


1.​ Check flights for oversales 
●​ View oversold flights using airportal.aa.com 

 
●​ You can also check for oversales in QIK 

○​ CTRL + C, F7 

 
 



2.​ VIEW VOLUNTEER VOUCHER AMOUNT 
●​ CTRL + O, F1 
●​ IF YOU SEE “FLIGHT TRIGGERED FOR AUCTION”, THE AUTOMATED VOLUNTEER PROCESS (AVP) HAS 

STARTED. THIS ALLOWS PAX TO VOLUNTEER FOR A FLIGHT VIA ONLINE CHECK-IN AND KIOSKS. 

 
 

3.​ VIEW VOLUNTEER LIST 
●​ CTRL + O, F10 

 

 



4.​ VERIFY VOLUNTEERS 
●​ AT THE GATE, CALL UP PAX THAT ARE ON VOL LIST TO SEE IF THEY ARE STILL WILLING TO 

VOLUNTEER THEIR SEAT. USING THE OPTIONS FROM THE ACTION LIST, CHOOSE [SEND 
NOTIFICATION] AND SELECT THE LINE NUMBER(S). THEN MAKE A PA ANNOUNCEMENT CALLING UP 
THE VOLUNTEER(S) 

 
●​ REMARK THE PAX ANSWER, SUCH AS [DECLINED], [CAN VOL], [NO ANSR], ETC. 
●​ REMEMBER: UPDATE “O-TEXT” WITH UPDATES! CTRL + O, F9, OPT. 2 

 

5.​ SOLICIT VOLUNTEERS 
●​ IF YOU DON’T HAVE ENOUGH VOLUNTEERS, YOU MAY NEED TO SOLICIT VOLS AT THE GATE. USE THE 

ANNOUNCEMENTS PROVIDED IN ACE. BE SURE TO SHOW UP TO THE GATE WITH PLENTY OF TIME TO 
MAKE VOUCHER ANNOUNCEMENTS. 

 
●​ USING THE VOUCHER INFORMATION PROVIDED IN THE “P-TEXT”, START AT THE LOWEST OFFER 

FIRST AND GRADUALLY INCREASE THE AMOUNT AS NEEDED. BE SURE NOT TO EXCEED THE MAX 
VOUCHER AMOUNT LISTED. REMEMBER: ONCE YOU MAKE VOUCHER ANNOUNCEMENTS AT THE GATE 
THAT INCLUDE THE AMOUNT, ALL VOLUNTEERS WILL RECEIVE THE SAME AMOUNT OFFERED. 

 
●​ REMEMBER: UPDATE “O-TEXT” WITH UPDATES! CTRL + O, F9, OPT. 2 

 



6.​ FIND PROTECT 
●​ IF YOU HAVE A PAX THAT IS INTERESTED IN VOLUNTEERING, YOU CAN USE THE FIND PROTECT 

OPTIONS IN THE VOLUNTEER LIST ACTION DROP-DOWN MENU TO FIND NEW FLIGHT OPTIONS IN 
THE EVENT THAT THEIR SEAT IS NEEDED. THIS WAY, THEY HAVE NEW FLIGHT OPTIONS ALREADY 
CONFIRMED IN THEIR PNR. IF THE NEW FLIGHTS ARE NO LONGER NEEDED, YOU CAN DELETE THEM 
OUT. IF THE NEW FLIGHTS ARE NEEDED, YOU CAN REBOOK THEM AT THE END OF THE OVERSALE 
PROCESS. REMEMBER TO KEEP THE SEGMENT THAT THEY VOLUNTEERED IN THE PNR. 

 
●​ DON’T FORGET TO PROVIDE VOLUNTEER PAX WITH NOTICE OF COMPENSATION (NOC). 
●​ YOU CAN FIND MORE INFO IN REGARD TO THE VOLUNTEER LIST, FIND PROTECT, AND REFERENCE 

INFO VIA WEBREF.AA.COM OR PIAOPS.COM 
 

7.​ OS CUSTOMERS 
●​ IF YOU HAVE PAX ON [OS LIST] THAT DON’T HAVE SEATS, CALL THEM UP. LET THEM KNOW THAT THE 

FLIGHT IS OVERSOLD AND THAT WE MAY NOT HAVE ENOUGH SEATS AVAILABLE. TALK WITH THEM 
ABOUT THE VOLUNTEER VOUCHER AMOUNT AND NEW FLIGHT OPTIONS. AN EXAMPLE 
CONVERSATION PROVIDED BELOW. 

