Dear American Airlines:

As a frequent customer of yours I’m writing in regards to a very distasteful experience I had with your company.  I booked a flight to visit my aunt in Knoxville, TN with my 21-month-old son and my 6-year-old nephew (X) on April 10th, 2013.  It’s also worth mentioning that I was 25 weeks pregnant at the time and feeling quite tired.  My record locator is XOXOXO.  As loyal customers who frequently fly on American Airlines we had amassed some AAdvantage points and used them to book the flights.

The first leg was from SLC to DFW.  This flight left late due to a mechanical error, which was the first of many problems in this fiasco.  The plane arrived with barely enough time for us to make the connecting flight.  As we approached the gate, out of breath from running, the agent said with a surprised voice, “I didn’t think you guys would make this flight.”  We were the last to board before the gate closed, with the connection being so tight we were lucky to make the flight, our luggage on the other hand, did not make it.  Due to the mechanical problem, which caused the delay, we didn’t have our luggage for nearly 24 hours.  If you’ve ever traveled with a child, or three, you know that everything needed simply can’t fit on your carry on, which left us without many essential items.  The bags finally arrived at the TYS airport, and we were able to pick them up the following day.

We had a marvelous trip with our family.  We laughed, and enjoyed some really nice weather.  Unfortunately the events that followed will forever overshadow the fun times that we had on our vacation.

On April 16th, 2013 our flight was scheduled from TYS to DFW at 2:05 pm.  We arrived at the airport early, which would allow for enough time to check in, go through security, and be at the gate to catch the flight. As we waited for our flight, your company experienced a major computer outage, which kept all AA flights grounded.  Communication from the employees was not very clear regarding the issues that your company was having.  After a three-hour delay, the employees announced that there wasn’t a set timeline on the issue, and anyone who needed to go home could be booked on another airline.

My cousin approached the ticket counter to discuss our options.   Realizing that rebooking on another airline would cost American Airlines a great deal of money, we responsibility turned them down and said that we could wait to get on another AA flight.  With timelines of all the delays still being very unclear and having to care for three small children the agent suggested that we simply get our bags and leave the airport in hopes of catching a flight the following morning.  She said we’d probably just need to return to the airport early the next day without knowing if we could get on a flight because it would be difficult to get through by calling the 1-800 number to rebook.  Although we left the airport uncertain of when we would actually be able to go home it seemed like the most sensible option traveling with three young kids.  We collected our luggage and called our aunt, who lives nearly 45 minutes from the airport, for a ride.  Our aunt had to make special arrangements with her job in order to pick us up and bring us back to her home.

That night we repacked all of their belongings and planned for an early morning at the airport.  However, we were unsure if we were even going to be able to get a flight in the morning with all of the delays that occurred.  We didn’t really want to inconvenience our aunt again by having her take us out of her way to the airport only to have to come pick us up again, and simply waiting for countless hours in airports didn’t sound like a great option traveling with all the children.  So we decided to call the 1-800 number in hopes we could rebook the flights.  After an hour on hold we felt a little dismayed, and after two hours we felt disgruntled.  At one point someone answered, but we were quickly put back on hold.  After staying up late to try to figure out this disastrous situation I spoke to my husband, who decided to try calling the Spanish customer service line, which only took 50 minutes to get a live agent who helped us rebook the flights.  We were able to get booked on a flight leaving at 2:05 pm the following day, the 17th.

The following day felt like Groundhog’s day as we prepared our things and headed toward the airport. Checking the bags, and going through security for the second day in a row was a cumbersome process, but we made it through.

The next thing we knew, the flight had been delayed.  None of the agents explained to us what was happening.  Then it was delayed again, and again.  What seemed like an easy solution was getting harder by the moment.  Children began to be restless, and being 25 weeks pregnant the stress and anxiety of the situation began taking a toll on me as well.

After realizing that we weren’t going to make the connecting flight, my cousin approached the gate again to figure out our options as I waited with the kids.  The employees at the counter explained that we would now have to be booked on a Delta flight out of Dallas because we were going to miss the connecting flight.  We reluctantly agreed to make this change, even though it was going to delay our arrival into Salt Lake City.  Furthermore it was explained to us that the tickets could not be printed at the Knoxville airport, and that it was our responsibility to visit with the Delta agents in Dallas.  However, they assured us that everything had effectively been transferred and our seats had been reserved on the Delta flight.

