
*copied from email* 

I take a few flights every year, for vacations.  I also book several flights per week for other 
people on business.   

My concerns with the airlines are primarily around the complete lack of expectation that they 
will fulfill the obligation paid by the cost of the ticket.  When a flight ticket is purchased, the 
obligation bought is that the passenger will be transported to a destination, either for pleasure or 
business.  Plans are made around that obligation.  Often, much more money than the cost of the 
ticket is in play for the passenger, either relating to vacation plans or business dealings.  But 
there are no laws around the expectation that the flight will actually happen.    

Airlines cancel, delay or change flights at will, with no consequence.  There is no consequence to 
them, but there may be great consequence to the passenger.  Vacation time and money may be 
lost.  Business time and dealings may be lost. 

I believe the government should be focusing more of its efforts in this Act on the legal obligation 
of airlines to do what they say they are going to do when passengers buy tickets.  They shouldn’t 
be allowed to cancel, delay or change flights that are within their control.  They shouldn’t be 
allowed to “bump” passengers because they overbooked the flight.  They shouldn’t be allowed to 
change the itinerary of a flight they offered, in order to make it more profitable or easier for 
them.  (ie. Adding a stop that was not originally on the flight.)  When a ticket is purchased, it 
should be a legal agreement between the passenger and the airline, and the airline should not be 
allowed to default for reasons that are within their control.  And if they have to cancel flights for 
safety reasons (ie. mechanical problems), it should be up to the airline to arrange alternative 
flights to get the passengers to their destination, even if it means using a competitor to do so.   

As it is now, passengers are completely at the mercy of the airlines to fulfill their obligations, 
which more and more often does not happen.  And there are no consequences to the airlines. 

As an example of my concerns, I have attached a letter I wrote to AirCanada, about an issue that 
was completely the airline’s fault.  AirCanada Vacations attached a flight to Cancun to a 
Huatulco hotel vacation.  I noticed the error myself when I received a notice that our flight had 
changed.  But the flight said Cancun instead of Huatulco on it.  I had to notice this error 
myself!  When it was brought to AirCanada’s attention, they actually tried to make more money 
from their mistake.  There was no apology, no offer of a comparable vacation, let alone an 
upgrade, no way to make the mistake really right. When they did refund the cost of the vacation, 
it took over 4 weeks for the money to be back on my credit card.  And we had to book another 
vacation at the last minute, which was more expensive.  If we couldn’t afford to bankroll 2 
vacations for one month, we would not have had a holiday.  There was no repercussion on 
AirCanada for ruining the vacation plans of an imaginary plane full of people.  And they didn’t 
even care enough to apologize, let alone actually make it right.  I received NO response to this 
letter from AirCanada. 



Barb Dolter 

Executive Assistant 
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