
University of Hawaii at Manoa Hamilton Library

eVols Repository https://evols.library.manoa.hawaii.edu

Box USH20 Box USH20, Folder 08

Co-signed letters on the closing of the
American Airlines Honolulu
Admirals Club

Neil Abercrombie Papers
U.S. House, Box USH20, Folder 8
https://hdl.handle.net/10524/90148

Items in eVols are protected by copyright, with all rights reserved, unless otherwise indicated.

UHM Library Digital Collections Disclaimer and Copyright Information

https://manoa.hawaii.edu/library/research/scholarly-communication/repositories/policies-guidelines/copyright-policy/


October 3, 2001

The Honorable Senator Daniel Inouye •
The Honorable Senator Daniel Akaka
The Honorable Congressman Neil Abercrombie
The Honorable Congresswoman Patsy Mink

Dear Senators and Congressional Representatives.

RE: American Airlines Layoffs due to Sept 11, 2001 tragedy ',

We would like to share our concerns in the handling of the closing of the American Airlines Admirals Club which 
resulted in our unemployment. (1 manager, 7 agents, 1 associate and 3 stewards)

On September 20, 2001, we were advised the Honolulu Admirals Club, one of six clubs including Phoenix, Cleveland, 
Detroit, Houston Intercontinental and Nashville, would be closing permanently with no job protection locally.

On September 21, 150 travel centers (ticket offices) closed including 2 in Honolulu located at the Ala Moana Center and 
Pearlridge Sears. All agents were protected by SENIORITY to the nearest reservations center. The Honolulu 
reservations center absorbed approximately 6 agents. American Airlines made an exception to allow travel center 
managers to be absorbed by the reservations center as well. (Normally managers have no job protection.)

On September 27, we had a meeting with the Honolulu General Manager, Mr. Mike Nozaki. We were advised that the 
Admirals Club agents could not be integrated with the airport staff because our job levels were different - however, we 
are defined as the same workgroup. We would need to complete a transfer form for the ticket counter and when an 
opening comes available we would be called by seniority for the next 2 years - during such time we would be losing 
seniority. Mainland transfers would be allowed into our station on an alternating basis to fill any vacancies.

Although the company says we have different job levels (because our pay provides $.50 more per hour worked) we have 
the same workgroup job codes of 4XXX. (Admirals Club 4012, Ticket Agent 4001) and we are also required to complete 
the same training.

We would like American Airlines to make the same exception afforded to the travel centers/reservations workgroup to 
our agent workgroup because it is the RIGHT thing to do. Same workgroup and layoff by seniority.

If American Airlines is unable to be fair to both workgroups, we then would like American Airlines to provide all 
employees laid off due to the September 11th tragedy to have priority into other departments in the same workgroup by 
city location. This would be accomplished by placing a freeze on all transfers between cities until laid off 
employees are accommodated within their location.

We are also anticipating the integration of the TWA agents sometime in November. We request our seniority with 
American Airlines have priority over the new TWA agents whose seniority will fall under an American employee in the 
same classification. Also, as soon as American's flights return to normal capacity, provisions should be made to 
accommodate displaced employees back into the company.

We thank you for your time and hope you may offer us your guidance.

With Greatest Respect,

Shari Higa, 20 years seniority
Diane Dehn, 16 years seniority
Virginia Johnson, 16 years seniority
Karen Luke, 15 years seniority
Annie Pilarca-Woods, 15 years seniority
Lynn Sadoyama, 14 years seniority

Wendy Chang, 6 years seniority 
Irene Anderson, 11 years seniority 
Sheryl Sakuma, 10 years seniority 
Nona Steward, 2 years seniority



American Airlines Admirals Club '
Honolulu. Hawaii "
Timeline .

Sept 19 Notification from Don Carty declaring “state of emergency at American Airlines 
Warn letter distributed.

Sept 20 Admiral’s Club Manager LLH Libby Lee-Hobbs called meeting with club employees 
Advised staff club will be closing Sept. 28. Five other Admirals Clubs closing including Phoenix. 
Cleveland. Detroit, Houston Intercontinental. Nashville. Reason, the Sept 11 tragedy 
and HNL a resort market. No severance, no details of benefits, no job 
protection. 11 employees in HNL..approx 35 to 45 agents systemwide.

Sept 20 AA announced the closing of 150 travel centers (city ticket offices) 
throughout the system, including 2 offices in HNL.. Immediately travel -
center agents and managers advised they would be protected and integrated into the 
Honolulu Reservations Center or the AA reservations center nearest 
to their home. Jobs and seniority protected.

