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The detailed story:

“We {eft San Francisco December 29, 2006 on flight #1348 for Dallas Fort Worth at
approximately 6:30 a.m. in the morning Pacific Time, 8:30 a.m. Central Time. The flight
was scheduled to land in Dallas at 11:30 a.m. Central Time but was diverted to Austin
Bergstrom and landed at 12:15 p.m. due to thunderstorms and tornado warnings that
closed DFW.

" The pilets initially said they were-pulling into & parking place to -wait for a break-n the

weather to see if it was possible to get into DFW. The weather came and weather went.
There were many -breaks-in the-weather that-would have allowed -us to deplane but for the
first 3 to 3 ¥ hours on the ground they hoped for a window to get the plane in the air and
get us to Dallas. We-also-were able to call American Adrlines from the plane and found
out our connecting flight was delayed and they assured us we were on track to get there

-and make-ourconnecting flight.

After waiting for 3 hours, a reasonable amount of time to see if we could still get to our
-destination, we were informed by the crew that the prespects were-dim for getting to
DFW and the decision was made to get us off the plane.

4-hours after fanding in Austin, the pilots said-they were being told-that there were too
many planes in the air over Dallas that couldn’t land, and too many planes over Austin
‘that were trying to land, we-could-see 6 grounded American Airlines planes-all from
California. ..our flight 1348, flight 1008, 2412 and 534 and two others from Fresno all
three of those landed after-ours. Af this-point 4 hours inte-our-erdeal they said-that we
weren’t going to Dallas and they were begging for Gate access for us and being told to
-wait until-one opens up.  We could see-open gates-se this was-confusing and had-to meve
our plane so that another plane could get past us and have access to their gate.

-5 hours into this, we overheard-aTadio transmission that a-dog en the grounded flight
next to us had defecated on a passenger and was ill. They sent the police to that plane,

-we-were unctear-as to whether there was-a violent outburst or if it was the dog issue. At
this point I noticed the air quality diminishing. The toilets were beginning to back up and
over fill.

6 hours, the pilots were allowing us to listen to radio transmissions and they said the
management was telling them they were sending busses out to get us off the plane and
food for those of us who wished to stay with the plane since our bags were on the plane.
Still massive confusion. One bus.arrived, and took 15 people...it could only hold 15
people. They never returned for the rest of us. There were babies and elderly people on
-the-planc-that never made it-on a bus,even though the pilots requested that-babies-and
elderly be allowed off first. Folks were so freaked out about being held “hostage” and
‘being so hungry-they-didn’t listen to the directive,

7 hours, the pilots said they were embarrassed for American Airlines that they wouldn’t
atlow us totheterminal. T overhead the transmissfons and heard the management again
promise that we would be brought food and busses to deplane and take us to the terminal,
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but none-arrived. We-saw ambulanees amive at the adjacent plane. Den’t know what
happened there. Overheard them stating that there were no gates. Again we could see

-empty gates.

8 hours grounded: Mounting frustration on the piane, again management was promising
us that -we would-be getting food. The stewardess-came by and-gave us-each-a small bag
. of pretzels 2” x 2" and a glass of water. Butno food arrived from the terminal. No
-busses again promised over the transmissions by management. The pilot kept telling us
he was talking to the #1 and #2 managers at the airline and was trying to get us to the
gate. No go.

9:04 p.m. The pilots were debating whether or not to declare a complete onboard
emergency stating that they tradwo tegal-right to-pull up to the gate without-permission
but knew that they had no choice but to go ahead and risk their jobs by pullingup to a
gate and making access for us-off of the plane. This is what they-did.

9:10 pull up to gate without permission

+5-mimutes-for gate to-move atoplace

9:34 p.m. disembarked, like aliens, shell shocked and ready to greet AA but no one in
site.

