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Outline

• CAA strategic objective

• Re-structure

• Changes to advocacy and complaint handling

• Stakeholder consultation 

• Links with UKACCS

• Best practice guidelines
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CAA re-structure



Slide 4

Improving choice and value for consumers

“To improve choice and value for aviation 
consumers now and in the future by promoting 
competitive markets, contributing to consumers’ 
ability to make informed decisions and protecting 

them where appropriate.”

choice and value
promoting competition

informed decisions
protecting where appropriate
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Promoting markets that benefit consumers

Informed consumers

• Access to information

• Ability to choose between 

alternatives

• Knowledge of their rights

Effective competition

• Control over high levels 

of market power

• Clarity about the ‘rules of 

the game’

• Routine compliance with 

legal obligations
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Changes to Complaint Handling

Issues

• Important to identify and 

understand consumer 

issues

• Need to integrate 

consumer issues into 

CAA decision making

• Need to prioritise issues

Opportunities

• Single point of contact for 

consumers

• Integrate complaint 

handling and 

enforcement

• Separate focus on 

passenger advocacy
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Stakeholder Consultation
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Links with UKACCS
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Best practice guidelines

• CAA and DfT met a number of representatives from passenger sub- 

committees in 2010

• Discussion of best practice guidelines for passenger representation

• Flexibility to meet different airport committee models – no requirement 

to put in place specific passenger groups

• Possibility could be incorporated within DfT review of ACC guidelines

• Guidelines delayed due to changes to advocacy and complaint handling
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Best practice guidelines
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Next Steps

• Integrating complaint handling with enforcement

• Consider stakeholder views on setting up the new advocacy panel

• Recruiting panel members 

• Working with DfT on drafting guidelines on passenger representation
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