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May 2, 2014 

 

US Airways 

Attention: Customer Relations 

4000 E. Sky Harbor Blvd. 

Phoenix, AZ 85034 

 

US Airways representative, official, or employee: 

I would like to convey my express discontent with my most recent US Airways experience. The 

magnitude of incompetence exhibited by your airline was painful. 

To begin, I am a student attending medical school on a small tropical island called Saba. After a daunting 

semester, I was looking forward to getting home the day immediately after my semester ended. Little did 

I know the ordeal to simply get home would be so filled with repeated disappointments. 

I took a small ferry from Saba to St. Martin and quickly made my way to the airport, SXM. My flight, 

866 (SXM TO CLT, April 18, 2014, confirmation code DL6J38), was scheduled to connect in 

Charlotte and end in New Orleans. I waited in the SXM airport. The desk at the gate announced that there 

would be a small delay. I was not unduly worried because there was ample time for the layover in 

Charlotte. There were two more announcements, and then, abruptly, the flight was canceled. 

US Airways refused to fix the problem immediately, and said an attempt to fix it would be made the 

following morning. Already irked by the rough ferry ride in the morning, I plunged into an even more 

irate mood when no attempt to reschedule was made. Rather than make immediate amends and get us to 

the US mainland quicker, US Airways decided that it was better to fully delay all passengers a whole day. 

Well, I told myself a days delay is a poor setback, but manageable. 

Passengers were herded on to buses and dropped off at an unsuspecting hotel which struggled to 

accommodate the large influx of wary passengers. I, expecting to get home that night, had the bare 

minimum with me. Repeated requests were made for some basic toiletries, and each was denied. The next 

morning, disheveled and eager for any word of the rescheduled flight, I checked my email, various flight 

status websites, and the US Airways customer service number. Eventually, an email arrived in my inbox 

with the new time for the flight (which at this point is one day delayed): I was to leave at 4:20 pm on 

flight 9013 (SXY TO CLT, April 19, 2014, confirmation code DL6J38). 

At the airport US Airways desk in SXM, I requested an earlier flight and was WRONGLY informed that 

all other flights out to the US were full. Regardless, the laid out schedule showed that I will get home later 

that night so I rationalized to myself that everything will be OK. As I write this, I see that I was under 

the false supposition that your airline has some shred of remorse or responsibility to its paying 

customers. 



I proceeded to wait 8 hours at the gate, and with no sign of a delayed flight, I was tragically optimistic I 

would be getting home (remember, there were plenty of flights during this time going to the mainland but 

I have been unnecessarily given a ticket for this last flight). 

The announcer then stated that there would be a small delay. A sick sense of déjà vu came over me, and 

sure enough, there was some issue. 

Note, this is the most bizarre issue I have ever come across while flying. This flight, with its ultimate 

destination being a simple, straight flight to Charlotte, must now STOP IN SAN JUAN due to what I was 

told was a "weight imbalance issue" and, and that point,  I had an inkling as to what was probably going 

to happen. The icing on the cake is thickly laid upon me: all passengers will miss their flights to 

Charlotte, and we will be given rescheduling instructions upon arrival to this poorly explained stop in San 

Juan. 

We boarded and I fumed silently. After sitting there THE WHOLE DAY and watching at least a dozen 

other students board other flights to the Continental United States, I was delayed AGAIN for a poorly 

explained and bizarre reason. We were told we will stop brief in San Juan for 40 minutes, just enough to 

miss my connection by ten minutes. 

The flight becomes an overnight ordeal in San Juan. 

I waited patiently on the plane, expecting to leave without stepping off. I simply want to be home. We 

wait. And wait. And then the cherries on top of the miserable cake analogy that I am sarcastically using to 

describe this experience. We won't be leaving San Juan. 

Rather than doing the bulk of the traveling that night, I now have to sacrifice ANOTHER half day to get 

to Charlotte. 

Again, to emphasize this point, I was supposed to be home in one day. I have nothing but a backpack with 

a laptop and some pens. Not much else. And nothing was provided. 

I quickly got off of the plane because I had no bags to handle and get through customs. Interestingly, the 

customs agent indicated that he had seen this before and the reason we didn't leave San Juan is because 

the servicers were "lazy" and prefer to work tomorrow morning rather than now. 

I was the first to the US Airways kiosk in San Juan. The agents again informed me that the only flights 

out are the subsequent day. At this point, I expected to get a meal voucher. I was upset. I was angry. I was 

haggard and wary of your awful scheduling policies. The agent informed me that they are "only for first 

class passengers" even after I related all the misery your airline had brought upon me. I leave to the hotel, 

arrive at 8 pm; I wake at 3:30 am and get to the airport at 4 am. The flight surprisingly leaves on time. 

And then, the, the syrup is drizzled on this metaphorical cake after it is iced and topped with fruit. 

My final flight to get home was scheduled for 11:30 am. The nightmarish cycle occurs AGAIN, and there 

is a 15 minute delay. And every 15 minutes there is another 15 minute delay. Eventually my flight 1797 

(April 20, 2014 confirmation code DL6J38) is delayed about 3 hours and I get to MSY at 2:30p. 

I have become very familiar with your algorithm of disappointment. Disgustingly so.  

I am writing this letter because I deserve significant compensation from your airline. I have had similar 

experiences with US Airways in the past (lost bag, missed connection) but never has my experience been 



so awful as to prompt a formal complaint. Other airlines I have flown on, specifically Southwest, recently 

provided me large compensation because my flight was delayed 10 hours WITHOUT ME EVEN 

ASKING. 

My point is this: you have given me a very, very hard time. I want some form of compensation, in the 

form of vouchers, money, flight or something, as well as an apology. The mental stress I experience in my 

medical school curriculum is daunting enough, travelling should not be worse (as it has been with your 

airline). If you are too lazy or busy to have read my ordeal as I detailed above, I have summarized it in the 

graphic below: 

 

I hope this depiction provides some information about the delay and loss I experienced. 

 

Sincerely, 

 

 

Atman Dave 
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