Most of us had no or little breakfast that moming due to leaving our home in Napa at
3:00 axm., and o food for the entire day other than two-timy-bags of pretzels. Wepullup
to the gate and the airport realizes they have no choice but to move the jetway into
“position to-allow us off of the plane. The other grounded jets-also foHewed us to the
gates in the same fashion, just taking the risk. It took 15 minutes for them to prepare the
jetway. -We deplaned only to-find out that the airport food services/restaurants had closed
at 9:00 p.m. and several were lowering their gates literally as we watked up to them. We
were refused service.

-Our flight-never-showed up-on the arrivais-board at the terminal ner-on the baggage claim
area although we were told informally to go to the baggage claim by the pilots. We did
50 and our-bags never came off the plane. Many-passengers-did get their bags and many,
including us, did not. 2 % hours later we were still waiting and wondering whether we
-would or would not get our-bags.- Finally we-went to a-security guard and they said that a
decision was made to leave the bags on the plane and for us to return in the moming to
-the airport-by-6:00-a.m: for our-§:00 a.m. flight continuation “resumption” to Dallas. We
were offered no food vouchers or hotel vouchers or taxi vouchers and if we were

—prepared to stard-in line for another 2-hours we could-have gotten-a voucher fora $10
hotel discount. Also by this time the shuttles to the hotel stopped running.

At 12:60 Midnight -we decided to take a cab (the shuttles had -stopped rumming by this

time) to a Hawthorn Suites hotel and ate at a nearby Waffle House — the only eating
-establishment open at this time.
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At 6:00 AM the next moming, with very little sleep, we returned to the Austin airport to
‘catch the flight to Dallas. Our boarding passes said this flight weuld leave at 12:30 pm
and 8:30 a.m. but we took no chances and indeed the flight left at 8:30! We finally made
it to DFW.

We Jooked on the-board forthe next flight to Mobile hoping that we-were onit. We wemt
to the desk and were told that, “unless we were the Queen of England we weren’t getting
-on that flight...” but our bags were-on it and they refused to-take our bags off. Thistime
they sent us to the Customer Service Desk. We were given the standard “we are not

Tesponsibie for weather-related delays.” “After explaiming what trad happened abouve and
beyond the “weather-related delays” the AA representative took pity in us and we
received a voucher for one night-stay-at the-Cemfort Suites and $60.00 in food vouchers.
Our total time at the airport exhausting our options was another 4 hours.

We went to the Comfort Suites and cailed American Airflines who assured us that the next
day at 10:10 a.m. we were on the flight to Mobile period. That our bags would be there
forus. -Great, 2.5 days in the same clothes. No-medicationsand with the new travel
restrictions we had no other makeup or toiletries either. It was hell.
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From: (b)(6)
Napa, CA 94558
(b)(6)

~Re: American Airlines Flight 1348
San Francisco to Dallas
This-was written to-Congressman Thompsons office to explain the details of -what
bappened to us. Iupdated a little from the original version based on a couple of truths I
found out since then.

Dear (b)(6)

Thankyou verymuch for helping us out in this matter. Thistrip was a year-end family
vacation Kate and I had planned with our two sons: Landen Hanni, age 11, and Chase
-Costello (Kate’s son); age 21. For sake-of clarity-and brevity we -will outline the key
series of events that took place during our travels, the impact that it bad on us and what
~weare seeking inrestitution. We-have also attached supporting documentation from the
Wall Street Journal and other sources that tell the story in a compelling fashion. The
fiasco-also made the PRONT PAGE of the Dailas Morning News!

I understand that airlines must make certain hard decisions and take precautions to ensure
-the safety of the-passengers-warranted by uncontrolable weather factors. -Qur contention
is that a series of miscommunications and bad judgment by the airlines contributed way
“beyond -anything fair-and equitable to-the passengers on flight 1348, The element of
human error is also evident by inaccurate and incorrect statements made by American
Airlines spokesperson-the-day-after the debacle-and by the statements made by the pilots,
specifically “I am embarrassed for American Airlines™” that we heard and that was
-reported in-the Wall Street Journal article that is attached.

