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Dear  ,
 

Please accept my apology for the service you experienced on March 19, Flight 776, from Cancun to New York's JFK.  I have authorized a full refund of your roundtrip fare in addition to the vouchers in the amount of what you originally paid for the roundtrip on reservation ######.  The refund will be posted to your original form of payment immediately; however, it may take some additional time for your banking institution to verify receipt of funds in your individual account. 
 

It is my sincere hope that you will give JetBlue another chance.
 

I would like to express my thanks to the customers from Flight 776 for sharing detailed accounts of the experience.  This feedback will be used to frame a larger review within JetBlue to identify the cause of the problems you experienced in Cancun and opportunities for improvement. 
 

Although our review is ongoing, at this time we wanted to provide you with the information we have regarding the cause of the delays. The inbound aircraft to Cancun, which we had planned to use for your Flight 776, was late leaving New York. This caused the initial delay of your flight to 3 a.m.  Although we communicated this initial delay at the time of check-in, we should have continued to communicate it to customers who may have checked in early or who did not hear the initial announcement.
 

This initial delay was compounded when we had to search the cargo bin to remove luggage that had been checked in for a customer who did not board.  (This was the person that had been apprehended by police earlier in the evening.)  When local law enforcement finally permitted us to take-off, the crew had "timed out".  This means that the crew was not permitted by law to fly any more hours.  Because of this, we had to wait for another crew to arrive in Cancun to operate your flight.
 

We should have had more JetBlue employees available to communicate more information regarding the delays and the causes.  We also should have had more JetBlue employees available to serve you or assist you with comfort options. 
 

When operational interruptions happen, we know you just want to know what is going on and when it will be fixed.  I have assigned specific leaders in the company to conduct a review of what decisions were made and by whom, so that we can better understand what we need to change. 
 

Thank you for your open communication to JetBlue and for making sure this was brought to my attention.  We are committed to doing better, and hope you will give us another chance. 
 

Regards,
 

David G. Neeleman
Chief Executive Officer
JetBlue Airways 
 




