RESOLVING
DISPUTES WITH
AIRLINES
An air ticket is a private contract between a passenger
and the airline. If you believe that the airline did not fulfill
its obligations under its Conditions of Carriage, you may
consider pursuing the following options.
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AIRLINE
• Contact the airline as a first step.
• The airline’s contact details are usually listed on its
website. Some airlines only accept written feedback 		
through mail or fax.

CASE
• If you are unable to resolve your dispute with the airline, 		
you can seek help from the Consumers Association of 		
Singapore (CASE) through phone, fax, walk-in
consultation or online submission of your complaint at
http://www.case.org.sg/online_complaint.html
• Address: 170 Ghim Moh Road, #05-01, Ulu Pandan 		
Community Building, Singapore 279621
[Opening hours: Monday to Saturday, 9am to 4pm 		
(Excluding Public Holidays)]
• Hotline: +65 6100 0315 [Operating hours: Mondays
to Fridays: 9am to 5pm, Saturday: 9am to 12pm, 		
excluding Public Holidays]
• Feedback: sayit@case.org.sg

Consumers Association of Singapore
170 Ghim Moh Road, #05-01
Ulu Pandan Community Building
Singapore 279621
Tel: +65 6100 0315
Fax: +65 6467 9055
Feedback: sayit@case.org.sg
www.case.org.sg
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LEGAL SETTLEMENT
Where the dispute cannot be settled by CASE, you
can explore:
• (1) filing a claim at the Small Claims Tribunals. More 		
details are available at http://www.smallclaims.gov.sg; 		
or
• (2) instructing a law firm to file a civil suit against the
airline in the Subordinate Courts of Singapore. More
details are available at http://app.subcourts.gov.sg/		
civil/page.aspx?pageid=3813.

IMPORTANT NOTE:
The information in this brochure provides general information only, and is not
legal advice. Legal advice depends on specific facts and circumstances of each
individual’s case and should be sought from qualified legal practitioners.
Statements in this brochure regarding airlines are general observations and are not
guarantees, warranties nor representations about airlines and how they conduct their
business operations.

AIR TRAVEL
CONSUMER TIPS

THERE ARE A VARIETY
OF AIRLINES IN THE
MARKET TODAY.
BOOKING AIR TICKETS
Read the Conditions of Carriage. It details what you
are or are not entitled to.
Make sure your personal particulars are
accurate. Airlines contact passengers using this information
in the event of changes to flight schedules. A passenger will
not be allowed to check-in at the airport if the name on the
ticket is not the same as that in the passport.
For online booking, check the services that
you need and un-check those that you do not
need. Some airlines charge for check-in baggage, seat
assignment, priority boarding, meals and travel insurance
separately.
Make sure you have ample time for connecting
flights. Generally, airlines are not liable for ensuring that
you make your connecting flights, especially airlines that sell
on an individual sector basis.
Consider whether you need travel insurance to
cover flight disruptions that the airline is not liable for.

IT IS IMPORTANT THAT YOU
COMPARE THEIR SERVICES TO
SELECT A TRAVEL EXPERIENCE
THAT BEST SUITS YOUR NEEDS.

BEFORE YOUR FLIGHT
Ensure that your passport has at least a validity
period of 6 months from the date of entry (for one-way
trip) or from the date of your return (for round trip).
Check your email and mobile phone for any
notification of changes to flight schedules.
Flights may be cancelled, delayed, diverted or re-scheduled
due to various technical or operational reasons, which may
not be within the airlines’ control.
If the airline cancels your flight, you may be
transferred to the next available flight, re-routed or offered
refunds according to the Conditions of Carriage. If you
choose to make your own alternative flight
arrangements, airlines typically refund only the cost of
the original ticket and associated airport charges and taxes.

CHECKING IN,
BEFORE BOARDING
Check in early. This will ensure that you have sufficient
time to complete all ticketing, baggage check and security
procedures.
You are responsible for your valuables and
fragile items. Airlines may not be liable for any loss or
damage to valuable or fragile items that are checked-in.
If you are “bumped-off” due to an
overbooked flight, you will be compensated
according to the airline’s denied boarding
policy stated in the Conditions of Carriage.
As some air tickets are refundable or have flexible travel
dates, airlines worldwide typically allow overbooking of
their flights to compensate for passengers who do not
turn up.
Make sure you are at the boarding gate
early. Passengers who arrive late will not be allowed
to board and their bags will be offloaded for
security reasons.

WHEN YOU ARRIVE
If you do not receive your luggage on
arrival, inform the airline immediately. For
delayed luggage, some airlines may offer one-off or
daily compensation, or reimburse you upon seeing the
receipts. Some airlines will not reimburse you if they return
your luggage within a stipulated time frame stated in the
Conditions of Carriage.
If your luggage is damaged, you should
submit your claim on receipt of the luggage.
Airlines are generally not responsible for
damage to the external fixtures of the
luggage (e.g. handles and wheels).
If your luggage is lost, you should submit
your claims according to the instructions on
the Conditions of Carriage. Airlines will generally
require you to list the lost items and their costs and may
require receipts as proof.

