responsibilities. Such power does not entitle
carriers to hold passengers hostage.

Perhaps more vocal consumer advocates, the opinions of former airline officials, or
more likely, the backing by business travel organizations will finally push Congress and
the airline industry to give passengers what they deserve and what they've been
promised for years.
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Editorial

Passenger rights
Senate must protect the flying public from airline captivity

When a former airline CEO concedes that passengers shouldn’t be kept captive on the
tarmac indefinitely, sweltering while enduring outhouse odors, well, that’s progress.

Everyone has heard the horror stories. The most recent include 136 people stranded for
six hours last month at John F. Kennedy International in New York. Two weeks earlier,
47 people were stuck overnight in Rochester, Minn.

“I think the airline industry should have led the way in responding to this problem rather
than having resisted it,” Robert Crandall, who headed American Airlines, said at a
Capitol Hill hearing last week.

He was there to endorse a bill co-sponsored by Sen. Barbara Boxer, D-Calif., that would
require airlines to provide food and water to passengers stuck on the tarmac and, in
most circumstances, allow them to disembark after three hours. Crandall urged Boxer to
make it four hours, but she sensibly refused.

Frequent fliers, among them Kate Hanni of Napa, who helped form FlyersRights.org,
have been pressing Congress to pass a passengers-rights bill since 2007. Until now,
they've faced unified opposition from the airlines, which say there would be more
inconvenience if passengers were allowed to disembark.

According to an Associated Press report, the Air Transport Association, the lobbying
arm of the airline industry, skipped Tuesday’s hearing. Perhaps their plane was stuck.

The House already approved legislation affording basic rights to airline passengers. It's
high time for the Senate to do the same.
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Pass hill to set tarmac-bound fliers free after three hours

YOU'VE heard the horror stories: Airplanes stuffed full of passengers sit on tarmacs for
six, seven, even 10 hours — while passengers overheat, toilets overflow, and some
people become seriously ill.

Congress need not dither long on legislation giving passengers assurance they will be
treated better. The legislation, which every member of Congress should support, says
passengers must be allowed to disembark if a plane is stuck longer than three hours.
Not only is it inhumane to leave people trapped in deplorable conditions, it is physically
harmful.

A 2007 World Health Organization study says the risk of developing such things as
pulmonary embolism doubles after four hours of seated immobility.

Increased passenger rights, sponsored by Sens. Barbara Boxer and Olympia Snowe,
Democrat and Republican, should be part of final Federal Aviation Administration
reauthorization legislation this year or passed as a stand-alone bill.

The legislative mechanism is not the point. What matters is swift recognition the flying
public deserves better treatment

Airlines also should be required to provide food, water, adequate restrooms, proper
ventilation and access to medications as planes await takeoff. After three hours,
passengers should be able to return to the terminal and move around. A reasonable
exception says passengers need not disembark if the pilot believes he will take off in the
next half-hour or if it is hazardous to deplane.

A spokesman for the Air Transport Association, which represents large airlines, worries
children who fly alone might be stranded in a strange airport. Possibly, but the airlines
can implement clear procedures to assure children traveling alone are not left in airports
to fend for themselves

Congress knows this bill is popular. The best bet is to include passenger rights in an
extension of FAA reauthorization legislation, which means it would become law quickly.

Airlines have left too many passengers on the tarmac for too many hours. Green-light
this legislation and give the flying public the comfort of knowing their basic needs will be
respected.
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Help for Stranded Passengers

This summer, 51 people headed to Minneapolis from Houston were trapped for nine
hours aboard a commuter plane with little food and water, overused toilets, and crying
babies. If it seems like these incidents keep happening, it's because they do—in June
alone, more than 250 flights were grounded for more than three hours. Over the years,
such delays have prompted repeated attempts to enact a “passengers’ bill of rights” that
would require airlines to provide essential services and allow people to get off the plane
when flights are delayed for three hours or more.

After several incidents in 2007, New York State enacted its own law requiring airlines to
provide food, water, fresh air, and adequate restrooms aboard aircraft stuck on
runways. But the law was struck down months later when a court ruled that only the
federal government can regulate airlines. Now, that may finally happen: The Federal
Aviation Administration reauthorization bill, slated for a vote this fall, includes a
passengers’ bill of rights.