Sept 20 We drafted letter to Don Carty, CEO and President of American Airlines 
requesting integration into the airport operation/ticket counter. Our 
seniority range from 15 to 20 years average in experience/job knowledge. 
CC Hawaii Congressional Team. Governor and other AA depts.

Sept 21 Through our calls made to the Dept of Transportation and Govenor’s office, we were advised 
Gen Mgr Mike Nozaki and LLH. the State is willing to renegotiate and lower 
our current lease. Requested they follow up on our behalf with AA HDQ 
or AA Real Estate to advise.

Per LLH, AA decision to close the club irreversable.

Sept 21 LLH announced the Club would be closed by end of day instead of 
Sept 28th as originally announced.

Questions in regards to our possible integration into airport ticket counter 
as agents unanswered.
Details on our layoff package still being formulated, .maybe ready Sept 25.

Sept 25 Reduction In Force partial layoff package distributed..included general 
information i.e. medical insurance, 401k, vacation accrual, recall rights, 
travel privileges.
Still no information on integration

Sept 26 Announcement of Consideration Pay or Extraordinary Pay 
Details to arrive 27 Sept

Sept 27 Consideration Pay given..also help with resume writing, career counseling
and extended travel privileges announced.
Meeting with GM Mike Nozaki at approx 2pm...asked GM for assistance 
with our job integration and consideration for airport agent positions. 
He advised although the rules are somewhat fluid but must follow regulations 
and put in a transfer form. Cannot promise anything. So far, HNL has 
no flights cut from their schedule and no layoffs. Approx 10 reductions 
from fulltime to parttime status at ticket counter and on ramp. Also he 
must also take in transfers from other cities, by alternating, local and 
transfer per regs.



Sept 27

Sept 28

Sept 28

Called AA Human Resources they could not give us an answer to 
Questions regarding TC andTC managers integration in to Reservations.

Reduction in Force Package distributed for Club Manager and 
Stewards (clerical positions).

Conference call with Debra Wallen. Western Region Manager of 
Premium Services. Although our agent workgroup is 4XXX.the 
same as the airport agents, she advised our dept is ..out of classification., 
so cannot be integrated. .Also we are an interview position so 
cannot ..bump..back into ticket counter.
,NOTE..Tvl Center also an interview position.
We mentioned lack of information referring to our job type in our 
regulations book. She said regulations are somewhat fluid and they 
had to figure out what was most fair to everyone.
We also asked about integration of TWA employees..she advised
Mr Carty is a fair man and promises were made. Currently HNL has not 

yet integrated TWA employees into the airport operation. Many AA 
positions already being cut or reduced before they arrive. We requested 
consideration for airport positions since we are already trained.

HNL Sales office closed, includes the manager, inside sales representative 
and secretary. (these positions are management and clerical status so 
no job protection offered.)



September 20, 2001

Mr. Don J. Carty
Chairman, President, & CEO
American Airlines .
P.O. Box 619616, MD 5624
DEW Inti Airport, TX 75261-9616 ,

Dear Mr. Carty:

We are devastated about the decision to close the Honolulu Admiral s Club. Our 
combined 141 dedicated years of commitment and loyalty to American should not be 
overlooked.

We ask that you please consider allowing us to have bumping rights within our station 
(i.e. ATO, Reservations, & Travel Centers) and reinstatement rights.

We understand that American Airlines must take drastic measures for the survival of the 
company. We believe that American Airlines will prevail over this hardship and we 
would like to continue being a part of the AA family in the recovery process.

Thank You.

With great respect,

Employees of the HNL Admirals Club
Shari Higa 
Diane Dehn 
Virginia Johnson 
Iwalani Campman 
Karen Luke

004704 
106268 
006922 
059823 
049140

20 years of service 
16 years of service 
16 years of service

Annie Pilarca-Woods 055354
Lynn Sadoyama 
Irene Anderson 
Sheryl Sakuma 
Wendy Chang 
Nona Steward

117203 
.196652 
340270 
433301 
563760

15
15
15
14
11
10
6
2

years 
years 
years 
years 
years 
years 
years 
years

of service
of service KT^-w 
of service ' 
of service' ‘ 
of service 
of service^ 
of service 
of service ^^^t--''

oc

CC: President George W. Bush 
Senator Daniel Akaka 
Senator Daniel Inouye 
Representative Neil Abercrombie 
Representative Patsy Mink 
Governor Benjamin Cayetano

