
 

 

 

 

 

 

 

      

  

This document provides users with the required steps to 

find protection and book customers on oversold flights. 
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Overview 

You can now find protection and book a flight for customers who volunteer on an oversold 

flight. This functionality is referred to as “Find Protect.”  

Two services are available to a book a flight during an oversold situation. 

• Find Protect/ On Vol List 

• Find Protect/Not On Vol 

 

There are several Action Type options listed, but we will only focus on the two types previously 

mentioned for this document. Let’s begin with Find Protect/ On Vol List. 

Find Protect/ On Vol List 

If you want to find protect for a customer who is on the volunteer list, follow these steps: 

1. Click CTRL+O, F10 to display the VOL list.   
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Select the action “FIND PROTECT/ ON VOL” and then go the Line Number box. Select the 

customer you want to find protection for and enter their line number. 

 

Below is an example for customer #1, Volunteer/Happy, on the volunteer list.       
 

           
 

2. The system will find two available flights for you to communicate to the customer and 

allow a selection to be made. 
 

 
 

The Protect Flight Options are time monitored, counting down from 60 seconds to 0 seconds. 

The countdown is broken into three blocks to allow you time to discuss the available flight 

options with the customer. 

The time blocks are: 

• Green 

o 60-30 seconds 

• Yellow  

o 30-15 seconds 

• Red 

o 15-0 seconds  
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Sample verbiage  

“I see that you selected a connecting flight to San Diego at 1:29 pm; however, I can book you on 

a 10:30 am or 2:40 pm non-stop flight. What flight option would work best for you?” 
 

3. Enter the customer selected flight, 1 or 2 in the Line Number field.  

 

 
 

NOTE: Currently, if the customer wants the selected flight they initially chose, you would need to 

go to availability to see if that flight is available to sell.   
 

4. Once a flight is chosen, the VOL list will redisplay with a Y in the PROT column for your 

customer. You can select another customer to book a find protect flight or ESC.     
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Find Protect/ Not on Vol List 

If you want to find protection for a customer that is not on the volunteer list, follow these 

steps: 

1. Click CTRL+O, F10 to display the VOL list.   

 

 
 

2. Select the action of “FIND PROTECT/NOT ON VOL.” Since the customer is not on the VOL 

list, no line number is needed. 

 

 
 

3. Enter the customer’s name when Retrieve PNR by Last Name pop-up displays  
 

 
 

 



6 
 

4. The system will find two available flights for you to communicate to the customer and 

allow a selection to be made. 
 

 
 

The Protect Flight Options are time monitored, counting down from 60 seconds to 0 seconds. 

The countdown is broken into three blocks to allow you time to discuss the available flight 

options with the customer. 

The time blocks are: 

• Green 

o 60-30 seconds 

• Yellow  

o 30-15 seconds 

• Red 

o 15-0 seconds  
 

 

 

Sample verbiage  

“I see that you selected a connecting flight to San Diego at 1:29 pm; however, I can book you on 

a 10:30 am or 2:40 pm non-stop flight. What flight option would work best for you?” 
 

 

 

 

 

 

 

 

 

 

 

 

 



7 
 

5. Enter the customer selected flight, 1 or 2 in the Line Number field.  

 

 
 

 

Once you put in the customer's choice, the PNR is updated with that flight. The customer will be 

added to the VOL list, and a Y will appear in the PROT column, indicating that the protection 

was booked in the PNR and is complete. 
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If no option is chosen before the time runs out, you will be prompted to resent protect offer. 

 