“Congress has a responsibility to the American people to ensure there is some level of
accountability, some minimum standard, in place,” says Sen. Olympia Snowe (R.,
Maine), who co-sponsored the legislation. But the airline industry and some passenger
groups say that requiring aircraft to return to terminals after three hours reduces
flexibility and could actually aggravate matters. “Usually, when a plane comes back to
the gate, the flight gets cancelled, which is worse for passengers. A bill of rights sounds
good, but it won't do a lot of good,” says David Stempler, president of the Air Travelers
Association.

— J. Scott Orr
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Tarmac Delays

Congress heard a litany of horror stories this week from passengers' rights groups, who
were in Washington to push for new requirements for airlines. California Senator
Barbara Boxer said that there is support among lawmakers for legislation that would
require airlines to allow passengers to disembark after three hours on the tarmac. The
proposed measure would also oblige airlines to keep food and water on hand for
excessively long delays. Some airline executives warned that the three-hour limit could
result in a barrage of canceled flights, but the consumer protections appear set to
become law.

Reflecting on this debate, we've collected five of the most nightmarish examples of
tarmac delays to date. Passengers tell tales of hours spent cramped in airplane seats,
in some cases without food or water or, for the least fortunate, a properly functioning
toilet. Live in vicarious discomfort, or, if you've been unlucky enough to experience such
a delay yourself, send us your story.
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Freeing Fliers Imprisoned on the Tarmac
By SCOTT MCCARTNEY
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Listen up, airlines: You need to fix the problem of leaving people stranded on miserable,
smelly airplanes with little food, water or patience—and you can. Lots of your peers say
SO.

Despite repeated high-profile meltdowns, the U.S. air transportation system, including
airlines, airports and government, hasn't moved to solve this problem. Ten years ago,
planeloads of Northwest Airlines passengers were stranded up to eight and a half hours
in a Detroit snowstorm. Last month, a planeload of Continental Airlines customers was
stranded overnight aboard a regional jet in Minnesota; the toilet broke at 3 a.m.

An American Airlines jet sat for nine hours in Austin, Texas, in 2006. JetBlue
Airways left customers marooned for 10 hours or more in a 2007 ice storm.

Through July this year, 777 flights were stuck sitting for three hours or more, according
to the Bureau of Transportation statistics.

On Tuesday, a diverse group of aviation professionals gathered in Washington to
debate solutions, including urging Congress to force airlines to give passengers the
option of leaving a plane after three hours of runway jail. In conversations outside the
staged event, these engineers, former airline executives, airport managers and pilots'
union leaders offered common-sense solutions.

Among these: Have buses and covered mobile staircases ready to remove passengers,
and designate parking areas for unloading when gates aren't available. Allow planes to
take a number, just like people waiting to buy concert tickets, so that planes can drop
passengers back at gates without losing their spot in the takeoff queue. And why not
offer a hotline to the airline CEO, who could break logjams.



"l just don't think this is all that tough to solve," says George Doughty, a veteran airport
manager at large and small airports who served on a government task force on delays
last year.

Aviation experts say the problem of stranded passengers has intensified in part
because airlines, under financial pressure, are relying on greater numbers of smaller
planes, which they can pack with more people. They try harder to avoid cancellations
because it is more difficult to re-book passengers. And layoffs and buyouts have sapped
many airports and operations centers of veteran employees and enough workers to
shepherd planes in and out of gates.

Mr. Doughty's current airport in Allentown, Pa., frequently gets flights diverted from
Newark, N.J., and Philadelphia. The airport bought a used school bus and a separate
wheelchair lift so that passengers who want to get off after a long delay can do so. Total
cost: less than $100,000.

Dallas-Fort Worth International Airport has taken similar steps on a bigger scale. The
airport purchased a covered staircase and buses to take people from parked aircraft to
terminals, plus a catering truck that rises up to airplane doors to unload people in
wheelchairs who can't go down stairs, according to James Crites, DFW's executive vice
president of operations.

Indeed, some experts say airports should set up an area where long-delayed flights
could taxi up to and unload passengers who want to abandon the trip or wait for another
flight, then continue on with the rest of the passengers, much as they do for de-icing in
winter. In Europe and much of the rest of the world, remote parking and busing
operations are common. But not in the U.S.