Mayor Jeremy Harris 
Mike Gunn 
Debi Wallen 
Human Resources 
Michael Nozaki 
Libby Lee-Hobbs



September 23, 2001

Mr. Don J. Carty
Chairman, President, & CEO
American Airlines
P.O. Box 619616 MD5624
DFW Inti Airport, TX 75261-9616

Dear Mr. Carty,

It is essential to the survival of American Airlines at a time like this to be sure that the company possess 
and retain its most loyal, most dedicated and most experienced personnel on duty. The team at The 
Honolulu Admirals Club has compiled a history of just that kind of service. Seniority dates of the 
Premium Service Representatives at Honolulu average 14.5 years each. Their skills, developed during 
their careers with American, cover a wide range of responsibilities in the airport operation, including 
ticketing, ticket lift, baggage, flight, and special services. Admirals Club services specifically include 
Premium Customer Service and revenue generation and conversion.

If the Admirals Club closure is irreversible, it is a sad decision. I feel that the Premium Service 
Representatives should be integrated into passenger service in order to help keep this airline strong. 
These individuals are the most dedicated employees, which American Airlines needs to successfully fight 
its way back from this devastation. Now is not the time for American Airlines to turn its back on its most 
committed and loyal employees.

With the indefinite closure of the Cleveland, Detroit, Nashville, Houston, Phoenix, and Honolulu 
American Airlines Admirals Clubs, the future of The Premium Service Representatives is uncertain. The 
abilities and outstanding customer service skills should be addressed and considered for positions in 
passenger service. Nearly all the Premium Service Representatives originated from passenger service and 
were interviewed and selected for the honored position in the Admirals Clubs. They are knowledgeable 
and current with ticketing and security procedures and are included in yearly training in hazardous 
materials and dangerous goods.

Again, I want to emphasize the loyalty and dedication these employees have shown over the past decades, 
from the good times of growth and prosperity to the bad times of recession and the Gulf War 10 years 
ago. I believe that these employees have stayed focus and contributed a major role in the success of 
American Airlines. Seniority, a wide range of skills, dedication, loyalty and a proven history of 
commitment to American Airlines are the legitimacy and rationale behind this effort to retain the skills 
and services of our Premium Service Representatives.

Sincerely,

Armie Pilarca Woods 
055354

Cc: Libby Lee-Hobbs 
Marilyn Devoe 
Mike Nozaki

Cathy Bradley Berg
Mike Gunn 
Stephanie Welch

Debi Wallen
Craig Kreeger

Dan Garton
Bill Kramer



Armie Pilarca Woods

From: 
Sent: 
Ko:

Subject:

Shari Higa [PurpleAngel@Hawaii.rr.com] -
Sunday, September 23, 2001 8:17 AM ''
Sheryl Sakuma; Nona Girl Steward; Lynn Sadoyama; Karen Luke; Libby Lee-Hobbs; Gigi 
Johnson; Diane Dehn; Wendy Chang; Irene Anderson; Armie Woods 
Fw: HNL Admirals Club

I just wanted to share another email that was sent to me. 
We definitely have friends out there!!!

Shari
----  Original Message ----
From: "Kerryn" <kerryn@hawaii.rr.com>
To: <purpleangel@hawaii.rr.com>
Sent: Saturday, September 22, 2001 8:44 PM
Subject: FW: HNL Admirals Club

> Hi girl, ,
> Here's a copy of the letter. I sent it to Dan Garton, Don Carty and
> Marilyn Devoe...
> Take care.... praying for them to listen and do something good.
> Kerryn

> From: "Kerryn" < >kerryn@hawaii.rr.com
> To: dan.garton@aa.com
> Subject: HNL Admirals Club
> Date: Sat, Sep 22, 2001, 5:42 PM

> Dear Mr. Garton '
> We are all saddened by the events that devastated America and
> American Airlines on Sept. 11, 2001. I know that you are doing your
> best to help our company survive during this horrible time and for
> this I am very grateful.
> I was recently advised of the closing of Honolulu's Admirals Club.
> My concern is that in closing the Honolulu Admirals Club we will also 
> lose some of Honolulu's finest customer service agents. Most of these 
> women came from Passenger Service and would be welcomed by myself and 
> others to return to front lines of passenger service. They have had 
> many years of experience at American (some with 15-20 years of
> seniority). They are all professional, dedicated, and knowledgeable
> people who deserve a chance to serve with American as we work
> together to help our company not only survive but to see prosperous
> days '
> again.
> Thank you for your consideration and your time.

