
LAN Airlines Complaint 31 Jul 2010 v1 1/5 Simon Fawkes 

LAN Airlines: "Third World" not OneWorld 
31 July 2010 

Introduction 
I sent an initial draft of this document containing “Initial Comments and Additional 
Comments” to Robert Laing of Messe Reps & Travel on Monday 5 July from my 
iPhone.  I was quite ill that day and sent the email from my bed, having been to 
see my GP. The following day my condition had not improved and I was admitted 
to North Shore Hospital as an outpatient for the day.  It took well over a week 
before I was able to get up and I was still in poor health when I had to visit a 
client on Wednesday 14 July. 
 
It has taken the best part of July for me to recover my health, which is why I have 
not had the time or energy to add some additional information and proof read my 
initial draft. 
 
I do not blame LAN Airlines for my ill-health which laid me low on my return to 
New Zealand, but my immune system must have been lowered by the “triple 
whammy” I suffered at the hands of LAN Airlines: 

• Dehydration from lack of liquids served on the flights and hours of waiting 
without water being offered. 

• Cold from long hours of waiting in the cold of Santiago airport at night. 
• Only getting 3 ½ hours in bed in Santiago and the 14 hour overall delay. 

Main Issues (in sequential order) 
1. A four hour wait for food & drink on the flight from Rio de Janeiro to 

Santiago via Sao Paulo.  This was also my first (sour) taste of what LAN 
Airlines offers as “customer service”. 

2. A 14 hour delay in Santiago, with only 3 ½ hours in bed. 
3. A complete lack of planning and very poor communication with 

passengers at Santiago airport. 
4. Absence of policies and procedures for dealing with cancelled flights, 

arranging transport and hotels and dealing with non-Spanish speaking 
passengers 

5. A culture of indifference, inaction and lack of any initiative. 
6. Poor staff selection and training. 

 
The real issue is not the appalling treatment we suffered, but passenger safety. 
Given the extent of the incompetence of the ground staff and the poor service by 
the cabin crew. what confidence could I be expected to have in the standards of 
aircraft maintenance . How well the cabin crew would respond in an emergency? 
 
In addition, what does Qantas expect from its code share partners? 
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Finally, as a consultant specialising in helping New Zealand companies grow in 
export markets, it is a real concern that such a vital trade and tourism link for 
both New Zealand and Australia is at the mercy of a third-rate airline. 
 

Initial Comments  
2 July 2010, with some new text in italics, 31 July 
 
I fly from NZ to Europe twice a year on average, generally with Star Alliance 
airlines. Aside from numerous flights with Qantas to Australia, this trip to Europe 
returning via South America was the first with OneWorld for many years.  The 
sole reason for selecting OneWorld was to be able to return to New Zealand via 
Rio de Janeiro with my wife who was attending the prestigious Academy of 
International Business Annual Meeting.  The was the first time the AIB Annual 
Meeting had been held in South America and one of the conference aims was to 
showcase Brazil to just under 900 participants from all over the globe. 
 
There could hardly have been a more stark contrast between the first rate service 
from Cathy Pacific to Amsterdam via Hong Kong and the abysmal treatment from 
LAN Airlines from Santiago to Auckland. 
 
The flight from Rio de Janeiro to Santiago via Sao Paulo was bad enough, but 
this was nothing compared with what was to follow in Santiago. 
 
We boarded the airplane in Rio de Janeiro at around 14.00 for a 14.35 departure. 
It was not until 18.00 that we got something to eat and drink. By that time I was 
badly dehydrated and in a foul mood. We were not allowed to disembark at Sao 
Paulo and I was only able to get a glass of water from the rear of the plane. My 
foul mood came from a number of compounding factors: 

• No prior advice about not being able to disembark at Sao Paulo 
• No drinks were served for four hours 
• Not being allowed to open my bag on the overhead locker by an officious 

flight attendant, whose customer training appeared to come from previous 
work as a prison guard. This was after passengers for Sao Paulo had 
disembarked and before the new passengers boarded. 

 
Now to the torment of Santiago.  Our scheduled departure for Auckland was 
23.10 with boarding at 22.10. We finally left Santiago sometime after 14.00 the 
following day, over 14 hours later. 
 
We were told there were some technical problems with the plane and that the 
next announcement would be at 00.45, some two hours later. We were told we 
could get a free meal and drink at either of two restaurants but we decided to 
wait a while as we had just eaten during the scheduled three-hour stop over. 
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Once the backlog of delayed passengers had cleared, we went to a vacant table 
only to be told the restaurant had just closed. We were not given any prior notice 
about this. A recurring theme. 
 
We did eventually find a cafe that was still open, were served juice, and toasted 
sandwiches. As background music to help us relax, we were serenaded by a 
duet of jackhammers, which had started the night shift of remedial work! Rio de 
Janeiro has Samba; Santiago airport has jackhammers. 
 
When the announcement was made some time later that the flight was cancelled, 
what followed was to be repeated over the next few hours and again the 
following morning: 

• No planning or co-ordination of the tasks needed to get all transit 
passengers into a hotel. 