Laser-Guided Solutions

Dallas-Fort Worth went a step further than busing, spending $750,000 to equip two
unused gates to be available just for airlines to quickly unload passengers who want off
flights. And with American Airlines, its major tenant, the airport equipped gates with
laser-driven systems called Safedock that let pilots drive airplanes up to gates without
workers on the ground directing them. When lightning forces ground workers indoors,
planes can still pull up to gates, saving airlines money and passengers time.

But waiting for voluntary fixes hasn't worked. Several aviation veterans say they have
come to believe, sometimes reluctantly, that Congress should limit how long people can
be held on airplanes without a chance to get off a plane. Such a limit would force



carriers, airports and the Federal Aviation Administration to come up with real solutions,
they say.

"Airlines should have led the way in laying out a program,” says Robert Crandall, former
chairman and chief executive of AMR Corp. and American.

To be sure, some airlines have taken steps to try to mitigate very long delays. After its
Austin delays, American added systems that alert operations managers to flights that
have been sitting for two hours, and instructed staff to try to get people off planes after
four hours. Continental runs vans to retrieve passengers who want off of long-delayed
airplanes. JetBlue issued its own customer promises after its Valentine's Day fiasco in
New York. But there has been no comprehensive industry effort to fix the problem. Even
the government task-force report last year that recommended each airline and airport
develop contingency plans has sparked little action.

Legislation making its way through Congress would require airlines to offer passengers
the opportunity to get off a plane every three hours that it sits. That would happen only if
the captain thought it safe to de-board. Thirty-minute extensions would be possible if the
captain reasonably believed the plane would take off within that time.

"You task airlines to come up with solutions, and they will come up with solutions," says
David Bourne, a Boeing 747 captain and director of the airline division at the
International Brotherhood of Teamsters, which represents workers at more than 20 U.S.
passenger carriers.

The Air Transport Association, the lobbying group for airlines, says a three-hour limit
would have the unintended consequence of forcing airlines to cancel more flights,
leaving people stranded in cities for perhaps several days until they can get a seat on
another flight.

Canceling Flights

Mr. Crandall suggests starting at a four-hour limit and dropping the threshold to three
hours in 2011. That would give airlines a chance to adjust to new rules without creating
massive cancellations and disruption. "It's really pretty simple,” Mr. Crandall says. "We
don't need to trap people on airplanes for six and seven hours."

One key change to help the situation, Mr. Crandall and others say, is that the FAA
should let a plane return to a gate without losing its place in line for takeoff. Right now,
takeoff priority is a first-come, first-serve process. Leaving the queue can put a plane
last in line, leading to additional delay for passengers who wanted to stay on board and



increasing the chance that pilots will run out of time in their work day under federal duty
limits. Avoiding conga lines of airplanes would also save fuel and curb emissions.

Another step experts advocate: Imposing tougher schedule restrictions on New York
airports to reduce congestion.

Amy Cohn, an assistant professor of engineering at the University of Michigan, who has
studied the airline industry for 18 years, cautions that a three-hour limit itself won't affect
lots of flights because there will always be lots of exceptions. In thunderstorms, for
example, the rule wouldn't help at most airports because ground workers have to go
indoors and it may not be safe to unload passengers. And in snowstorms, gates or
remote stairs and buses may not be available.

Ms. Cohn would rather see the industry reduce the congestion that escalates delays in
the first place and improve communications so airlines can provide each other greater
assistance when needed. She also recommends that airports be reconfigured so they
have ways to safely unload planes in any weather conditions. Different plans should be
developed to handle flights delayed trying to take off, flights delayed getting to a gate
after landing and flights diverted to another airport by bad weather, she says.

And as a last resort, some aviation officials say: A hotline for workers—or even
customers—to alert an airline CEO to a massive mess. If low-level employees aren't
solving the problem, maybe the boss needs to know.
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Passenger Bill of Rights Gaining Steam

“YoU HAVE THE RIGHT TO SPEARK TO AN ATTORNEY, IFYOU
CANNOT AFFORD A LAWYER, ONE WILL BE PROVIDED
FORYOU FROM FIRST CLASS.”

