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Abstract: In the field of air transport, airline's service complaint deserves to be concerned highly. Based on
the recent five (namely from 2007 to 2011) data of airlines’ service complaints, it isfirstly discussed the ten-
dency and characters of airlines' service complaint in China. Then, it is analyzed the main reasons for air-
lines' service complaints. Finaly, it is put forwards some countermeasrues for them. The analytical result in-
dicates: according to the fundamental status quo and charaters of China's airlines service, only if airlines
update management ideas, and upswing management means, and perfect management mechanism, and be
complete in management system and reforge management organization, can they effectively solve the prob-
lems of service complaints.
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Table 1. The proportion of airlines’ service valid complaintsin air

transport service valid complaints
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Table 2. Thefrontal fifth statistical data of airlines’ service complaint contentsin recent fiveyears
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Table 3. Thefrontal fifth statistical data of airline service complaint rate
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Table 4. Satistical data of complained airlinesin airlines service
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