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SOUTHWEST AIRLINES CO.
(b)(6)

Customer Advocacy and
Communications

Love Field
P.O. Box 36647
Dallas, TX 75235-1647

(b)(6)

March 9. 2007

VIA FEDERAL EXPRESS

(b)(6)
U.S. Department of Transportation
Office of Inspector General
201 Mission Street, (b)(6)
San Francisco, CA 94105

Re: Extended Delay OIG Review

Dear (b)(6)

As requested, enclosed is a copvyofour T @)

(b)(4)

Southwest Airlines Co. considers the enclosed internal documents
associated with the above-referenced material to contain commercial information
of a privileged or confidential nature and/or other information from personnel,
medical, and/or similar files the disclosure of which would constitute a clearly
unwarranted invasion of personal privacy. Accordingly, we maintain that these
documents are exempt from public disclosure under 5 U.S.C. §§ 552(b)(4) &
(b)}(6). The documents covered by this submittal are:

(b)(4)



© (b))
Page 2

We appreciate the opportunity to submit this material to your office for
review. Thank you for your consideration and cooperation.

Racnactfiillv ciihmitted

(b)(6)

- (0)©)  Customer Advocacy
and Communications

Enclosures

fla
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SOUTHWEST AIRLINES CO.

(b)(6)

Love Field
P.O. Box 36647
Dailas, TX 75235-1647

(b)(6)

April 2, 2007

VIA FEDERAL EXPRESS

(b)(6)
U.S. Department of Transportation
Office of Inspector General
(b)(6)
San Francisco, CA 94105
Re: (b)(4)

Dear (b)(6)

(b)(4), (b)(6)

Southwest Airlines Co. considers the enclosed internal documents
associated with the above-referenced material to contain commercial information
of a privileged or confidential nature and/or other information from personnel,
medical, and/or similar files the disclosure of which would constitute a clearly
unwarranted invasion of personal privacy. Accordingly, we maintain that these
documents are exempt from public disclosure under 5 U.S.C. §§ 552(b)(4) &

(b}(6). The documents covered by this submittal are:

. (b)(4), (b)(6)



(b)(6)
Page 2

(b)(4), (b)(6)

We appreciate the opportunity to submit this material to your office for
review. Thank you for your consideration and cooperation.

Resoectfullv submitted.

(b)(6)

®)X®)  Customer Advocacy
and Communications

Enclosures

/la
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017246M Flight #278 ORF MCO 16 DEC — Unruly Customer

Though | wish there were more pleasant reasons to be writing to you today, we
felt it necessary to offer our heartfelt regrets for the unfortunate disruption of your
December 16 flight to Orlando. Though the bizarre behavior displayed by one of our
Customers is impossible for me to explain, | do want to extend my heartfelt apologies
for any apprehension this event may have caused.

Naturally, we don't want this experience to be your last memory of our Company,
or for it to affect your feelings about flying with us in the future. In fact, we would
consider it a privilege if you gave us another opportunity to leave you with better
memories. Of course, your patience and cooperation while the Flight Crew responded
to the situation is greatly appreciated, and ensuring your comfort is very important to
us. | am confident your next flights onboard our LUV jets will be much more enjoyable,
and | am sending a complimentary, roundtrip pass to every person (except, of course,
the man who caused the disruption) who was onboard with you to prove just that.

As you would expect, we are looking forward to welcoming you back for more

pleasant trips with Southwest Airlines again real soon.

Copy to:

(b)(6)
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