○​ TODAY, WE DO HAVE AN OVERSOLD FLIGHT. RIGHT NOW, WE MAY NOT HAVE ENOUGH 
SEATS TO ACCOMODATE YOU. WE ARE CURRENTLY OFFERING A TRAVEL VOUCHER FOR 
$600 IF YOU WERE TO VOLUNTEER YOUR SEAT ON THIS FLIGHT. LET ME SHOW YOU WHAT 
FLIGHT OPTIONS I CAN OFFER YOU. I ONLY HAVE A LIMITED TIME TO OFFER THESE FLIGHTS 
TO YOU. I CAN GO AHEAD AND ADD IN THESE NEW FLIGHTS INTO YOUR RESERVATION FOR 
NOW, THAT WAY IN THE EVENT EVERYONE DOES SHOW UP FOR THIS FLIGHT, YOU HAVE A 
BACKUP ALREADY IN PLACE. ALONG WITH THESE NEW FLIGHTS, YOU’LL EACH BE ELIGIBLE 
TO RECEIVE THE $600 TRAVEL VOUCHER. I’LL GIVE YOU THIS NOTICE OF COMPENSATION 
THAT GOES OVER THE LEGAL VERBIAGE OF VOLUNTEERING FOR AN OVERSOLD FLIGHT. 
PLEASE WAIT UNTIL THE END OF THE BOARDING PROCESS, AND I’LL CALL YOU UP WHEN I 
HAVE MORE INFORMATION. 

●​ REMEMBER: UPDATE “O-TEXT” WITH UPDATES! CTRL + O, F9, OPT. 2  

http://webref.aa.com
http://piaops.com


8.​ ADDING PAX TO PALL LIST 
●​ TO ADD A PAX ON THE PALL LIST AS A “VOL”, YOU CAN USE THE [ADD TO PALL] OPTION FROM THE 

VOLUNTEER LIST ACTION DROP-DOWN MENU. 
●​ IF YOU NEED TO CHANGE A PAX STATUS FROM “OS” TO “VOL”, USE THE FOLLOWING STEPS. 

○​ CTRL + O, F3, OPT. 1 
●​ MAKE SURE BEFORE FLIGHT CLOSEOUT AND OS PROCESSING THAT ALL PAX THAT WILL BE ISSUED 

A VOUCHER ARE LISTED AS “VOL” ON THE PALL LIST. 

9.​ PROCESS OS VOL VOUCHER 
●​ CTRL + O, F5 
●​ SELECT THE LINE NUMBER FOR THE VOLUNTEER PAX 
●​ THE PAX INFO WILL POPULATE WITH VOUCHER AMOUNT. REMEMBER: IF YOU MADE SOLICITATION 

ANNOUNCEMENTS AT THE GATE INCLUDING THE VOUCHER AMOUNT, ALL VOLUNTEERS WILL 
RECEIVE THE AMOUNT YOU OFFERED. YOU MAY NEED TO CORRECT THE VOUCHER AMOUNT IN THE 
POP-UP. 

10.​REBOOK PAX 
●​ REBOOK PAX FOR NEW FLIGHTS BY CANCELLING OUT THE DOWNLINE CONNECTIONS. REMEMBER: 

KEEP THE VOLUNTEER FLIGHT SEGMENT.  
●​ CHECK PAX IN FOR NEW FLIGHTS. 
●​ ADD IN REMARKS TO THE PNR IN REGARD TO THE OS PROCESS. EXAMPLE BELOW. 

************************************************************************** 
PAX VOL SEAT ON FLIGHT 3741 FOR A VOUCHER AMOUNT OF 600.00 USD DUE TO 
OVERBOOKING. PAX WAS ISSUED NOC/TRAVEL VOUCHER/AND REBOOKED ON 
NEW FLIGHTS. 
************************************************************************** 

●​ PRINT PNR 
○​ CTRL + Y, F5 

●​ REMEMBER: UPDATE “O-TEXT” WITH UPDATES! CTRL + O, F9, OPT. 2 

11.​OSDB REPORT 
●​ FINALLY, COMPLETE THE OVERSALE/DENIED BOARDING (OSDB) REPORT. 

○​ CTRL + O, F9, OPT. 1 

12.​PRINT REPORTS AND PDC 
●​ PRINT THE OSDB FINAL REPORT 

○​ CTRL + O, F9, OPT. 5 
●​ PDC FLIGHT 

○​ CTRL + Z, F6 