We had now spent two days in a row waiting at the airport for four hours, or eight between the two days before the flight finally took off.  We felt relieved to know that our layover in Dallas would be short because we had now been booked on the Delta flight.  Upon arrival in Dallas we hurried to the Delta gate to which we had been assigned.  They were already boarding the plane, feeling relieved we approached the Delta agent and explained the situation.  He looked in the computer and said, “You’ve got major ticketing problems and need to visit with AA.”  He explained that we did not, in fact, have tickets for the flight and that we would have to go back to AA to fix the problem.  Frustrated, we explained that we would miss the flight because there would be not enough time to make it back to the Delta gate.  The agent explained that the American agent in Knoxville had not properly booked us on the Delta flight.

At my wit’s end I walked away frustrated, knowing that we would need to visit with another employee to get rebooked on another flight.  The children were tired at this point, and were ready to be done.  Knowing that the bags would already be in Salt Lake, we knew we had to make it to SLC that night, or, like the first day of the trip, we would be without our bags.

When we finally found an available agent, they rebooked us on the 9:05pm flight out of Dallas headed to Salt Lake City.  We tried explaining to this agent everything we’d been through and how tired the children would be once we finally arrived in Salt Lake City due to the extensive delays. The agent told us that we would have to talk to an AA agent in SLC and that there was nothing she could do for us.  So we roamed the airport, and tried to entertain the tired children who were much past their bedtime.  We found the gate that had the 9:05 flight and waited at the gate.

The moment came to board the plane, and the gate agent made an announcement saying that the flight would be delayed for maintenance issues.  No timeline was given, but they just said the plane would be delayed.  By this point the children were crying, and grumpy, and they had a right to feel that way.  My cousin and I felt exhausted as well.  Chasing after three small kids in airports all day is no easy task.

After another 45 minute delay, the plane finally began boarding and was headed for Salt Lake.  We arrived in Salt Lake after 11:30pm, which was over five hours later than we had anticipated.  There was NO CHANCE we would be driving an additional 3.5 hours to make it home that night.  Not after everything you had put us though.

We tried to find a gate agent, but nobody was anywhere to be found.  There wasn’t anyone at the gate, and no employees were found at the ticketing line downstairs either.  The only American employee around was the woman at the baggage claim who explained that she had no authority to issue a hotel voucher.

This experience has caused me to feel like your policy is simply to “pass the buck” onto someone else time and time again until there isn’t anyone at the end of the line.  It is too late at that point to go back and explain the situation to the American Airlines employee.  The customer service number would easily result in another two-hour wait on hold, so reluctantly we spent $88 on a hotel that was a result of a series of delays on behalf of your company.  Is this how you treat all of your preferred customers?

With all the delays included we finally arrived at our destination over 30 hours later than anticipated.  We had spent over $150 in additional costs between hotels, expensive airport meals, and much needed supplies like diapers.  These costs add up, but what really is more hurting is the way that we felt like American handled the situation.  The employees, rather than helping, were simply passing us along without the help that we needed.  It was a series of problems, one on top of another.  Not just a single failure to perform, which can definitely be understood.

We understand that mistakes happen, computer failures occur and things can’t always run as smoothly as planned. However we don’t understand the lack of customer service that we received.  We felt disregarded and unvalued.  We realize many customers experienced delays and similar problems, but we still felt like things could have been handled better.  We would like to be able to continue to fly with American Airlines, but as I’m sure you understand we have hesitations now due to this horrific experience.

I would hope that you take these complaints into consideration and that you would compensate us for our added expenses.  We would ask that you refund the $88 we spent on the hotel on the night of the 17th of April.  We would also request that you issue me a flight voucher in order to give you another opportunity to show us that your service isn’t always so poor.

You can mail these items to my home address, which is:

X

If you have further questions regarding this catastrophe, please email me at X@gmail.com.

Sincerely,

XXXX