> Sincerely,
> Kerryn Carland .
> HNL
> Passenger Service
> 078598
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Main Identity_____  ________________ ._____ __________________________

From: "Shari Higa" <PurpleAngel@Hawaii.rr.com>
To: "Mr. Don Carty" <don.carty@aa.com>
Sent: Thursday, September 27, 2001 7:36 PM
Subject: Agent Status 4XXX

Dear Mr. Carty,

Thank you for your dedication to our American Airline family.

I’m am one of the Premium Service Agents that will be layed off effective Saturday, 
September 29, 2001. And I am so disheartened by the way AA is mishandling their 
dedicated employees during this layoff.

We are classified as AGENTS 4XXX (4012) as stated in black and white under 
’’WORKGROUP” in the NavigAAtor. However, we are not being allowed to merge 
with the ATO (4001, 4551). The WORKGROUP 6XXX which includes the Travel 
Centers (6061) was allowed to merge into Reservations (6069) and, in addition, the 
Travel Center Mangers (6000) were also allowed to continue their employment in 
reservations. I fully support AA’s decision to allow this merger because it is the 
same workgroup and it rewards seniority and, most of all, it’s the RIGHT thing to 
do. My question that no one has been able to answer, including Human Resources, is 
WHY are we not being allowed to merge within our workgroup?

I know that all of us are important to you and I’m anxiously awaiting your reply. 
Thank you very much.

Respectfully yours,

Shari Higa - -
#004704
HNL

9/28/01
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: HAWKINS PHONE NO; : 630 527 9311 Oct. 09 2001 02: :5AM P

Mitchell A. Hawkins '
555 Hahaionc Street #4G Honolulu, Hawaii 96858 

Ph: (808) 394-5074 Fax: (808) 396-6956 
Skiphawkin@aoLcom

September 20, 2001

Mr. Don Carty 
Chairman and CEO 
American Airlines 
Fax: (817) 967-9220

Dear Mr. Carty,

I have been a loyal and frequent flier of your airline since 1981. I have flown almost 3 
million miles with you and met many outstanding American employees during my 
travels.

I am greatly disturbed to learn that many will be let go. The last thing this country needs 
is to start slashing more jobs. AH of your employees are aware of the crisis in America. 
Rather than cut jobs, I am sure all of them, yourself included, would be willing to make 
voluntary sacrifices such as salary and hours reduction, voluntary leave of absence 
without pay, and/or choose an early retirement option. The government financial 
assistance you will be receiving should be used to save jobs, to strengthen the weak 
economy. .

The American Airlines AAdvantage program was instrumental in reviving the airline 
industry at a time of economic distress. New ways need to be explored to once again 
increase travel.

What inspired me to write you was learning about the closing of the Honolulu Admirals 
Club. This might be one of your smaller clubs but there is none better. The talented and 
loyal staff that works here in Hawaii does not deserve this. I visit many Admirals Clubs 
in the world and none of them provide a higher level of service. Personally, I utilize this 
staff to service my travel needs. I urge you to reconsider this closing and what it means 
to the long time and loyal employees here in Hawaii. We depend on the airlines to bring 
people to Hawaii as there are no alternative means. Please be sensitive to the fragile 
Hawaiian economy. I urge you to please, please reconsider.

Sincerely,

wlans 
952

Mitchel
AA#371



Lynn Sadoyama <lynnsadoyama@yahoo.com> 09/24/01 
12:47AM '
Dear Mr. Carty,

I am writing to you with the hope that you can help 
those of us that are being affected by American 
Airlines decision to close the Honolulu Admirals 
Club.
As Premium Service Agents, we all have experience in 
Reservations and/or ATO and have attended and 
completed all the necessary training and SAI lessons 
required to keep up with current procedures.

Prior to becoming a Premium Service Agent two years 
ago, I was a Customer Service Agent for 12 years. 
My 
background includes; gates, immigration, customs, 
check-in, ticketing, as well as speaking fluent 
Japanese.

We have dedicated many years in helping American 
Airlines grow by continually providing top quality 
service expected of us by our premium service 
customers. We would like to continue to provide 
this 
level of excellent service due to the fact that it 
would be crucial to the recovery and success of 
American Airlines.

I will make any necessary sacrifices, even if it 
should mean a cut in pay or temporary leave of 
absence. Thank you for your consideration into this 
matter.

