CANBERRA AIRPORT QUALITY OF SERVICE REPORT
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COMPLAINT AND
ENQUIRY HANDLING

Canberra Airport targets a 100% response
rate in its handling of customer complaints
and enquiries.

"Embarrassing and
humiliating”

This is not always achievable due to the way

based on 390 opinions

In this quarter Canberra Airport provided

a written response to 100% of the complaints
and enquiries it received from passengers,
other visitors of the Airport and the general
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NOTIFIABLE QUALITY OF SERVICE ISSUES

A notifiable quality of service issue is triggered when, in each period, the number of complaints on a quality of service theme are equal to or greater {
than 0.1% of passenger throughput. Where this occurs, the Airport has 60 days to notify the Commonwealth Department of Infrastructure and

Transport of the quality of the issue and provide details of corrective action being undertaken to address the quality of service issue. CANBERRA
There was no notifiable quality of service issues during the period.
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