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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




METHODOLOGY

Critical
Incident
Technique 1s
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




24.09.2017 loctb

Bropo# roa noapsa netraem AoMoi KoMnaHnuein AapodnoT. U yxe BTOPOW rog UCNbITbiBal0 HeraTvs,T.K. NEPBbIN rog Nertanu c
NATOMUEM,B OA4HY CTOPOHY npunetenu 6e3 npoucwectsmii (netanu ¢ nepecagkon Upkyrtck-Lepemerbeso-CapaTtos). Ho Korga Mbl
nerenu obpartHo,B asponoprty Mpkyrcka Hawen cobaku He okasanocb!!! BoT 310 6bina HeOXuAaaHHasi HOBOCTb,ELLE U HE MOrn
HOPManbHO OOBACHUTDL rAe HaxXoAUTCA B AaHHbIA MOMEHT Haw nuToMel. A B 3TOM rogy pewunu cobaky ¢ cobow He 6paTb,4Tobbl HE
TPaBMUPOBaTb JIMWHKUIA pa3,T.K. AOBEPUSRA YXKe HET. JleTaMu TeM Xe MapLUpyTOM,HTO U B NPOLWNOM roay. Tak xe Ha obpaTHOM
nyTn,oxuaas 6arax,0avH u3 baraxa Henpuboin!!!! MoxeT coBnageHue,HO MHEHUE CNOXUNOCh HE U3 NTYHLWKUX O AaHHOW KOMMaHWM....

OTt3biB noneseH? fa 19 / Het 18

25.09.2017 ExarepuHa

Netanu aspodnotom NeneHaxumk-Mocksa-OmMck. B barax B NeneHaxuke caanu KoNsicky, Kotopas tpacdepom npuwna 8 Omck 6es
nepeaHero koneca! Hanucanu npereHsuio, Haw yuwepb oueHunu B 4200, xoTsa konsicka ctout 15000 1 3an4acreit Ha Heé Hurae Hert
(npoussoauTenns He BbinyckaeT)! Tak BOT yXe Ha ABOpe KoHey ceHTsbps, a 3Tn HecyacTHble 4200 HaM A0 cuXx Nop He CkuHynu! Ha moe
obpaweHve korga Mo CKUHYT AeHbrvM, MHE OTBEYaloT, YTO HEU3BECTHO Korga! 2 Mecsiua xaaTh U BbiNpawnsaTb CBOU AE€HbIU 3TO
NPOCTO OTBPaTUTENbHO, HenpuaTHo! A ayMana aspodnoT nyywas poccminckas asmakomnanus! A Ha gene Bcé nHade! BneyatneHue

ucnop4yeHo, 6onblwe asapodnotom 6yaeM CTapaTbCa HE NeTaTb

OT3biB noneseH? fa 19 / Her 19

03.10.2017 BukTop

Barax v kopoTkue nepecaaku y Aspodnora HecoBMecTuMbl. 3Tu pebsata B npuHUuMne He cnocobHbl 3a Yac nepenoXxutb barax us
camonera B camoner. Jletan B bapcenoHy u obpaTtHo u3 EkatepuHbypra ¢ nepecagkamu 1445m n 1430mM. Oba pasa TpaH3UTHbIK Barax
Tak u ocrtancs B LLlepemeTbeso.

Ans cpasHeHusn, Katapckuve asunanuHum ycnesanu 3a 20 MUHYT, KOraa 3agepxanu peic.



Uctuia IMMpocuJia rNpu3sHaTbh JUCKPUMMMHAIIMOHHBIM M YOAA/IUTD U3 Tp@ﬁOBﬂlll'lf-'i K
YJIeHaMm HKMIaka OaHO U3 MOJIOKEeHUH. ITOT ITYHKT orpenensieT llOl’lYCTIwIMbIl‘-i POCT, BeC
1 pasMmep oaeXXabl GODTHDOBO}J,!H'iKOB.

Taxoke Mepycanumckast XoTesa B3bICKaTh C OTBETUYMKA MMIJIMOH pybrieii B KauecTse
BO3MEILEeHUSI MOPaJIbHOTO Bpea, a TakKyKe KOMIIEHCHMPOBaTh YIepKaHHYIO 3aprijiary.
Crioapaecca yTBepKAaeT, YTO M3-3a HECOOTBETCTBUS BBEAEHHBIM OrpaHUMUYEHUSIM OHA
ObL1a repeBeeHa Ha BHYTPEHHME PeiChl, UTO MPUBEIO K CHIKEeHUIO ee 3apaboTHOI
TJIaThl.

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




Case elements

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




POSSIBLE SOLUTIONS

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

SOLUTION: 1.SOLVE ALL TECHNICAL PROBLEMS WITH THE LOST
OF BAGGAGE

8
HTTPS://WWW.AEROFLOT.RU/RU-RU/INFORMATION/PREPARATION/B
AGGAGE/LOST

PSYCHOLOGICAL PRINCIPLES: AS AN ATIR 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
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