Respectfully,

Lynn Sadoyama

117203-HNL

mailto:lynnsadoyama@yahoo.com


Dear Don Carty. . _

I would like to express my concerns with the recent layoff guidelines for Premium Services. My 
major concern is regarding the policy that does not allow Admirals Club/Premium Services/Platinum 
Service Center Representatives to have “bumping rights” into the passenger service work group. Most 
Premium Service Reps, began their careers at the ticket counter/gates and have more experience than some 
of the newer agents who will not be laid off. Many Premium Service Reps have seniority dates ranging 
from 34 years with the company to 2 years with the company. Many new hires to the passenger service 
workgroup have less than 2 years seniority with the company. Having seniority proves our dedication and 
loyalty to American Airlines and it’s customers. Premium Service Reps, understand how to provide 
excellent customer service to our most important customers and our customers appreciate our service.

Personally I have worked in Reservations, ticket counter, gates, baggage service, the international 
department and the city ticket offices with 11 V2 years seniority. There are agents at the ticket counter who 
are able to keep their jobs with less than a year seniority and no experience with the company.

Recently, you gave us the choice to choose whether we would like company or occupational seniority. 
Whichever decision we made the Premium Services department was categorized with passenger services, 
ctos, cargo and reservations. I understand because of the current situation and the events that happened on 
the 11th overrule some of the current policies however, we were there as well continuing to give our 
passengers the best customer service and dedication as we usually do.

Over the years we have gone through flight attendant strikes, pilot strikes, snowstorms and outsourcing but 
we are still here. If you were a passenger who really needed to have a problem solved and had a choice 
between an agent with 20 years experience and one with 11 months experience, which one would you 
rather go to? Ball players put out their best hitters when times are tough. Hockey players put out their best 
line of men when they really need to score. During this economic crisis, American needs its best, most 
experienced players to win back its customers and keep their trust and our pride in our name. American.

Please consider allowing Premium .Service/Admirals Club Representatives to work in passenger services if 
they are in jeopardy of a layoff based on seniority.

Sincerely,

Karen Grosse-Admirals Club/Premium Services Boston



Armie Pilarca Woods

From: Shari Higa [PurpleAngel@Hawaii.rr.com] ■
Sent: 

iTo:
Wednesday, September 26, 2001 8:16 PM •"
Armie Woods; Nona Girl Steward; Lynn Sadoyarha; Karen Luke; Libby Lee-Hobbs; Gigi 
Johnson; Diane Dehn; Wendy Chang; Irene Anderson

Subject: Fw: letter to Nozaki

----  Original Message ----
From: "Kerryn" <kerryn@hawaii.rr.com>
To: <purpleangel@hawaii.rr.com>
Sent: Wednesday, September 26, 2001 9:37 AM
Subject: letter to Nozaki

> Hi Shari, -
> Could not sleep last night. Had to write some more letters. This 
> one I sent to Mike. I am sending another, slightly revised copy to 
> Don Carty and Dan Garton.
> Hang in there, .
> Kerryn .

> From: "Kerryn" < >kerryn@hawaii.rr.com
> To: michael.nozaki@aa.com
> Subject: HNL Admiral's Club
> Date: Wed, Sep 26, 2001, 9:35 AM

> Dear Mike,
> Although I wanted to speak with you in person, I know that you
> have been extremely busy working on the HNL family's behalf. I know 
> that the closing of the Admiral's Club must be a shock to you as well 
> as to the rest of us here in Honolulu.
> I am shocked and deeply saddened about the closing of the
> Honolulu Admiral's Club. Are some of my reasons personal... of course 
> they are. We are family here. Losing them as part of our family is 
> heartbreaking, to say the least. But looking at it from a business 
> standpoint, I am puzzled by the decision to close the Club. I do 
> realize that our company has to find ways to survive through these 
> terrible times, however I find it hard to believe that the "powers 
> that be" could possibly be looking at the big picture or at the future 
> restoration of our company. I have worked for American for 19 years 
> and time after time, I have been reminded that without our customers 
> we are nothing. Our premium passengers have ALWAYS been our top 
> priority in every area of our operations.
> Under the dedication and leadership of Libby Lee-Hobbs, the HNL
> Admiral's Club has grown, prospered, served our clientele well, and 
> been an integral part of the success we have at HNL. Libby, Shari, 
> Lynn, Diane, Karen, Gigi, Wendy, Armie, Nona, Sheryl and Irene have 
> dedicated years to the success of American Airlines in Honolulu. I 
> know, without a doubt, had this fine group of people been given the 
> opportunity to work with us to restore American Airlines to good 
> health and prosperity, they would have met the challenge with the same 
> dedication, professionalism and hard work that they have always 
> exhibited. Without them, I feel that our ability to regain our 
> customers will be weak and half-hearted. We need them. That's all 
> there is to it.

