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CONSUMER PROTECTION IN AVIATION REPORT

Kanishka Choudhary”
ABSTRACT

This report examines the current state of consumer protection in the aviation industry. It
explores the existing measures and policies in place to ensure the safety and satisfaction of
airline passengers. The report also discusses the role of regulatory agencies, such as the
Federal Aviation Agency and the US Consumer Financial Protection Bureau, in addressing
issues related to product or service quality. One key area that has significantly contributed to
improving aviation safety is the implementation of reporting systems like NASA's Aviation
Safety Reporting System and the Aviation Safety Action Program. These systems encourage
pilots, air traffic controllers, and other industry professionals to voluntarily report incidents
or near-misses without fear of reprisal. Such reporting systems have been instrumental in
identifying potential safety hazards and implementing corrective actions. Additionally,
incident reports play a crucial role in identifying and addressing maintenance issues. By
submitting service difficulty reports, airlines provide valuable information to regulatory
agencies like the Federal Aviation Agency. These reports help the agency analyze trends and
identify any recurring issues that may pose a threat to safety. Moreover, the role of
regulatory agencies in consumer protection cannot be overlooked. These agencies, such as
the US Consumer Financial Protection Bureau, collect and analyze consumer complaints

about unfair or deceptive financial practices.
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INTRODUCTION

Consumer Protection in Aviation Industries. The aviation industry is a crucial part of global
transportation systems and an essential component of tourism. It plays a significant role in
facilitating the introduction of Consumer Protection in Aviation Industrinternational trade,
logistics, and tourism. A more competitive and efficient airline industry not only leads to

increased employment and economic output in the aviation industry but also benefits other
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sectors such as tourism, trade, and logistics'. The aviation industry is an important part of
tourism, as it forms an integral part of transportation systems. Aviation is fundamentally
global since it is the key to communication in most countries around the world. Consumer
protection in the aviation industry is of utmost importance to ensure trust, safety, and
satisfaction among passengers. Consumer protection in the aviation industry is crucial for

ensuring that passengers have a positive experience and feel safe while traveling.
IMPORTANCE OF CONSUMER PROTECTION IN THE AVIATION INDUSTRY

Understanding Aviation Consumer Rights Consumer protection in the aviation industry is
crucial for several reasons. Firstly, it ensures that passengers' rights are protected and they
receive fair treatment in all aspects of their travel experience. This includes the right to
accurate and transparent information about flight schedules, fares, and any other relevant
details. Passengers should also have the right to be compensated for flight delays,
cancellations, or any other inconvenience caused by the airline.. Moreover, consumer
protection in the aviation industry is important for maintaining safety standards. Passengers
have the right to expect that airlines adhere to rigorous safety protocols and maintain their

aircraft in optimal condition.

This is especially crucial in light of the increasing number of incidents and accidents in the
aviation industry. In recent years, there has been a significant increase in flight delays,
cancellations, and incidents. These incidents have highlighted the need for stronger consumer
protection measures to ensure passenger safety and well-being. Consumer protection in the
aviation industry is important for maintaining trust and confidence among passengers.
Passengers need to have confidence that their rights and interests are protected by airline
policies and regulations.? (Danik, Y., Hryschuk, R. and Gnatyuk, S., 2016) Furthermore,
consumer protection measures can contribute to the overall competitiveness and efficiency of
the aviation industry. By enhancing consumer trust and satisfaction, a strong framework for
consumer protection can attract more passengers, leading to increased employment and
economic output within the aviation industry. Consumer protection in the aviation industry is

not only important for safeguarding passengers' rights and ensuring their safety, but it also