Here are the timelines in short form with a detailed account following and third-party
accounts chronicled in varivus news-publications attached:
= Friday, 12/29/2006
o 3:30 AM-we left our-home in Napa,-CA for SFO airport.
o 6:20 AM PST (8:20 CST) on Friday, 12/29 we boarded flight #1348 for
DFW -airport on-our-way to our final destination-of Mobile, AL
o 12:15PM CST landed in Austin, TX after being diverted from DFW
© 9:34 PM-CST deplaned in Austin, TX afier almost 13-hours-on-the plane,
nearly 9 hours of which was on the tarmac in Austin. All airport shops,
restaurants and services were closed by this time.
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o 12:00 AM arrived airport hotel, without baggage, and it was our first

opportunity to eat since departure that momning.
=  Saturday, 12/30/2006

© -6:00 AM took shuitle a to Austin airportin hepes of-eatehing an early
flight so we could reach final destination.

o  8:30 AM -boarded flight #1008, not-our flight -we were-told would depart at
12:30 PM and arrived DFW

o Told we could not catch-a flight to Mobile until next day

o Spent over four hours in various lines and exhausting all possibilities of

-completing our-{rip, booked on flight for Sunday departure.
o Checked into local hotel for the night with no luggage.
= Sunday, 12/31/2666
o Returned to DFW and arrived Mobile at 12:30 PM

Impact of this fiasco:

» Loss of two full days of year-end family vacation at the Marriott Grand Hotel in
Point-Clear, AL.

= Deluxe lodging, fine dining, fishing and amenities conservatively valued at
$1,200 per-day that { was to receive as compensation fermaﬂa}emem
training programs that I would later conduct on January 2, 3 and 4% at the
‘hoted.

= $600.00 in out of pocket expenses for hotel, food, taxis, tips and incidentals
including toiletries.

~=  Aga-result of exhaustien, confusion and meving from-one place 1o the next during
the fiasco we lost personal items including a telephone memory card and our 11-
~year-olds retainer-with-a total value of $200.00.

» Our reservations had been cancelled and we were relegated to lesser quality
rooms for-our stay.

» The strain of being held on an airplane for 13 hours with no foed other than very
inadeguate of “snack mix’ that was-brought to the plane afler nearly 5
hours at the Austin airport, Toilets were backed up, heated arguments were taking
place-and the environment for the two-of us-and our twe sons ‘was immensely
strenuous, especially for our 11-year-old.

= Enduring two-days of misinformation and cenflicting information while standing
in lines for hours on end, dragging our carry on baggage and wondering what to
donext.

» Lack of sleep, dirty clothes and lack of toiletries for two days due inaccessibility
of fuggage and new security restrictions for carry on.

Request for reimbursement and compensation:
-o  Cashrreimbursement-of $2;960.60-for out of pocket-expenses, lost compensation
and items lost as a result of the confusion and exhaustion created by AA actions.
= Individual compensation of $1,000 per person ($4,000.00 total) for punitive
damages for the trauma, food and sleep deprivation, and loss of personal and
family time.
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From

To: (b)(6)

CC:

Subject: FW: december 29th 2006 aa flight from sfo to dfw per phone
call

Date: Tuesday, May 15, 2007 8:03:39 AM

Attachments: AVG certification_.txt

From: (b)(6)

Sent: Monday, May 14, 2007 3:43 PM

To:

(b)(6)

Subject: december 29th 2006 aa flight from sfo to dfw per phone call

I will look forward to your call on Tuesday, May 15 between 9 and 10 a.m.
Here is my story that | wrote back in January.
Hope this helps.

(b)(6)

wrote this on January 23, 2007

Flight #1348 December 29th, 2006!!! SFO to DFW.... diverted
to Austin because of bad weather. Austin AA workers were
RUDE and UNHELPFUL!! | don't know if you heard about the
lady who was watching this story on the Austin news

channel ... She got up and out of her easy chair in the middle
of the night, bought pizzas (about 20 of them) and soda,
water, plates, cups and ice to the passengers from Flight 1348
who were waiting in line at 1:30 a.m. trying to get tickets for
DFW. She paid for these out of her own pocket!! AA DID
NOTHING!!! This was a very nice gesture and very much
appreciated by those starving passengers from flight #1348.
She was a nice lady who would not give her name and said that



she felt bad for us... what if these passengers had been her
mother, father, daughter, son, or relative... she just wanted
to help. Looks like AA would have thanked her for this since
they didn't do any thing for us. | had ONE small bag of stale
prezels and 2 sodas from AA in 12 hours..... but | did have
ALOT of promises.

