
 
 
 
Suggestion of a better way to write “Oscar Munoz CEO United Airlines memo” 
 
 
Dear team, 
 
Challenging situations happen everyday and we are always learning and improving while 
we face these situations, but today I have to write this Memo to make us all think of what 
went wrong last night, aboard United Express Flight 3411 headed from Chicago to 
Louisville. 
 
What happened was very serious and can put the credibility and the future of our company 
in danger, once as you may know, the news about the incident have already become viral. 
 
What happened, called into question the human values that our company has stablished as 
priority and is shocking the world, while putting our name in a very negative position. And 
we know that the reputation and good name of a company takes years to build, but it can be 
destroyed in a few minutes, as happened yesterday. 
 
Therefore, I want to call all of you for a meeting with all employees, that will take next 
Friday at 10 am, in the main auditorium of our headquarters, with online transmission to 
the other departments around the country. 
This topic has to be discussed urgently with the seriousness that competes and we need to 
brainstorm together how can we survive to this crisis and ensure that the inhuman 
treatment that passenger Dr. David Dao suffered yesterday, will never happen again in our 
company. 
 
We all have the right to make mistakes and I know that we all strive daily to give our best 
and comply with the procedures established by our company, but the comfort, respect and 
satisfaction of our customers must always be our priority and yesterday we failed. We failed 
to treat this passenger humanely, we failed to reach an acceptable and peaceful compromise 
and we failed to expose such a serious situation to all the customers on board. 
 
We are counting on you to overcome this crisis and we appeal to your efforts to draw a very 
important lesson from yesterday's sad incident. 
 
United Airlines is nothing without the people who make it up, so it is my responsibility and 
it is the responsibility of all of you, to overcome this situation together as the big family that 
we are. 
 
Thank you for your attention, 
Yours sincerely, 
 

 
Patrícia Mesquita 

19/11/2021 
 
 