Nothing is worse than landing at your destination and being told that the plane is waiting
for a gate. As you watch the clock, your grand plans for the day seem to become
unrealistic and all you want is to get home or to hotel room. This year, passengers who
were re-routed to Rochester, Minnesota spent six hours overnight on the tarmac, with
no food, water, or a bathroom. As you can imagine, they are still pissed.

In an unofficial Capital Hill hearing yesterday, these passengers, along with countless
others, were able to air their grievances. Their goal is to create legislation to protect
passengers. The Airline Passenger Bill of Rights, would, along with other things,
prevent another Rochester incident from occurring. The legislation would put a limit on
the amount of time passengers must wait in a plane, after the allotted time, can leave.
The cap they decided on was three hours, which still seems grueling. The bill is
supported by Sen. Barbara Boxer of California as well as former CEO of American
Airlines Robert Crandall. [CNN]
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Get Me Off This Plane, Now!

Posted on September 24, 2009 at 1:23 pm ET by Tim Winship

Could meaningful passenger rights legislation finally be at hand?

It depends on the meaning of "meaningful.” But at the very least, a bill requiring airlines
to return to the gate and allow passengers to deplane after a flight has been stuck on
the tarmac for three hours is gaining momentum, both from advocacy groups and in
Congress.

Even the Business Travel Coalition, which normally supports the interests of airlines
over those of the traveling public, has come around to acknowledge the necessity of
consumer protection in this area. It's worth noting that organization's testimony before
Congress from 1999, when the passenger rights movement first surfaced:

"Like other industries that have faced the ominous threat of government intervention,
airlines should view this legislation as a major warning and move decisively to address
Congressional concerns. The industry needs to take immediate steps to head off this
and further Congressional action, which will surely follow, if the industry's problems are
not corrected in the near term."

Naturally, the airlines and their lobbyists are fighting tooth and nail to derail the
legislation. But their protestations ring increasingly hollow. Addressing the pending
legislation, a spokesperson for the industry's trade group, the Air Transport Association,
invoked the following bugaboo: "I think of the unaccompanied child who will be stranded
in a strange city because a few people want to get off the plane." And the puppies ...
what about the poor puppies?

No matter what they claim, the airlines' concerns have nothing to do with children flying
the unfriendly skies.

First and foremost, the airlines are fretting the profit effect of the legislation. They would
inevitably lose some revenue as affected passengers choose to rebook on other
carriers. And there would be extra costs associated with reaccommodating delayed
passengers, getting aircraft back into rotation, and so on.

So at the end of the day, doing the right thing for their customers would indeed have a
very slight negative effect on profitability. In most industries, that would be accepted as
a cost of doing business.

More generally, the airlines are panicked at the prospect of the government looking over
their shoulders and holding them to standards that they consider onerous.

What's next, they worry? Laws forcing them to fully disclose ticket prices, including the
rat's nest of fees they've foisted on travelers? Full transparency in their loyalty



marketing, including the odds of finding an award seat when redeeming frequent flyer
miles? Minimum leg room requirements?

Ten years ago, when passenger rights legislation was first considered, the airlines
managed to convince Congress that they should be given a chance to address their
shortcomings without additional government oversight.

What we got was a slew of "Customer Care" statements posted to the airlines’ websites.
As little as those documents promised, what the airlines delivered was even less.

Even their supporters admit that the airlines have failed to meet the lowest expectations
that the public rightly has of the commercial air transport system. The time has come to
set standards and hold the airlines to them, starting with rules governing tarmac delays.

The airlines are right to worry that this is only the beginning. While the current legislation
is a step in the right direction, it's just the first step toward meaningful passenger rights.

That's my opinion—what's yours? Is this a good move? And what else should be
included in a truly meaningful passenger bill of rights?
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Dave Carroll Takes His "United Breaks Guitars" Crusade to
Washington

9/24/2009 By Jason Schreurs

That "United Breaks Guitars" guy, Dave Carroll, is at it again. This time he's taken his
anti-airlines ranting straight to Capital Hill in Washington, DC.

