John Lum

5125 Palm Springs Blvd. #4306

Tampa, FL  33647

813-632-0843
jwlum@alum.mit.edu
January 22, 2004

Northwest Airlink
Pinnacle Airlines, Inc.

1689 Nonconnah Blvd., Suite 111

Memphis, TN  38132

Dear Sir or Madam,

I am writing to protest the poor service provided to me by your airline on January 5, 2004, regarding flight 5731 (Memphis to Austin).  Please see also the enclosed comment form that one of your agents kindly helped me fill out with some additional details.
My situation was that I had run into an incredibly busy travel day exacerbated by overbooking on the part of Northwest and other airlines.  By the time I arrived in Memphis to await my late afternoon flight to Austin, I had already been victimized by an oversold situation that morning that had delayed me by about eight hours.  I was looking forward to arriving in Austin in time to go in late to the office and catch up partially on what I had missed that day.

Unfortunately, flight 5731 was given a delayed departure due to mechanical problems.  Repeated delay announcements came for several hours until, finally, at around 8 PM, the flight was cancelled—not officially due to mechanical problems, but instead due to crew unavailability.  I immediately felt that Northwest could have done a much better job of informing passengers of the situation and advising us on possible alternative ways to reach our destinations.

Upon reaching the gate agent to change my travel plans, I found that Northwest was offering no travel vouchers of any kind as a show of empathy for its customers’ inconvenience on this flight.  Here I was, a customer who had gotten out of bed in Florida at 4:30 AM that morning, and I was being told that I could not reach Austin now until 11:00 AM the next day!  I found the situation unacceptable, but since I was shown no flexibility by the gate agent, I opted to write this letter.
We both know that there is a reasonable likelihood that my schedule will not let me take advantage of whatever travel voucher you might offer, but I would greatly appreciate an offer nevertheless.  I know that your airline is not obligated to award me anything, but I am hopeful for a positive response to my inquiry.
Best Regards,

John Lum