! THE MEASUREMENT OF THE RELATIONSHIP BETWEEN THE CIVIL AVIATION SECTOR AND
ECONOMIC GROWTH THROUGH CO-INTEGRATION AND CAUSALITY
ANALYSIShttps://scite.ai/reports/10.25142/aak.2018.028
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has broader implications for other sectors such as tourism, logistics, and trade. A more
competitive and efficient airline industry not only leads to increased employment and
economic output of the aviation industry, but also benefits other sectors such as tourism,
logistics, and trade. This is because efficient air transportation is a vital facilitator of
international trade and contributes to the growth of these sectors. In addition, the shift
towards consumer-focused aviation policies has been observed in many parts of the world as
a result of liberalization and deregulation. However, in Africa, this shift towards consumer
interests in shaping aviation policy is yet to happen. Africa, as a whole, has not experienced
the same shift towards consumer interests in shaping aviation policy that has been observed

in other parts of the world. 3
MAJOR AVIATION CONSUMER PROTECTION LAWS AND REGULATIONS

Some major aviation consumer protection laws and regulations that exist today include:- The
Airline Passenger Bill of Rights: This is legislation aimed at protecting passengers from
airline misconduct and ensuring they receive fair treatment in cases of flight delays,
cancellations, and incidents. -t establishes guidelines for compensation, assistance, and
passenger rights in various situations. In addition, there are regulations in place that govern
the disclosure of fees and charges related to air travel. These regulations ensure that
consumers have access to clear and transparent information about the costs associated with
air travel, allowing them to make informed decisions when booking flights. Furthermore,
there are regulations in place to protect consumers against unfair and deceptive practices by
airlines.” These regulations prohibit airlines from engaging in practices such as false
advertising, bait-and-switch tactics, and hidden fees. By implementing these laws and
regulations, governments aim to strike a balance between protecting the rights of consumers
and ensuring the growth and sustainability of the aviation industry. Aviation policies, like
other trade policies, reflect a balance between the interests of consumers and the aviation and
tourism industries. Forsyth argues that this balance has changed in many parts of the world as
a result of liberalization and deregulation, reflecting the emphasis on consumer interests over
industry interests. However, in Africa, this shift towards consumer interests in shaping

aviation policy has not yet occurred®. (Persson-Fischer, U. and Liu, S., 2021)

% Factors Impacting Airport Performance: the Case of Prishtina and
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In Africa, aviation policies continue to be geared towards protecting the national airlines and
the interests of the aviation and tourism industries rather than prioritizing consumer interests
(Nusraningrum, D., Mekar, T. and Gunawijaya, J., 2021). This is evident in countries such as
Mauritius, where aviation policies are overtly focused on protecting the national airline, Air
Mauritius. Unless there is a significant change in policy focus, the benefits of greater air
access liberalization, such as increased competition leading to reduced airfares and improved

services, will not materialize for consumers in African countries.
ROLE OF GOVERNMENT AGENCIES IN AVIATION CONSUMER PROTECTION

Government agencies play a crucial role in ensuring aviation consumer protection. They are
responsible for enforcing the regulations and policies that aim to protect consumers in the
aviation industry. These agencies are typically tasked with monitoring and enforcing
compliance with regulations related to pricing transparency, consumer rights, and fair
competition. Furthermore, government agencies also play ‘a role in investigating and
resolving consumer complaints related to airlines' practices. For example, in the United
States, the Department of Transportation has established various regulations and programs to
safeguard consumer interests in aviation. These include regulations that require airlines to
disclose all relevant fees and charges upfront, provide compensation for denied boarding or
flight delays, and ensure fair treatment of consumers with disabilities. Moreover, government
agencies work to promote competition and prevent monopolistic practices in the aviation
industry. They may do this by reviewing mergers and acquisitions, intervening in cases of
anti-competitive behavior, and promoting open skies agreements to increase market access
for international carriers. Overall, government agencies have a duty to prioritize consumer
interests in aviation policy and ensure that the balance between industry interests and

consumer protection is maintained. °
CASE STUDIES: VIOLATIONS OF CONSUMER RIGHTS IN AVIATION

Violations of consumer rights in the aviation industry can have significant impacts on
passengers and their overall travel experience. For example, in 2017, United Airlines faced
severe backlash and public outrage after a video surfaced showing a passenger being

forcefully removed from an overbooked flight. This incident highlighted the violation of

