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e “seeking to resolve customer complaints in the first instance”, The use of the word
“resolve” is problematic. To passengers making a complaint, the only acceptable
resolution would be for the airline or airport to accede to their request (which often
involves demands for monetary compensation.) There is ample evidence available of
false or unreasonable complaints being made by passengers. The words “address and
respond” should be used as an alternative to “resolve”.

e The "24 hours to acknowledge” reference should be amended to 72 hours, to reflect the
fact that many airports would not have non-operational staff working on weekends.

e The "30 days to resolve” reference should be amended to “with an aim to address and

‘ respond within 30 days.” It should be noted that issues involving airports can involve

multiple interactions with complainants and airport stakeholders, particularly where

passengers have provided incorrect information (e.g. incorrect terminal, wrong
screening point, etc)

Conclusion

Perth Airport remains committed to continuous improvement in its provision of quality service
to all passengers.

The commentary in this submission is intended to strengthen the proposed Charter by
removing ambiguities and providing greater clarity to the travelling public, as well as
participating airports and airlines.

We would welcome the opportunity to discuss our views in more detail and this can be arranged

Yours sincerely,
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