Analysis to Customer Complaint Memo

To:	Brock Eayrs, VP of Customer Service, Globe Airlines
From:	Mario Settino, Customer Service Representative, Globe Airlines
Date:	Wednesday, March 12th, 2010
Subject: Lyn Smith – Analysis of Complaint & Proposal of Future Action
_____________________________________________________________________________

A complaint has come to the attention of the Customer Service department, and I felt I should inform you of the situation. Yesterday, March 11th, a woman by the name of Ms. Lyn Smith notified us of the difficult travel arrangements that she was forced to undergo. Please see enclosed for her full email complaint. 
Ms. Smith is a middle-aged married woman and is well-educated. Over the past year, she and her husband have experienced multiple crises within their family. Their trip to Naples, Florida was intended to bring some happiness and relaxation back to their lives. On the trip to Naples, they had a relatively smooth travel day, departing in Toronto, connecting in Charlotte, and arriving in Ft. Myers. Her email reiterated the details of their travel experience in a respectful and fair manner. She clearly outlined problem areas based on the different carriers and was not accusatory. She also praised a pilot and wanted a name so that she would be able to grant personal gratitude to him/her. It should be noted that the aforementioned would not be possible, however she could be given contact information to write a thank you note that then could be given to the pilot. 
[bookmark: _GoBack]Ms. Smith, from what can be determined, is a very reasonable person who is not making unreasonable demands. After analyzing her email carefully, it is in my professional opinion that we send her via Canada Post Xpresspost a response, which clearly demonstrates that you have taken her complaint seriously and our assurance that we will strive to address these situations in the best way possible. The response should be empathetic to her life circumstances and show that we at Globe Airlines truly value the customers whom are under our care. As such, it would be my suggestion that Ms. Smith and her husband be offered our E-TUV’s to be used within a one year period, in the hopes of ensuring that Globe Airlines will continue to be their preferred method of travel. She did in her email ask for $250 compensation for hotel expenses. She should be provided with the rationale as to why financial compensation cannot be provided. The response should also outline the protocol of checking in at our kiosks. 
I will await your response in order to commence further action in addressing this issue.



