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INTRODUCTION
• Was founded in 1923
• The largest Russian 

airline
• one of the oldest airlines 

in the world

2014 – the best airlines in the east Europe Main information:
• Member of Sky Team alliance 
•  CEO: Vitaliy Savelev
• Number of employees: 27 418



Critical 
Incident 

Technique  is 
based on

1. Gathering facts (incidents) from 
domain experts or less experienced 
users of the aeroflot to gain knowledge 
about their problems

2. Analysis which will help us in finding 
possible solutions for given issues

METHODOLOGY





However, the court was denied a claim, as there were no violations of the law.



DESCRIPTION: CLIENTS OF AEROFLOT LOST THEIR MONEY AND 
BAGGAGE 

EMOTIONS: THEY CURSE THAT DAY WHEN THEY BOUGHT A 
TICKET FOR THIS FLIGHT . THEY ARE UNHAPPY THAT THEY 
WILL HAVE TO CHANGE THEIR PLANS

ACTIONS: THEY SHOULD FAMILIARIZE THEMSELVES WITH THE 
RIGHTS OF PASSENGERS IN THESE CASES ON THE SITE, FILL OUT 
THE FORM AND WAIT FOR THE ANSWER USUALLY IT COMES BY 
E-MAIL

FUTURE CHANGES: THEY WILL THINK TWICE BEFORE FLYING 
BY AEROFLOT

Case elements



PROBLEM: FOR THE REASON OF TECHNICAL PROBLEMS, 
BAGGAGE IS LOSING 

SOLUTION: 1.SOLVE ALL TECHNICAL PROBLEMS WITH THE LOST 
OF BAGGAGE
2. 
HTTPS://WWW.AEROFLOT.RU/RU-RU/INFORMATION/PREPARATION/B
AGGAGE/LOST

PSYCHOLOGICAL PRINCIPLES: AS AN AIR COMPANY 
LUFTHANSA PROVIDES ALL COMPENSATION FOR THEIR 
PASSENGERS WHICH THEY HAVE TO ACCORDING TO LAW, BUT ALSO 
THEY HAVE TO MAKE SOME PROGRAM OF LOYALTY FOR THEIR 
PASSENGERS WHO INVOLVED IN SUCH EXTRAORDINARY 
SITUATIONS LIKE THESE

POSSIBLE SOLUTIONS
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