
 

 

GOLD COAST AIRPORT 

QUALITY OF SERVICE REPORT 

This report provides quality of service information relating to the airport terminal and services 

provided for the October-December quarter 2020 (inclusive). 

Information for this report is sourced directly from Gold Coast Airport’s guest feedback received 

through email and our website feedback form. 

A total of 24 complaints were provided to the airport during the timeframe. This compares to 58 

complaints in the same period last year. 

The decrease in customer feedback can be largely attributed to reduced flights and passengers 

during the reporting period, associated with COVID-19 travel restrictions.    

Operations 

A total of 14 complaints were received by the Operations team, including airside and terminal 

operations.  

Most of these complaints related to aircraft noise, in particular a Qantas Freight service which 

operated from 5 October, four times per week during the airport’s curfew hours (landing at 4.35am) . 

The service was approved by the Federal Government Department of Infrastructure, Transport, 

Regional Development and Communications on 25 September. Each complainant was provided with 

this detail by airport representatives and proactive communications were sent to key community 

stakeholders via the Airport Noise Abatement Consultative Committee (ANACC) and Community 

Aviation Consultation Group (CACG). Complainants were offered the opportunity to escalate to the 

Airservices Australia Noise Complaints and Information Service.  

Commercial 

A total of 3 complaints were received by the Commercial team, including retail, car parking and 

ground transport.  

Two complaints related to the lack of available luggage trolleys and one related to car park staff 

behaviour. Airport representatives responded to the complaints, highlighting that the matters would 

be raised with relevant stakeholders. 

Security 

A total of 7 complaints were received regarding security.  

Complaints included behaviour of security contractor staff, security screening processes and queuing 

at security screening.  

Where relevant, complaints were dealt with directly by the security contractor. In other instances, 

airport representatives investigated and responded directly.  

 

 


