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”A fair compromise was reached which both sides could happily agree on.“

“Well-grounded conciliation recommendation that also questioned the reasons for the 

flight cancellation.“

“Expectations were more than fulfilled. I was rather expecting a compromise proposal 

and reduced payments.“
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“Quick, straight forward, successful.“

“To obtain your right without much bureaucracy.“

“Avoid lengthy and expensive legal proceedings, this is just what a conciliation should do.“

“A fair settlement“

“Without SÖP I would have never come to a result.“
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“They easily understood my problem and solved it to my satisfaction.“

“Because I had the feeling I was taken seriously and there was no judgement connected to it.“

“Everyone was exemplarily polite, very competent, well trained, patient and friendly.”

“A pleasant exception in the service desert Germany.”

“One finally feels (…) respected.“
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Understand and explain: 

-empathic formulations, active listening, also mention legally non-relevant 

aspects if recognisably important to passengers

-friendly and service-minded treatment (upon short decision (“Kurzentscheid”) 

try of explanation by telephone in advance, calls to landlines, naming 

contact persons with phone extensions)
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“I was informed on the status of my complaint at all times. (…) The cycle times were sensational.“

“Transparent communication what will happen next.“!

“I asked for a call-back which was promptly attended to.“

“Sadly I did not hear anything for 2,5 months since my first contact.“

“I had to inquire about the status of progress.“

“Improvement suggestions: status update per mail“

„Interim message would have been nice.“



Gemeinsam Lösungen finden



Gemeinsam Lösungen finden