Thank you for your time. 
Sincerely, 
Kerryn Carland

1
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Armie Pilarca Woods

Rom: Shari Higa [PurpleAngel@Hawaii.rr.com] ■

Friday, September 21,2001 11:50 PM

To: Armie Woods; Nona Girl Steward; Sheryl Sakuma; Lynn Sadoyama; Libby Lee-Hobbs; Gigi Johnson; Diane Dehn
Subject: Fw: HNL ADMIRALS CLUB

~: :":::?". T :::^t ’mnt?d t~ -ix~~~ xv^i*»Mf« c.^-x-x-* letter with a?! nf v~w He ie ~ t~ue r":^^^

Shari
-----Original Message------
From: WALTER S. MATSUOKA, JR.
To: don.carty@aa.com
Cc: WENDY CHANG ; SHARI HIGA
Sent: Friday, September 21,2001 11:34 PM
Subject: HNL ADMIRALS CLUB

21 SEPT 2001

MR. DON J. CARTY
CHAIRMAN, PRESIDENT, & CEO 
AMERICAN AIRLINES 
PO BOX 619616 MD5624 
DFWINTL AIRPORT, TX 75261-9616

DEAR MR. CARTY,

«
DAY I RETURNED TO WORK AFTER 2 SCHEDULED DAYS OFF ONLY TO FIND 
^ THAT OUR BELOVED ADMIRAL'S CLUB HAS BEEN CLOSED DUE TO THE 
TBACKS AS A RESULT OF THE TRAGEDY OF 11 SEPT 2001.

I AM WRITING THIS LETTER TO BEG YOU TO RECONSIDER. THIS IS A CLUB THAT 
IS A TWO TIME WINNER OF THE PRESTIGIOUS "CLUB OF THE YEAR” AWARD IN 
1988 AND 1992. UNDER THE LEADERSHIP OF ELIZABETH "LIBBY" LEE-HOBBS, 
THE EMPLOYEES OF THE CLUB (SHARI HIGA, DIANE DEHN, VIRGINIA "GIGI" JOHNSON, 
IWALANI CAMPMAN, KAREN LUKE, ARMIE PILARCA-WOODS, LYNN SADOYAMA, IRENE 
ANDERSON, SHERYL SAKUMA, WENDY CHANG, AND NONA STEWARD) PROVIDE THE 
ESSENCE OF WHAT OUR PREMIUM CUSTOMERS HAVE COME TO EXPECT FROM 
AMERICAN AIRLINES; TOTAL DEDICATION, COMMITMENT, EXPERIENCE, LOYALTY, 
AND PROFESSIONALISM.

SOMETIME IN THE FUTURE, BE IT NEAR OR DISTANT, THE COMMANDER IN CHIEF OF 
THE U.S. MILITARY WILL COMMIT OUR ASSETS IN A WAR AGAINST THOSE WHO SUPPORT 
AND/OR HARBOR TERRORIST. THE ASSETS THAT HE WILL COMMIT WILL BE OF THE 
FINEST EQUIPMENT AND TECHNOLOGY THAT OUR COUNTRY HAS AVAILABLE. MANNING 
THE EQUIPMENT AND TECHNOLOGY WILL BE THE FINEST MEN AND WOMEN THAT WEAR 
THE UNIFORM OF OUR MILITARY. LIKE OUR MILITARY WHO WILL SOON BE IN CONFLICT, 
WE AT AMERICAN HAVE A CONFLICT OF OUR OWN; ONE OF SURVIVAL. IN MY HONEST 
OPINION IN ORDER FOR US AT AMERICAN TO SURVIVE WE WILL NEED THE FINEST CUSTOMER 
SERVICE REPRESENTATIVES ON THE FRONT LINE THAT WE CAN MUSTER. AGENTS AND 
REPRESENTATIVES WHO HAVE THE TOTAL DEDICATION, COMMITMENT, EXPERIENCE, LOYALTY, 
AND PROFESSIONALISM THAT OUR ADMIRAL'S CLUB STAFF DISPLAYS DAY IN AND DAY OUT.

