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Before

your shift
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Prepare

= Review oversold and weight-restricted flights and

confirm staffing coverage.

= |dentify the ownership for each at-risk flight.

Plan
Confirm compensation guardrails (P-text min/mid/max).

Define agent roles (e.g., announcements, volunteer
engagement, etc.).

Review the PBT, P-text and VOL list.

Set cadence for offers and escalation.

Support

Be available, reinforce priorities and help teams
confidently apply guidance.

Escalate early if approaching maximum compensation or
there aren’t enough volunteers.

Do not exceed maximum compensation or take an INVOL
without approval.

American\g N\

Communicate
= Ensure proper coverage of assignments

= Establish a continuity plan in the event of leadership or gate
changes before departure - include clear handoff of oversale
strategy including compensation cadence and escalation status.

Observe

= Listen for solicitation announcements (without the compensation
amount).

= Confirm that AVP list outreach is occurring.
= Ensure ‘Find Protect’ is being used to provide customer options.

= Monitor tone, clarity and hospitality.

Sustain

= Conduct a debrief that include one win and one
opportunity.

After the

flight = |dentify repeat risks (e.g., timing, compensation cadence,
documentation, handoffs, etc.).

= Adjust next flight based on lessons learned.
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