Airline case study answers:

· The message was vague, overly formal, and lacked empathy

Suggested improvements: 
Version 1: Clear and Empathetic
Subject: Our Sincere Apologies for the Delay
Dear Passengers,
We deeply regret the disruption caused by the unexpected delay of Flight 7756. We understand how frustrating and inconvenient this experience was, especially for those who had to stay overnight.
Please accept our sincere apologies. We are reviewing our operations to prevent similar issues in the future.
Thank you for your patience and understanding.
Sincerely, 

Customer Relations Team


Version 2: Structured and Professional
Subject: Flight Delay – Apology and Next Steps
Dear Valued Customers,
We apologize for the delay of Flight 7756 on 23 October. The disruption was due to unforeseen operational challenges, and we recognize the impact this had on your travel plans.
We are currently investigating the cause and implementing corrective measures to improve our service reliability.
As a gesture of goodwill, affected passengers will receive a travel voucher via email within 48 hours.
Thank you for your continued trust.
Sincerely, 

Operations Team
 