AGAIN, I BEG YOU TO RECONSIDER YOUR DECISION TO CLOSE THE HNL ADMIRAL'S CLUB.
ASSURE YOU THAT THIS WILL BE A MOVE THAT WILL BE A STEP IN THE RIGHT 

^^ECTION TOWARDS THE SURVIVAL OF OUR COMPANY. IF THE OPERATION OF THE CLUB 
IS NOT AN OPTION, WOULD IT BE POSSIBLE TO KEEP THESE LADIES IN UNIFORM AS PSGR 
10/4/01
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rage z oi

SERVICE AGENTS. I'M SURE I SPEAK FOR ALL OF THE HNL PSGR SERVICE AGENTS WHEN I 
SAY, I'D BE PROUD TO BE WORKING NEXT TO THEM SERVICING OUR CUSTOMERS.

^^PECTFULLY SUBMITTED & GOD BLESS AMERICA (AND AMERICAN), •

VI^LTWS. MATSUOKA, JR 
HNL 
87903

10/4/01



Dear Mr. Carty,

On behalf of the Honolulu Premium Services Agents, we would first like to thank you for 
your efforts during this difficult time. We understand many drastic changes must be 
implemented for the sake of our company. Six Admiral Clubs including Honolulu have 
closed effective September 21st. We are all disappointed and heartbroken. Honolulu 
Admirals Club is a small and profitable operation. Many of American Airlines top tier 
passengers enjoy traveling to our islands, both for business and pleasure. They will 
continue to fly to Hawaii, hopefully on American. We also service many of our top tier 
One World passengers on a daily basis. Due to the heightened security at the airports we 
have asked our customers to check in early for their flights. With the closing of the 
Admirals Club, our top tier passengers have lost both the use of the club as well as 
exceptional customer service they have come to expect. The Premium Service 
Representatives should be available to these customers, it is very important to both our 
customers as well as our airline. We all hope American Airlines will offer the services of 
an Admirals Club in Honolulu when the company becomes financially stable again.

On Thursday, Sept. 20th we were advised that our Club would close effective the 
following Friday, Sept. 28th. Upon opening the next day, we were told that the Club 
would be closing at the end of the day and our last day would be a week later. At that 
time, we were advised to take the weekend off and to report back to work on Monday at 
which time we were to receive our RTF package. We finally received our package on 
Tuesday. Unfortunately, it did not address many of our questions that have yet to be 
answered. As Premium Service Agents we fall under Job Series 4xxx which is listed as 
Agents 4xxx. During that time, we learned of the decision to close 105 Travel Centers 
system wide, which falls under the Job Series 6xxx. We find that they are being absorbed 
into Reservations, which also fall into the 6xxx series. Effective tomorrow, as far as the 
company is concerned we are on a recall status. However, given the guidelines in 
Navigator we feel that since we are categorized in the Agent 4xxx Job Series we should 
also be incorporated with others in the same category, i.e. ticket counter. We firmly 
support the decision regarding the integration of the Travel Centers and Reservations as 
they are defined in the same work group. We request equal consideration for the less than 
fifty Premium Services Agents from the closed clubs, to be placed within our designated 
4xxx Job Series. No one so far has been able to answer why we are not being 
incorporated, not even Human Resources. We ask that the Company stop and look at our 
situation. We are not asking for anything more than equality and fairness in all decisions 
being made. Currently, we are all proficient and qualified to work at the ticket counter 
immediately without further training, as we are 100% compliant with SAI’s, Dangerous 
Goods and Hazwoper training. Since we are all agents and are categorized in the same 
group, seniority should have merit.

We, at the Honolulu Admirals Club, are willing to follow your lead by taking a pay cut 
till the end of the year or unpaid overage leave. Unfortunately, that option has never been 
made available to us. We have provided many years of loyal and dedicated service to the 
company and would like to be given a chance to participate in the recovery process. We



hope that you give this proposal serious consideration and we would certainly be willing 
to discuss it in further detail. .

We are anxiously awaiting your reply.

With great respect,

Your dedicated and loyal employees at the HNL Admirals Club



rage i ui i

Armie Pilarca Woods •

«
om: rgejohnson [rgcjohnson@dellepro.com] • '

frit: Monday, September 24, 2001 12:41 AM
To: don.carty@aa.com

Cc: dan.garton@aa.com; mike.gunn@aa.com; craig.kreeger@aa.com; bill.kramer@aa.com; cathy.berg@aa.com;
debi.wallen@aa.com; mike.nozaki@aa.com; stephanie.welch@aa.com; llh@hawaii.rr.com

Subject: HNL Admirals Club

Dear Mr. Carty,
We are all saddened and devastated by the events of September 11, 2001. I understand that you must 

make many difficult decisions during this critical time in order for our company to survive. The decision to 
close the Honolulu Admirals Club has brought much heart ache to those of us that have had the privilege to 
work there. Nevertheless, the company's survival is at stake.

