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::: ORIGINAL EMAIL ::: 

From: @  

Message:
Thank you. Images attached 

On Jan 10, 2025, at 5:50 PM, CareInfo@  wrote:

Dear Mr. Gooden, 

The five $925 certificates are on their way via email.    Please respond to this email. 

Regards,

  
Customer Care
Case ID: 173644718444287

By corresponding you consent processing of any personal information you provide, 
including any information considered sensitive under applicable privacy laws. Your personal information may be 
processed in the United States. Further information can be found

::: ORIGINAL EMAIL ::: 

From: @  

Message:
I am watching my phone if you want to call again 

On Jan 10, 2025, at 5:36 PM, Lance Gooden @ > 
wrote:

Eric we haven't received any compensation from December 31. We 
received compensation you described below for the December 26 
cancelled flights that delayed us for 12 hours. Haven't received anything 
for the return delay of 24 hours. 

I have uploaded the file that has the pdf. It's inclusive of 
hotel/meals/and uber for 4 people. 
Link is:   https://easyupload io/

Thank you and please advise on the compensation link. December 31 
not working. 

26-6164_0171

Commercial Airline 1.com

to Commercial Airline 1'swith Commercial Airline 1,

in Commercial Airline 1's Privacy Policy.
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EMH7P3 Gooden

The situation:
For reference only, my family of four waited 
for 4 hours on December 26 in Houston before 
our flight to Rio was deplaned and delayed for 
8 hours. Engine trouble that resulted in a hotel 
stay that booked, some meal vouchers 
and an apology voucher of $950 each to my 
wife and I and $650 to each of my children 
who were Gold at the time for a total of $3,200 
in vouchers. We arrived 12 hours late and 
missed our first day in Rio, but we accepted 
the compensation and realized sometimes that 
happens. I mention this for reference only and 
to provide context for our next trouble. 

On New Years Eve we boarded and sat for 3 
hours in Rio de Janeiro. Engine trouble again. 
SAME EXACT AIRCRAFT from 5 days 
prior. Flight CANCELLED this time with no 
solution. Agents at airport said "no taxis and 
no hotels because it's New Years Eve in Rio so 
get your bags at baggage claim and good 
luck."  I was stunned at the lack of preparation 
and service. Stunned that the aircraft that 
couldn't get us on time TO Rio was never 
repaired before it attempted to fly us back 
FROM Rio. The pilots were also annoyed with 
operations for not repairing the plane. Our 
New Years's Eve was spent searching for a car 
and a hotel at midnight on NYE in a dangerous 
city. My 5 and 6 year old children were scared 
and tired, along with my wife. I found a hotel 
across town that was expensive ($800 for one 
night but we 4 shared it). We got to our 
destination 24 hours behind schedule.  
did NOTHING to say they are sorry or offer to 
make us whole. No automatic emails like we 
got in Houston the week prior. No call or care 
from . I'm not sure why service 
is so bad when leaving a foreign country but 
this was appalling. We rerouted through Sao 
Paulo the next night and arrived at a distant 
airport in DC the morning of January 2, not 
January 1. I want my expenses reimbursed and 
I want an apology and to be compensated for 
my time. $3,200 for a 12 hour delay for 4 
people in Houston was fine, but this was 24 
hours in a dangerous place on new year's eve 
and a total disaster by operations. I 
have never been so disappointed in as I 
was last week. I have waited to hear from 

about this and have been saddened to 
hear nothing. I expected better out of a carrier I 
have spent a considerable amount of time and 

26-6164_0174

Minor 2
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money with over the years. Receipts for my 
family of four's expenses are attached. I would 
be happy to discuss with whoever I need to 
visit with. 

Thank you for listening. Attachment below

Lance Gooden
 member 
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