• Virtually no communication with the English-speaking passengers. 
• Complete indifference by LAN Chile managers and staff. 
• Chaotic attempts to organize transport. 
• Staff standing around doing nothing for most of the time, whilst 

presumably clocking up overtime. 
  
We waited for what seemed ages for instructions from the LAN Airlines ground 
staff.  Finally, we were told to form groups of 15 and follow one of the staff to the 
lifts to pass through passport control and collect our bags.  All this took a long 
time, with the main delay being passport control. 
 
Having collected our luggage we were told to wait again, without any information 
about what was going to happen next.  One of the staff led a group of us to one 
part of the terminal and then left us, never to be seen again. 
 
At one point, the message came that we should form groups of five. Then we 
were told that there were no taxis available. Some of the Brazilian passengers 
who spoke good Spanish then demanded to talk to the supervisor, who seemed 
completely disinterested. Were it not for their intervention, I wonder if we might 
have been left stranded in the cold of the poorly heated airport. Most if not all of 
the Spanish-speaking passengers had gone by this time. Families with young 
children appear to have been given priority, but there was one elderly woman in 
a wheelchair in our group. She appeared to be in a distressed state. 
 
Some of the transit passengers did leave, presumably by taxi. At around 3.00, we 
were told coaches were coming. We finally left the airport just before 4.00 on the 
first of two coaches. My wife and I were in the front of the coach and when we 
arrived at the hotel at 4.20, she went straight to the reception desk while I looked 
after our luggage. 
 
There was some discussion between the receptionist and the LAN Airlines rep 
about what documentation would be needed. This suggests the arrangements 
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were made hastily and there was no set procedure. Anyway, we were one of the 
first to get a room and were in bed by 4.30am, which was 5.30am in Rio de 
Janeiro. We fared better than most, as there was a long queue. 
 
The alarm went off at 8.00am, which meant only 3.5 hours on bed. There was 
barely time for a shower and breakfast in our dazed state. We were in the coach 
by 09.20, 10 minutes before we were told the coach would leave. 
 
The other coach must have left earlier as it was not long before the luggage 
compartments were full and there were passengers and their bags waiting by the 
coach. We waited and waited, of course without any word from the LAN Airlines 
rep. We left almost an hour later with the extra bags and surfboards in the 
corridor of the coach.  
 
Quite apart from the distress of all the delays and not being kept informed, the 
chaotic mis-management had a direct impact on how much, or rather how little 
time we spent in bed. 
 
Had we left the airport two hours earlier at 2.00 and been given an extra 30 
minutes in the morning, we would have had six hours in bed and not 3.5 hours. 
See how you feel after only 3.5 hours in bed when you have been in an airport 
for 8 hours! 
 
The chaotic mis-management reflects very badly on all levels of management 
and staff at LAN Airlines: 

• Absence of policies and procedures for dealing with cancelled flights, 
arranging transport and hotels and dealing with non-Spanish speaking 
passengers. 

• A culture of indifference, inaction and lack of any initiative. 
• Poor staff selection and training. 

 
The manager and supervisor and should be disciplined and transferee to less 
demanding duties that are better suited to their clearly limited abilities and lack of 
interest in customer service. The staff should either be trained or transferred to 
lighter duties. A small coach company in a remote part of Chile might be more 
appropriate. 
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Additional Comments 
5 July 2010 
 
I typed the notes above on my iPhone at the start of the flight from Santiago to 
Auckland. LAN 8081 was supposed to fly to Sydney via Auckland but having 
landed on Auckland at 18.00, over 14 hours late, LAN announced the airplane 
was stopping in Auckland. This meant a second night in a hotel for many of the 
passengers, who did not have Auckland as the final destination, 
 
The on-board announcement as we landed at Auckland airport omitted any 
reference to the delay of over 14 hours or the distress this had caused. The first 
announcement told passengers to Sydney to leave their cabin bags on-board 
whist on transit. This changed a few minutes later to telling them to remove all 
their belongings and to report to the transfer desk, yet another example of 
disorganization! 
 
The flight itself was OK wit the main exception that no fluids were served in 
addition to the main meal after take-off and snack meal before landing. I did have 
a bottle of water with me but I was too exhausted and dazed to try to get any 
service from the cabin crew. There was a least soap in the toilet, unlike the flight 
from Rio de Janeiro to Santiago, 
  
I am typing the additional comments on bed as I fell sick on Friday night and my 
GP has put me on a course of anti-biotic and instructed me to stay in bed for a 
few days. The ordeal of all the delays, cold, lack of sleep or adequate fluids has 
taken a toll on my health. 
 
The real issue is not the appalling treatment we suffered, but passenger safety. 
Given the extent of the incompetence of the ground staff and the poor service by 
the cabin crew, what confidence could I be expected to have in the standards of 
aircraft maintenance.  How well would the cabin crew respond in an emergency? 
 
 
 
Simon Fawkes 