®©  wrote this on January 24, 2007

More comments about Flight #1348.... Believe me sitting on
the plane with no food, water, drinks or fresh air for over 8
hours was not a pretty picture! ! People were standing in aisles
with their armpits over your head and the only way to avoid
this was to get up and use the overflowing toilets. There were
no real explanations from the pilot or flight attendants, but
lots of promises about food, drinks and getting to a gate,
getting a bus to the gate and getting to Dallas.

When we landed in Austin, | immediately cell phoned my sister-
in-law who had driven 2 hours and was waiting in Dallas for my
arrival. Her first words to me were, "No, | will not drive to
Austin to pick you up!” | asked her how she knew that before
we even knew we were going to Austin. She had signed up for
travel info update on the AA site and a message was sent to
her cell phone. She then called AA and knew more about our
flight than we as passengers did. THIS IS NOT RIGHT! She also
noted that planes were coming and going as usual and she
couldn't understand why we were just stranded in Austin! All
of this did not make sense!!



While we were being told by the pilot and flight attendants
there was still hope to get to Dallas, | overheard a flight
attendant call a local hotel and book 5 rooms.... what did that
tell you??? We were spending the night in Austin!! | then
phoned my sister-in-law and told her we would be spending
the night in Austin and to drive two hours back to our
hometown. | don't recall the pilot or anyone ever telling us
that we would be spending the night in Austin, but seems the
crew knew they would be.

Another disturbing note.... The dogs were given bottled water
while we had to drink water from the bathroom sinks. The dog
owners were allowed to go down the stairs and walk and water
their dogs, but we had to sit all cramped up for 8 hours. Why
were the dogs treated better than us???

After finally getting off the plane, all of the restaurants were
closed, vending machines empty, people starving, angry and it
was total chaos. | had written earlier about the nice lady who
brought pizza and drinks to us while waiting at the ticket
counter after our horrible and starving experience!! Why
couldn't AA have thought of something like this???

| thought | would drive to my hometown and not bother family
again so | went to the Enterprise Counter after they told me
yes, we rent cars one way for a drop off charge... This was
fine with me, | just needed to get to my hometown!! After
more questions were asked, Enterprise Car Rental would not
rent a car to me because my drop off city was "not in their
group” and there are no other rental car businesses in my
hometown except Enterprise. They would not make any
exceptions.... | thought Enterprise was Enterprise!!! | didn't



know they had clicks!

| had spent several hours total looking for one piece of luggage
which probably was not unloaded because half way through
the unloading process of our plane, someone decided to leave
the bags on board since the plane would be going out to DFW
in the a.m. The baggage person did not know this. Another
person had found out and spread the word. What chaos!!! The
left hand didn't know what the right hand was doing!!

Finally, after the Enterprise ordeal and luggage ordeal, | had
no choice but to wait in line at the AA counter for 3 hours for
my ticket to Dallas in the morning. | got instructions, not
another ticket, same old wrinkled up one with the same
everything on it, which by the way WAS NOT ACCEPTED the
next morning at security and | had to go back and stand in line
again in the morning!!! Also that night, actually it was about
1:30 a.m., | was given a FREE hotel voucher, FREE taxi ride to
and from the hotel and was told not to tell anyone since they
didn't have very many. | told the ticket counter person that |
would not be using the vouchers since it was so late.... | prefer
a voucher for travel not a hotel for a few hours. He had no
comment, except write a letter to AA.

Now after all of this, | needed to find a good spot somewhere
to sleep so | could wake early in the a.m. and catch the flight
out to Dallas. Guess where?... on the floor ... near the ticket
counter... what a pitiful disaster Austin was!!! | hope | never
get stranded there again!!

| did receive an apology form letter with a $500 voucher just a



few days ago for AA air travel to be used within one year.

| have joined this group because of what happened to me and |
want to make sure that it doesn't happen to you or to myself
again!!!



