FLIGHT DESTINATION STATUS GATE
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WHY? LATE INBOUND AIRCRAFT FROM PUNE - NEW TIME 21:40

L
sa It before the aSk Airport boards that give the reason,
- not just the status. The same line goes

to X at the same minute.



IF IT HAPPENS AGAIN

6E 005 CRISIS PROTOCOL

hour by hour, in public.

RESPONSE TARGETS:

0 MIN

Pinned status
post

What we know, what we
don't, when the next

update lands.

<30 MIN

30 MIN

First numbers

Flights affected, airports,

and the free-change
window.

2 HRS

Rights explainer

Refund, rebooking and
meals, as one swipe.

MEDIAN - 95% ANSWERED WITHIN 24 HRS

END OF DAY

Leadership note

Anamed person says
sorry, and what's being

fixed.

+3 DAYS
Bags update

How many returned, how
many left, and where.

+2 WEEKS
What we fixed

Thereportonwhat
changed. Published even

ifit's awkward.

AKSHARA SINGH



