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Glenn Tilton
Chairman, President and CEO

United Airlines
P.O. Box 66100

Chicago, IL  60666

Monday, June 04, 2007
Dear Sir,

It is with utmost displeasure and prompted by immense dissatisfaction that I write to you today.  I fly your airline every week on business between Chicago and Washington, DC.  Today I was shocked and dismayed to have my flight cancelled, without warning, two hours after it was supposed to leave Chicago.  The entire passenger list was added to stand-by and rolled from flight to flight throughout the day.  While I sat in the gate area, I watched as passengers were repeatedly treated coldly as they sought an explanation or remedy for the circumstances.  The gate agent (there was only one despite the now 90-plus displaced passengers) hurriedly directed passengers to customer service as she was "too busy wrapping up the flight" to be of any assistance.  

I followed the instructions I overheard given to others and visited the customer service desk.  I was further alarmed to find an immense line being served by, yet again, merely one agent.  While I waited in line for 25 minutes without the agent making any progress in the queue, I called the Premier Reservations hotline.  As has become the trend for the day, my efforts to seek assistance were once again futile and I abandoned both attempts for the attention of customer service after the aforementioned lapse of time.  (As an interesting aside, the gate agent was still serving the same customer as I left the line.)
I returned to the gate area to see how my chances were on the stand-by list for the next flight.  Before I could enquire, the agent announced over the loud speaker that there were 97 people on the stand-by list but only 6 seats available on the flight.  She explained that the list would, as ever, roll to the 11 AM flight – which, in maintaining the day's trend, has been delayed almost an hour due to a late aircraft.  
I decided to try my luck at the check-in counter, so I left the terminal.  At the Premier check-in counter I waited another 30 minutes while, yet again, only one agent served the queue of passengers.  (For reasons which surpass understanding, the other agent behind the desk was busily engaged with a group of flight attendants.)  I was finally helped, and secured a seat on a flight departing Chicago at 2:05 PM.  (I fell asleep shortly after boarding the flight, so I am unclear as to the reasons provided for the delay, but we landed in DC 30 minutes later than we should have.  This was an ironically apropos conclusion to an incredibly frustrating trip.)
As I passed back through security, I realized that I had a nearly 4-hour wait ahead of me.  Given the vast inconvenience I had suffered this morning, I thought it appropriate to ask to be seated in the Red Carpet Club for the duration of my wait.  I approached the hostess, explained the morning's tribulations and asked to sit in the club.  She quickly responded that the charge would be $50 or 7,000 miles.  I retorted that a fee seemed unreasonable given the circumstances, but she was unyielding.  She further pressed that perhaps I should consider an annual membership at the club as I am likely to encounter similar delays in the future.  It would seem that the delays passengers experience flying your airline are so pervasive that the staff of the Red Carpet Club include them as part of the value proposition for membership therein!  This is, to me, amazing – it is as though delays are a hallmark of the United Airlines brand!

I am, sir, appauled at the ultimate failure in customer service I suffered today.  Your airline's lack of reliability is surpassed only by its lack of hospitality!  It is a shame that air travel in this country is so inherently cumbersome due to increased security regulations.  It is ghastly, however, that an airline of United's size and stature fails to mitigate these circumstances with outstanding customer service!  

Mine is a hope that this letter will call to your attention the tremendous burden shouldered by your most valuable patrons – weekly business travelers.  I submit this appeal to your sense of sound commerce in the hope that you will intervene in some manner and improve the situation.

Sincerely,
Corey J. Gallon