January 3, 2007

(b)(6)
Chairman, President and Chief Executive Officer
AMR Corporation/American Airlines, Inc.
PO Box 619616
DFW Airport, TX 75261-9616

CC: Distribution list at end of letter

Dear (b)(6)

On December 29, 2006 my wife, my daughter and I got up unusually early for the start of
brief vacation. We arrived at SFO around 5am and shortly thereafter encountered a series
of delays and profound incompetence and neglect by American Airlines and perhaps also
by the administration of the airport in Austin, Texas that turned our first day in to a
nightmare such as we have never experienced before and as reported by The Dallas
Morning News, Saturday, December 30, 2006, “Passengers stuck on plane over 8 hours”.
Throughout our four day trip we experienced the following from American Airlines:

1. Four mechanical problems
a. Electrical malfunction — 12/29/06 on original plane from SFO to DFW
that led to a change in aircraft, change in gate and a delay of
approximately 45 minutes.
b. Broken cargo door handle — 12/29/06 on second plane from SFO to DFW
that resulted in a further delay of approximately 45 minutes.
c. Snapped cable on landing gear — 12/30/06 on original plan from DFW to
Belize City, Belize resulting in a change in aircraft, two gate changes and
a delay or approximately 1 hour.
d. Computer malfunction — 1/2/07 on flight from DFW to SFO that resulted
in a delay of approximately 30 minutes on top of a delay of approximately
30 minutes leaving the gate.
Three gate changes due to mechanical problems.
Three late arrivals (and to be fair, one slightly early arrival but the gate wasn’t
open so we our disembarkation was only very slightly early)
4. One flight never arrived at its scheduled destination, deposited its passengers at a
different location that the original destination and AA provided no further
assistance for the onward journey to the scheduled destination.

wn

Most of these could be forgiven, however, were it not for the first day, December 29,
2006. This flight left approximately 90 minutes late, was diverted to Austin due to
weather (that I believe we wouldn’t have encountered had we left on time) and then we
sat on the tarmac at the Austin airport for approximately ten hours. Here is a brief
description of these ten hours.

1. No water or food was delivered to the plane.



2. No passengers were allowed to leave the aircraft after an initial group were
allowed to leave some of whom lived in or near Austin when we were promised
an departure to DFW within the hour.

3. After about six or seven hours families with children were promised a bus and
were told to line up in the aisle for this. We stood in the aisle and waited for over
an hour and no bus showed up to allow us to leave the aircraft.

4. AA promised the following that weren’t delivered — additional food and water, a
bus to allow passengers to leave the aircraft (after an original group left at a time
when we were told it was hopeful that we would go to a gate or continue on to
Dallas), a gate to disembark and help with our further transportation and
accommodation needs.

5. Toilets weren’t serviced and became filthy and disgusting (by the admission of
the AA flight attendants)

6. On the plane were the following (according to reports from other passengers):

Several children aged 5 and under

Several senior citizens

An unaccompanied minor

A pregnant woman

RO op

It is sheer luck that there were no serious medical problems on the plane and no
emotional or violent outbursts or episodes on the plane. That there weren’t is a testament
to the patience and cooperative spirit of the passengers and the efforts by the captain on
our behalf.

In addition, several things we were told by the airline and airport officials (relayed to us
by the captain) we were able to confirm for ourselves weren’t true — no gates were
available, DFW was closed the whole time we were at Austin and no passengers on other
planes were disembarked by bus.

Furthermore, when we were discharged from the aircraft in Austin, there was no
customer service agent to meet us and provide assistance with further transportation (e.g.
how were we supposed to get to our original destination?), accommodation, meals or any
vouchers for any of these expenses or inconvenience. Without any guidance or support,
my solution was to rent a car and drive to Dallas where we checked in to a hotel at
approximately 1:30am on the morming of December 30, 2006 approximately 18 hours
after our originally scheduled departure from SFO.

