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A Message from Doug Parker and Robert Isom Friday, February 28, 2020 

Caring for our team and customers during coronavirus 
 

Dear team, 

 

As an airline, our business is the world. With that comes the reality that events occurring on the 

other side of the globe are often felt worldwide. This is the situation we find ourselves in today 

with coronavirus, or COVID-19. In recent days, headlines have increased and we wanted to 

provide an update as to what American is doing to care for our team and our customers. 

Ongoing management of the coronavirus response remains fluid, and we will continue to work 

with government officials and the Centers for Disease Control and Prevention (CDC) as more 

information becomes known.  

 

Here’s the current status of the steps we are taking: 

 

Schedule adjustments 

One of the ways we can most immediately act is by adjusting our schedule. We have proactively 

adjusted our schedule based on customer demand, while being mindful to protect customers’ 

plans and crew members’ schedules. And, if the U.S. government says we should stop flying as 

a result of COVID-19, we will comply immediately. We’ll continue to evaluate and be aggressive 

but prudent with future adjustments, and are working closely with the APA and APFA. We have 

also issued waivers for many flights for customers to minimize impact on their travel and give 

them additional flexibility. 

 

Airport screenings 

The U.S. government has imposed entry requirements and isolated airports through which 

travelers coming from certain destinations can enter the U.S. We are incredibly appreciative of 

the work our Airport, Security and Reservations teams have done to comply with these new 

procedures, and they have done so with compassion so that our customers are cared for during 

a stressful and sensitive time.  

 

Safety and sanitization  

The CDC has advised certain safety procedures, and we continue to meet or exceed any 

recommendations. We have provisioned additional hand sanitizer wipes at departure gates on 

flights to/from Asia Pacific and have done the same in the Flight Attendant Service Kits and on 

Flight Decks. Our aircraft cleanliness program remains robust, and, although the CDC only 

endorses the effectiveness of masks for people who are experiencing respiratory symptoms 

(e.g., cough), not the other way around, flight attendants are allowed to wear them on certain 

flights if they are more comfortable doing so.  

 

Activated our Health Risk Executive Steering Committee and Working Group 



 

This working group includes our Corporate Medical director, Premise Health, Corporate Safety, 

Government Affairs and other key subject matter experts at the airline. They are in daily contact 

with CDC, TSA, U.S. Customs and Border Protection, Department of State and World Health 

Organization resources to ensure we have the most up-to-date information to guide our 

operation. 

 

These are just a few of the initiatives underway to protect our team and customers during a very 

fluid situation. We’re keeping Jetnet updated with the latest, and you can find answers to many 

questions there.  

 

We know this communication doesn’t diminish the uncertainty many are feeling, and we know 

that we don’t have answers to all of the questions being asked. There’s understandably a lot of 

uncertainty when you see the headlines and wild fluctuations in the stock market. What we do 

know is that our industry has long lived in volatile times, and that weathering those uncertain 

times is what we do best. So we know that we will manage through this as we always do — with 

the care and professionalism that are the hallmark of American Airlines.  

 

Fear is a powerful emotion and everyone manages uncertainty with some degree of it. The best 

counter to fear is to stay educated and engaged and lead calmly through these uncertain times. 

We were both flying today and reminded yet again of the continued care and compassion you 

show for our customers and for each other. Thank you for that leadership and professionalism.  
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