In these extraordinary circumstances, I ask that you consider the following. The agents who work in the 
Honolulu Club have all come from Passenger Service and/or Reservations. Most of the agents have 
between 14 and 20 years of service to American Airlines. We are all current in our ticketing and SAI 
training. Personally, I have worked at the ticket counter, gates, immigrations and customs. In over 16 years 
with American Airlines I have achieved perfect attendance (with the exception of a maternity leave). I along 
with another have had the honor of winning the Agent Excellence Award, something that we are very proud 
of. The agents in the Club are hard working, dedicated, professional and loyal employees. Our manager, 
Libby Lee-Hobbs expected that of us and we expected no less of ourselves. Of course, we would all prefer 
to see the Honolulu Admirals Club remain open. However, if it is not in the best interest for the company to 
keep the Club open during these times, we implore you to consider having us return to Passenger Service. 
With our years of experience, we can continue to be an asset for American along with our fellow TEAAM 
^embers at the ATO. We know that American Airlines will get through these difficult times and we know 
Ht it will take time. We ask that we can continue to contribute to this great company and to be a part of it's 
recovery process. ' _

Sincerely,

Virginia Johnson
006922

10/3/01
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Armie Pilarca Woods

From: rgcjohnson [rgcjohnson@dellepro.com] 
t: Monday, September 24, 2001 9:25 PM

To: don.carty@aa.com

Subject: Special Jetwire Sep2401
Dear Mr. Carty,

The message in your "Special Jetwire Sep2401" discussing ways each individual employee can help in getting American back 
on its feet hit home. I am an employee affected by the closing of the Honolulu Admirals Club and I along with my coworkers and 
fellow AAer's share your determination in getting American Airlines financially stable again. I also volunteer to take a pay cut and 
will sacrifice whatever else is needed to help our company in this difficult time. To quote from the Special Jetwire Sep2401, "I 
realize this step by itself will have little impact on our company's overall financial health, but my hope is that it will underscore the 
depth of my commitment to this great airline...". I also feel compelled and committed as you do, to do all that I can to help a 
company that has been so good to me in the past. Please let all of your fellow TEAAM members continue to contribute to the 
recovery of American Airlines.

Thank you for your hard work, dedication and sacrifice in this most difficult time.

Sincerely,

Virginia Johnson 
006922

10/3/01
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September 21,2001 ■ - o

Dear Libby,

Thank you for all you have done for us, especially during this difficult time. Although 
if s been just as trying and painful for you, we appreciate your efforts to explore all 
possible avenues and for always being there for us. ,

We feel much loyalty to American Airlines and are willing to do anything to retain 
employment with AA and remain a part of the AA family, especially in this time of 
recovery.

Here are some ideas to help:

• Would Premium Services be open to having a First Class/Admiral’s Club queue at the 
ATO manned by us? We are familiar with our Premium passengers, the corporate 
executives (and their families) and could retain those relationships, while soliciting 
new Admirals Club memberships. In addition, continue providing the level of 
exemplary service our Premium passengers are a custom professionalism, experience, 
consistency, and accuracy. We feel that closing the HNL Admirals Club is not only 
a disservice to our Admirals Club members, but also, because we serve many 
oneworld top tier passengers daily, affects our relationship with our oneworld 
alliance.

• As you know, we have heard from our contacts with the State DOTA that the State is 
flexible and willing to negotiate with the airport leases - Do you think it would help 
our case if we were given a significant reprieve on our club lease?

• We understand that other departments are offering up to 3 months of Overage Leave. 
Because we do similar functions as the ticket counter (such as check in and ticketing) 
is it possible to integrate our passenger service skills?

• If we reopen the club, would we be able to job share, cut hours, cut pay?

Again, thank you for being a great manager.

Aloha,

Shari, Diane, Gigi, Iwalani, Karen, Armie, Lynn, Irene, Sheryl, Wendy, & Nona

CC: Cathy Bradley Berg Dan Garton
Debi Wallen Craig Kreeger
Bill Kramer Mike Nozaki

Marilyn DeVoe 
Mike Gunn