There are also two telling quotes as reported by The Dallas Morning News from Andy
Backover, an AA spokesman, “all the gates at Bergstrom were full.” This we know isn’t
true from our own observations. Gates for both AA and other airlines were available —
we saw them through the window of our plane. And Mr. Backover went on to say, “If I
had a place to physically put the plane, I would do it.” To start with, this isn’t true as
noted above, and the issue is the passengers, not the plane. Why not bring the plane to a
gate to discharge the passengers and then return the plane to the parking spot? There was
plenty of opportunity to do this. AA is in the business of transporting passengers to the



destination they pay for — it’s a customer service business. This seems to be sorely
misunderstood by American Airlines.

I have two primary points to make. The first is to bring this to the attention of the bodies
that regulate airline conduct and behavior (including local authorities who grant airlines
licenses to operate at their airports) to encourage them to evaluate closely and carefully
the rules governing the conduct of airlines in these and similar situations, including
passenger safety, comfort and compensation for errors and negligent behavior, and
rigorously hold the airlines accountable to these standards with appropriately severe
sanctions and penalties for misconduct.

And the second is to AA itself and enquire about their proposed compensation for this
conduct. Ihave heard nothing from any representative from American Airlines. As a
first step I am requesting the following:

1. Reimbursement for the out-of-pockets expenses for the rental car to Dallas
($91.00), gas ($24.60) and the hotel in Dallas ($387.17) for my family.

2. Reinstatement of the frequent flier miles used for the entire trip — #N4D8736

3. Reimbursement of all other expenses associated with the aircraft portion of this
trip — fees associated with ticket issuance, airport tax in Belize of $97.50, etc.

So, in total the reimbursement request, pending further research in to the other fees and
expenses, is for a total of $600.27 — this comes to a little over $13 per person per hour
late on our original flight. Seems pretty darn inexpensive for such despicable behavior.

You will notice that in this request I haven’t included any charges for the inconvenience
associated with these events including our hardship, additional travel time, possible
danger during our time on the plane (we understand that there was some violence on one
other plane on the ground in Austin) or a full accounting of all our associated out-of-
pocket expenses.

I'look forward to the response from all those addressed by this letter. And I implore you
to seize the opportunity presented by this outrageous behavior to find ways to improve
the conduct and rules and regulations governing air travel and the airlines in ways that
will enhance the safety, comfort and fair treatment of the public or in the absence of fair
treatment meaningful and appropriate sanctions and penalties on the airlines and any
other responsible parties.

Sincerely,

(b)(6)

Los Altos Hills, CA 94024
(b)(6)



AMR/American Airlines, Inc.
Daniel P. Garton
Exective Vice President, Marketing

AMR/American Airlines, Inc.
Ralph L. Richardi
SVP — Customer Service

AMR/American Airlines, Inc.
Andy Backover
Spokesman

American Airlines Customer Relations
PO Box 619612 MD 2400
DFW Airport, TX 75261-9612

Senator Barbara Boxer
1700 Montgomery Street, Suite 240
San Francisco, CA 94111

Senator Dianne Feinstein
United States Senate

331 Hart Senate Office Building
Washington, DC 20510

Senator Daniel K. Inouyie

Committee on Commerce, Science and Transportation
722 Hart Building

Washington, D.C. 20510-1102

Letters From Readers

The Dallas Morning News
Box 655237

Dallas, Texas 75265

Representative Nancy Pelosi

District Office

450 Golden Gate Avenue, 14th Floor
San Francisco, CA 94102

SF Chronicle

Letters to the Editor

901 Mission St.

San Francisco, CA 94103
letters @sfchronicle.com




Letters @ mercurynews.com

Senator Ted Stevens

Committee on Commerce, Science and Transportation
522 Hart Senate Office Building

Washington, D.C. 20510

Representative Don Young

Committee on Transportation & Infrastructure
2111 Rayburn HOB

Washington, DC 20515

Representative James Oberstar

Committee on Transportation & Infrastructure
2365 Rayburn House Office Building
Washington, DC, 20515
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