
                                                                              

 

America West Airlines, Inc. 

      111 W. Rio Salado Parkway 
    Tempe, AZ  85281 

 

October 20, 2009 

To our valued customer: 

  
 
On behalf of the entire America West Airlines family, I would like to take this opportunity to extend my 
immediate and most sincere apologies for the disruption you experienced as an America West customer 
last week.  
 
As a busy traveler, it is your duty to sit back and relax while we provide you with a reliable and efficient 
means of getting you to the places you need to be.  Our commitment to you means impeccable service 
and a dependable system to make your travelling fun and carefree.  However, we failed in our mission 
and we are deeply sorry for the inconvenience and hassle it has caused for our most valuable asset: You. 
 
The problem was caused by a minor glitch in our computer dispatch system which caused you to have 
your flight either delayed or cancelled.  We worked diligently to investigate where this malfunction 
occurred and are happy to report that the problem has been resolved.  However, restoring long-built 
relationships are far more difficult to repair because the customer feels that trust has been 
compromised.  As we have stated before, you the traveler are the most important person in our 
company and we want to take the opportunity to go the extra mile for you.  We have enclosed for you a 
travel voucher good for a roundtrip ticket to any domestic location America West Airlines serves.  Fly to 
sunny Phoenix or exciting Las Vegas, among others, on us if you so choose.   
 
We strive every day to make your flight an experience to remember and we will never tire until your 
expectations are exceeded.  We would be honored to welcome you onboard in the future because when 
you fly America West, you fly with family.  
 
Sincerely, 
 
 
 
John Doe 
President and CEO 
 
 
 
 



TO: America West President 
FR: Nick Brammann 
RE: Apology letter memo 
Date: October 20, 2009 
 
Mr. President, I have drafted an apology letter for the customers affected by the computer glitch last 
week.  I have assured them America West strives every day to make sure the customer is put first. I 
stated that America West has resolved the issue and wants to restore trust between the company and 
the customer.  As part of America West’s strive to reduce the offensiveness of the problem, each 
customer will receive a travel voucher good for a roundtrip ticket to any city AW serves.  I stated 
America West wants the customer to feel like part of a family and will do everything in our power to 
ensure that. 

 