As we told you last month, the jilted Halifax musician refused to let United Airlines off
the hook after they broke his guitar. Carroll recently released the song "United Breaks
Guitars: Song 2" and is planning a third instalment to be released sometime this fall.
The first part of the anti-United trilogy became a viral video sensation, getting over 5.5
million hits on YouTube.

But it wasn't enough for Carroll to give up his fight against the airline giant, so now he
recently spoke at a Washington hearing on airline passenger rights on Tuesday
(September 22), explaining all about how he saw United Airlines baggage workers
chucking and breaking his guitar last year when he was flying out of Halifax with his
band, Sons of Maxwell.

Carroll's speech at the hearing was meant to draw attention to passengers thay have
special baggage needs. "This is the chance for many victims to speak," Kate Hanni,
executive director of FlyersRights.org, told the CBC.

Hanni's group is rallying for special attention for passengers with fragile baggage, such
as Carroll's $3,500 guitar, which was smashed. The organization is also in support of
U.S. legislation that would allow passengers to deplane after three hours of extended
delay.

After the hearing, Carroll told the ChronicleHerald.ca, "They loved it... Everyone in the
room had a nice big smile on their face and it was a real light moment after such a long
time listening to speeches."

He also said that he hasn't minded all the recent public attention in the least.

"l was reluctant to do it. | was just sort of airing my frustrations at the start of it, my
personal story,” Carroll said. "But within the first week it became clear to me that |
wasn't the only one who was having these problems, but | was one of the few that was
able to do something about it. And so | was kind of thrust on a platform of consumer
advocate on behalf of people who don't have a voice, for whatever reason, and | am
actually happy to do it."



"This has worked out really well for me ,in terms of my career, but there are still lots of
people that have these horror stories."
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Editorial

Airlines need passenger measure
Published Thursday, September 24, 2009

Six hours on an airplane sitting on a tarmac with no access to food, water or restrooms
is tantamount to false imprisonment.

What happened in Rochester last month and other ghastly descriptions of being trapped
in an airplane for hare-brained scheduling reasons are good reasons to favor a
Passenger Bill of Rights, presently being considered by Congress.

Such a measure would aid in the prevention of having an airport with a tarnished
reputation as a result of the actions of the airlines that serve it or because of poor
weather far away.

It simply is scary to be more or less jailed on an airplane. A Bill of Rights would require
food, water and restroom access, and it would mandate that people be allowed to
deplane at least once every three hours.

Any business person knows customer service is key. While most airports seem to
realize the importance of customer service, it seems many airlines have forgotten that.
Sometimes they treat people more like cargo.

No wonder they need legislation to correct the situation. In fact, embracing a Passenger
Bill of Rights would seem to be smart move for the on-time airlines that don’'t want their
industry’s reputation to be trashed by the behavior of the troubled ones.

In the long run, we hope no passengers ever have the same problem flying out of the
Rochester airport ever again.
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Passenger bill of rights gains altitude

Passengers who suffer at the hands of airlines in the USA are being heard in
Washington DC. A group representing more than 300 corporate representatives of
airline passengers and politicians backing the proposed US Senate Passenger Bill of
Rights met in Minnesota Wednesday 23 September to show their support for the bill,
which would put a three-hour limit on the time US domestic passengers could be left on
a runway before being allowed to disembark. The House also has a bill pending, but it
does not set a time limit.

Two recent incidents in Minnesota have made the region, home to Northwest Airlines
and a major US hub, particularly sensitive to the issue. In one, a plane spent the night
on the tarmac in Rochester, Minnesota in August with 47 passengers on board and no
food, no drink and no toilet facilities. Soon after, a small airline’s plane sat on the
Minneapolis-St Paul runway for six hours. Passengers have complained for years that
airlines ignore them. Airlines have fought legislation for at least 10 years, arguing that
only a small fraction of planes spend more than three hours on the runway. Former
American Airlines chairman Robert Crandall weighed in on the issue, lending his
support to the proposed legislation. Minnesota Post, Philadelphia Enquirer, Wall Street
Journal

Ed. note: the Mpls-St Paul Airport 17 September launched Facebook and Twitter pages
as a new passenger service.
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Passenger rights advocates piled into Washington on Tuesday to advocate for a
proposal that woul