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<MULTI-SITE> MAY 13, 2026

Disruption communication and
recovery gaps

Digital Ops and Airport Customer Care should fix disruption recovery first: today, test the
Chicago QR and rebooking-text flow against a missed-connection scenario, then mea-
sure minutes from gate-close risk to usable rebooking option. Two Chicago passengers
describe failed digital recovery after rolling delays—one QR path only showed standby,
and one rebooking text arrived 30 minutes after the gate closed—forcing desk-line
demand. This week, Denver Gate Ops should also align app delay estimates with gate
facts and require a plain-language delay reason, then track repeated “where is the aircraft

/ why are we delayed” questions per delayed flight.
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EXECUTIVE BRIEF

WHAT IS HAPPENING

Chicago recovery flow is failing
passengers after rolling delays

Two Chicago Connections Desk reports point to the same
failure mode: after rolling delays cause a missed con-
nection or gate closure, the digital recovery path does
not give passengers timely, usable rebooking help. One
passenger was sent to a QR code that only showed
standby options; another received a rebooking text 30
minutes after the gate closed and had to join the service
line.
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CRED PRIORITY)

WHY IT MATTERS

Passengers who are already disrupted are being
pushed into lines because the digital path is late or
incomplete. That raises desk load and creates avoid-
able missed-connection frustration.

DO THIS WEEK

Have Digital Ops and the Chicago Connections Desk
lead run a live test of the QR and rebooking-text flow
by Wednesday using a missed-connection scenario;
measure whether the first digital option offers con-
firmed rebooking help, standby-only, or no action, and
record minutes between gate-close risk and passen-
ger notification.

EVIDENCE

2 of 5 accepted submissions (40%) across Chicago
Connections Desk; confidence 80%.

MEASURE NEXT

Have Digital Ops and the Chicago Connections Desk
lead run a live test of the QR and rebooking-text flow
by Wednesday using a missed-connection scenario;
measure whether the first digital option offers con-
firmed rebooking help, standby-only, or no action, and
record minutes between gate-close risk and passen-
ger notification.
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VOICE OF THE CUSTOMER

“I missed my connection after the rolling delay and the connec-
tions desk told me to scan a QR code that only showed standby
options.”

On Chicago recovery flow is failing passengers after rolling delays — 2 submissions - 40% of accepted

feedback - confidence 80%
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RED - 1 FINDING

Fix this week. Customers are leaving.

Chicago recovery flow is failing passengers after rolling
delays

Two Chicago Connections Desk reports point to the same failure mode: after rolling delays cause a

01

missed connection or gate closure, the digital recovery path does not give passengers timely, usable
rebooking help. One passenger was sent to a QR code that only showed standby options; another
received a rebooking text 30 minutes after the gate closed and had to join the service line.

MENTIONS SHARE CONFIDENCE TREND
2 40% 80% new
IMPACT NEXT ACTION

Passengers who are already disrupted are being
pushed into lines because the digital path is late
or incomplete. That raises desk load and creates
avoidable missed-connection frustration.

Have Digital Ops and the Chicago Connections
Desk lead run a live test of the QR and rebook-
ing-text flow by Wednesday using a missed-con-
nection scenario; measure whether the first
digital option offers confirmed rebooking help,
standby-only, or no action, and record minutes
between gate-close risk and passenger notifica-
tion.

“I missed my connection after the rolling delay and the connections desk told me to scan a QR code that only

showed standby options.”

“The rebooking text arrived 30 minutes after the gate closed, so the customer had to stand in the service line

with everyone else.”
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YELLOW - 1 FINDING

Watch closely. Friction is mounting.

01

Denver delay information is rolling without enough facts

Two Denver Gate Ops comments describe delay information that changed repeatedly or stayed stale
without a clear cause. The app reportedly repeated “20 more minutes” for about two hours while the gate
agent said the aircraft had not arrived, and another passenger saw boarding time change four times
without an explanation of whether the cause was crew, weather, or aircraft.

MENTIONS SHARE CONFIDENCE TREND
2 40% 78% new
IMPACT NEXT ACTION

When the app and gate message do not match,
passengers lose trust in both channels and keep
asking staff for basic facts. Missing delay cause
also leaves passengers unable to judge connec-

Have Denver Gate Ops and Network Control as-
sign one delay-message owner before the next
evening bank; for every delay over 30 minutes,

post aircraft status plus one plain-language de-

lay reason in both the app feed and gate an-
nouncement, then count passenger guestions

tion risk or plan around the wait.

about aircraft location or delay cause per de-
layed flight for seven days.

I “The app kept saying 20 more minutes for two hours, but the gate agent said the aircraft had not arrived yet.”

I “Boarding time changed four times and nobody explained whether the delay was crew, weather, or aircraft.”
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GREEN - 1 FINDING

Keep doing this. It is working.

01

ver gate area

Specific aircraft-arrival announcements calmed the Den-

One Denver comment shows that clear, observable gate communication worked: the gate agent an-

nounced the actual aircraft arrival time, and passengers could verify it against ramp activity. This is a

one-off positive signal, not yet a broad trend, but it identifies a behavior worth repeating during rolling

delays.

MENTIONS SHARE

1 20%
IMPACT

Concrete gate facts reduce uncertainty when
passengers can see aircraft movement or lack
of it. This can lower crowd tension and reduce
repeated questions to agents.

CONFIDENCE TREND

62% new

NEXT ACTION

Have the Denver station manager add a short
delay-announcement prompt to the gate lead
checklist by Friday: state aircraft location/status,
expected arrival time if known, and what pas-
sengers can expect next; spot-check two de-
layed departures and note whether passenger
guestion volume drops after the announcement.

“The gate agent who announced the actual aircraft arrival time calmed the group because it matched what

passengers could see on the ramp.”
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. IDEAS WORTH SHIPPING

+

What to try next
Missed-connection QR smoke test

Chicago feedback shows the QR path may
send disrupted passengers to standby-only
options instead of rebooking help.

EXPECTED IMPACT

Catch broken or incomplete recovery paths before
they push passengers into the service line.

EFFORT LOW

Three-line gate delay script

The positive Denver comment shows passen-
gers calmed down when the agent named the
actual aircraft arrival time and it matched what
they could see.

EXPECTED IMPACT

Make the useful gate behavior repeatable across
delayed departures without adding new tools.

EFFORT LOW
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Delay message parity check be-
tween app and gate

Denver passengers reported the app repeating
“20 more minutes” while the gate had different
aircraft-status information.

EXPECTED IMPACT

Cut contradictory messages and reduce repeated
aircraft-status questions during rolling delays.

EFFORT MEDIUM
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DISCLAIMER

About this report

Gistback turns private feedback into an evidence-backed operating brief. Use this page as the interpretation
guardrail for the findings and ideas above.

AI-ASSISTED SUMMARY

This report is generated from accepted feedback using Gistback analysis. It is designed to help operators decide what to inspect, test,
or fix next; it should not replace human review.

EVIDENCE LIMITS

Counts and percentages reflect the feedback submissions accepted into this reporting window, not a statistically representative
customer survey. Treat findings as directional operating signals.

PRIVACY AND COMPLIANCE

Gistback screens for obvious spam, abuse, and personal information before reporting, but this document is not legal, medical, security,
or compliance advice. Review sensitive findings with the appropriate owner before external distribution.

OPERATIONAL JUDGMENT

Recommendations are framed for multi-site operations at Northstar Air. Validate root causes on the floor, in the product, or with the
responsible team before making irreversible changes.
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