SEfeitos do ato de desregulamentacdo de 1978 na industria aeronautica medidos pelo método da entropia
estatisticahttps://scite.ai/reports/10.14295/transportes.v30i2.2594
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consumer rights, specifically the right to fair treatment and compensation for denied
boarding. Additionally, there have been cases of airlines failing to properly compensate
passengers for flight delays or cancellations, leaving consumers stranded and out of pocket.
These instances demonstrate the importance of robust government regulations and
enforcement mechanisms to ensure that consumers are protected from such violations. In
order to address these concerns and protect consumer rights in the aviation industry, it is
crucial for governments to establish and enforce strong regulatory frameworks. These
frameworks should include clear guidelines for pricing transparency, fair treatment of
consumers, and effective complaint resolution mechanisms. Moreover, government agencies
play a crucial role in ensuring the safety and security of air travel. The Federal Aviation
Administration is responsible for enforcing safety regulations and conducting thorough
inspections of aircraft, airports, and airline operations. Furthermore, government agencies
work closely with industry stakeholders to develop and implement safety protocols, such as
the International Civil Aviation Organization's standards and recommended practices. By
monitoring compliance with these standards, government agencies contribute to the overall
safety of air travel and instill confidence in consumers. Ultimately, the guarantees on these
three aspects - consumer rights protection, fair treatment, and safety - are ensured by a series
of government regulations and aviation associations that must be complied with® . These
regulations and associations play a critical role in holding airlines accountable for any
violations of consumer rights. These regulations and associations serve to hold airlines
accountable for any violations of consumer rights, ensuring that passengers are treated fairly

and compensated appropriately when their rights are infringed.

CHALLENGES AND SOLUTIONS IN IMPLEMENTING CONSUMER
PROTECTION IN AVIATION

Challenges in implementing consumer protection in aviation revolve around striking a
balance between the interests of consumers and the aviation industry, as mentioned earlier.
Furthermore, in Africa, there is a need for a shift towards a consumer-centered approach in

shaping aviation policy.

This shift would involve prioritizing the rights and interests of passengers, such as fair

treatment, compensation for denied boarding or flight disruptions, and transparent pricing. To
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address these challenges and ensure robust consumer protection in the aviation industry,
governments can take several steps. Firstly, governments should establish and enforce strict
regulations that protect the rights of consumers. These regulations should include clear
guidelines on pricing transparency, fair treatment of consumers, and effective complaint
resolution mechanisms’. Additionally, governments can establish independent regulatory
bodies or agencies that are dedicated to overseeing and enforcing consumer protection in the
aviation industry. These bodies should have the authority to investigate complaints, mediate
disputes, and impose penalties on airlines or other industry players that violate consumer
rights.

CONCLUSION: STRENGTHENING CONSUMER PROTECTION IN AVIATION
INDUSTRY

In conclusion, strengthening consumer protection in the aviation industry is vital for ensuring
the rights and interests of passengers. It requires a shift towards a consumer-centered
approach in shaping aviation policy, strict regulations to protect consumer rights, and the
establishment of independent regulatory bodies to enforce these regulations. In the pursuit of
a safe and reliable aviation industry, prioritizing consumer protection is not just necessary but
crucial. In many parts of the world, aviation policies have undergone a shift towards
consumer interests, resulting in liberalization and deregulation. However, in Africa, this shift
has yet to happen. Aviation policies in Africa still primarily prioritize the interests of the
aviation industry, rather than consumer protection. This imbalance in policy focus could
hinder -the potential benefits of air access liberalization, such as increased competition,

reduced airfares, and improved services.

In order to fully realize the benefits of air access liberalization and improve consumer
experiences, it is crucial for African countries to embrace a more consumer-centered
approach to aviation policy. By focusing on the rights and interests of consumers, African
governments can create an environment that fosters competition, encourages better service
quality, and ensures fair pricing for passengers. This can be achieved by implementing strict
regulations that protect the rights of consumers. These regulations could include guidelines
on pricing transparency, fair treatment of consumers, and effective complaint resolution

mechanisms. Furthermore, to effectively enforce these regulations and protect consumer
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rights, it is necessary to establish independent regulatory bodies or agencies dedicated to

overseeing and enforcing consumer protection in the aviation industry.
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