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Chairman Shuster, Ranking Member DeFazio, other Members of the Committee, thank you for the 
opportunity to address the Committee on this important matter.   
 
My name is Oscar Munoz, and I am the CEO of United Airlines. I am joined by our company president, 
Scott Kirby.  
 
To address Dr. Dao on behalf of our entire company, I am sorry for the way that you were treated. No 
customer—no individual—should ever be treated in the way that you were when aboard a United 
aircraft on April 9.    
  
To the people on Flight 3411 who witnessed the mistreatment of a fellow passenger, I apologize for the 
terrible experience you had.   
 
And I am personally sorry for the fact that my immediate response failed to communicate my concern 
and the devotion I have to our customers and to this company. 
 
For the last three weeks, I have spent every day thinking about how we got here. What chain of events 
culminates in the injury of a passenger and the loss of trust of so many more?    
 
In the days since the incident, our United team has undertaken an analysis of the situation and our 
response, which we released on April 27.  A copy of the full report is included as part of my testimony. 
 
The report identifies at least four areas where our response should have been different. 
 
We called on law enforcement when a safety or security issue did not exist.   
 
We rebooked crew at the very last minute.  
 
We didn’t offer enough compensation or travel options to incentivize a passenger to give up a seat.  
 
And most important, our employees did not have the authority to do what was right for our customers, 
and for our company. Our protocols stood in the way of serving our customers.  
 
As CEO, that is my responsibility. 
 
This is a turning point for United, and our 87,000 professionals. It is my mission to ensure we make the 
changes needed to provide our customers with the highest level of service and the deepest sense of 
respect.  
 
On April 27, we publicly announced several changes we are making immediately to become more 
customer-focused; to reduce incidents of involuntary denial of boarding to as close to zero as possible; 
and to avoid putting our customers, employees and partners into impossible situations due to policies 
we control. They are the following: 
 



1. United will limit the use of law enforcement to safety and security issues only. 
We will not ask law enforcement officers to remove customers from flights unless it is a matter of safety 
and security. This policy was implemented on April 12.  
 
2. United will not require customers already seated on an airplane to give up their seat involuntarily, 
unless safety or security is at risk.  
This policy was implemented on April 27. 
 
3. United will increase customer compensation incentives for voluntary denied boarding to up to 
$10,000.  
Compensation levels are being increased to up to $10,000 for customers willing to volunteer to take a 
later flight. This policy went into effect on April 28. 
 
4. United will establish a customer solutions team to provide agents with creative solutions. 
We will create a team to proactively identify and provide gate agents with creative solutions. These 
could include using nearby airports, other airlines or ground transportation to get customers and crews 
to their final destinations. We expect the team to be operational by June 2017.  
 
5. United will ensure crews are booked onto a flight at least 60 minutes prior to departure. 
Unless there are open seats, all crew members traveling for work on our aircraft must be booked at 
least 60 minutes before departure. This policy was implemented on April 14.  
 
6. United will provide agents with additional annual training. 
United will provide annual training for frontline employees to enhance their skills on an ongoing basis. 
These trainings will equip employees to handle the most difficult of situations. This training will begin in 
August 2017. 
 
7. United will create an automated system for soliciting volunteers to change travel plans. 
Later this year, we will introduce a new automated check-in process, both at the airport and via the 
United app, that will gauge a customer’s interest in giving up his or her seat on overbooked flights in 
exchange for compensation. If selected, that customer will receive their requested compensation and be 
booked on a later United flight. 
 
8. United will reduce its amount of overbooking.  
United has evaluated its overbooking policy. As a result, adjustments have been made to reduce 
overbookings on flights that historically have experienced lower volunteer rates, particularly flights on 
smaller aircraft, and the last flights of the day to a particular destination. 
 
9. United will empower employees to resolve customer service issues in the moment. 
Later this year, United will launch a new “in the moment” app for our employees to handle customer 
issues. This will enable flight attendants and gate agents to compensate customers proactively—with 
mileage, credit for future flights or other forms of compensation—when a disservice occurs. 
 
10. United will eliminate the red tape on lost bags. 
We will adopt a new, no-questions-asked policy on permanently lost bags. In these instances, United will 
pay a customer $1,500 for the value of the bag and its contents. This process is expected to be in place 
in June 2017. 
 



Ultimately, our actions will speak louder than words. We will work hard to re-earn your trust and the 
trust of our customers around the world. 
 
Thank you. 
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