Introduction

Three new policies/procedures

Three changes impacting oversold operations will take effect on February 3rd. This

course contains detailed information about these changes, and a quick review of

oversold operations basics.
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P Text

The P text will contain three
offer amounts (min/mid/max)
to progress through in

increments at your discretion.
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Announcements

If more volunteers are still
needed dafter the AVP
(Automated Volunteer
Program), you will use offer
announcements starting at the
minimum amount in the P text.
Increasing at your discretion, as

time allows.
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O Text

You must document the O text
when you start offer
announcements, and then each
time the amount increases. For
a timestamp this should be
done as the announcements
are happening - but before

PDC at the latest.
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Conversations

Speak with customers on the volunteer list

llllh‘

individually page each customer. Make sure they
understand the volunteer process and provide all
protect options so that they can make an informed
decision, and to confirm that they're still interested

in volunteering.

If the customer is still interested, continue by
adding their protection flight option and move
them to the Priority list (PALL list).
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Perform Ctrl + O, F10 to display the VOL list and /
Y

Click each button to continue.




The Voucher Amount American\.

Display the P text

Perform Ctrl + O, F1 to display the P text. Identify the start, Policy Update:

midpoint and max voucher amounts. You need this
The P text will contain three

information in order to solicit additional volunteers at the o
offer amounts (min/mid/

gate. max) to progress through in
increments at_your
To maintain consistent processes across all stations, you are discretion.

no longer required to contact DOD to request voucher
amount increases. You should increase voucher amounts in
increments at your discretion, while not going over the max

amount in the P text.

Sample P text

Click the button to continue.
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O Text American\‘_

Record Information about the flight

The O text field is used to record Policy Update:

information about oversold flights. You must document the O

text when you start to offer

Perform Ctrl + O, F9, opt. 2, opt. 110

announcements, and then

document when offer announcements each time the amount
begin and each time you increase the increases. This should be
voucher amount. done as the

announcements are
happening for a timestamp

- but before PDC at the

O text must be updated before you PDC
the flight.

latest.

QIK entry
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Voluntary Compensation

I[ssue a Trip Credit

Perform Ctrl + O, F5 to issue a
trip credit after the flight is

closed.

Remember, if offer
announcements were made at
the gate, all volunteers are
issued the same amount. This

means the compensation
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need to be adjusted.
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Involuntary Compensation
You must call DOD

There is no change to processing a customer who has ben

involuntarily denied boarding.

= You must perform Ctrl + O, F2 to print the Notice of

Compensation (NOC) if it hasn't already been provided.

= DOT guidelines determine the amount of compensation

paid to a customer who is involuntarily denied boarding.

= You must call DOD. DOD documents the compensation

amount in the customer’s reservation.
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