International United Business ® 
Employee Q & A
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Q. What are you announcing?
A. We are very excited to showcase the debut of our new international United Business seat which can be configured to a fully lie-flat bed. The new seat represents a major additional proof point in delivering on the multi-million dollar investment we are making to upgrade and enhance our 97-plane widebody international fleet. This is the second announcement about the investment United is making in our International Premium Travel Experience, following the December 2006 unveiling of our United First Suite. New international premium cabins are designed to provide our customers with an optimal space to work, sleep or relax while enjoying the latest entertainment and amenities on overseas flights.
 
Q. Why are you making these changes?
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A. We're committed to enhancing the customer experience through innovative products, features and options. Our customers will appreciate the new state-of-the art seat features, in-flight entertainment options, enhanced dining and other amenities when traveling internationally.
 
Q. What does the new international Business Class seat feature?
A. The new United Business seat reclines to a 180-degree, 6-foot, 4-inch lie-flat bed allowing for maximum comfort. The new seats will also feature a new on-demand audio/video entertainment system, more space as well as functionality that allows guests to customize the in-flight experience to their personal preferences.
 
Q. On which aircraft models will it be available?
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A. We will roll-out the new seating and in-flight entertainment products on all international B767, B747 and B777 aircraft. Once the modification is complete, our customers can expect a consistent product experience in United First and United Business across our entire international fleet.
 
Product Questions
 
Q. Who designed the seat?
A. The innovative Business Class seat was designed through extensive research with customers worldwide and employees to develop a product that provides more personal space and comfort. A cross-functional team, including Aircraft Appearance, Customer Experience, Engineering Maintenance, Onboard Service and Project Management have designed a seat that ensures maximum comfort, long-term durability and maintainability. B/E Aerospace is the manufacturer while B/E Aerospace Design Studio, in conjunction with Pentagram, a world-renowned design firm, designed the seat. [image: image4.png]



 
Q. What are the physical dimensions of new international United Business seat?
	 
	New United Business
	Current United Business
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Width
	19" (23.5 including armrest)
	23.27

	Length
	76-77"
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55" pitch

	Recline
	180 degrees
	147 degrees

	Direction
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Forward and rear facing seats
	Forward facing seats


 
Q. Is 180-degrees really better than what other carriers like American offer? Do a few degrees make a difference?
A. Our customer research clearly indicated that a fully lie-flat seat reclining to 180 degrees provides a distinct travel experience. The new seat is designed to provide our customers with the ultimate comfort during long-haul international flights.
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Q. Why has United selected a product with forward and rear facing seats?
A. The innovative design allows United to offer customers a truly lie-flat product in business while maintaining economically viable seat counts in the cabin. Customer feedback and research indicated that the most important feature during long-haul flights in business class is a fully lie-flat bed reclining to 180 degrees. Additionally, our design team conducted extensive line-of-sight testing to ensure that customers have an acceptable level of privacy while also providing better access to the aisles.
 
Q. Do you think rear-facing seating will make some customers uncomfortable?
A. Other carriers have implemented rear-facing seats successfully and many travelers have reported that there is no distinguishable difference once in flight. Customer feedback and research indicated that the most important feature during long-haul flights in business is a fully lie-flat bed. When designing the seat, we took into account the different stages of a long-haul flight from sitting and working to dining and sleeping. The new international United Business product takes a holistic view in regards to the premium travel experience which we think customers will appreciate. [image: image9.png]



 
Q. What about privacy?
A. The innovative forward- and rear-facing design will provide customers with a great sense of space and privacy, as well as better access to the aisles. Extensive line-of-sight testing was conducted to ensure that the cabin design provides customers ample privacy, which is created by the height of the in-flight entertainment console and a side seat-divider screen.
 
Q. Will the seats be leather?
A. No. Industry, customer and product research suggests that leather is not preferred or the optimal material for comfort during long-haul international flights. [image: image10.png]



 
Q. Can you provide additional details about the entertainment system?
A. The entertainment system includes the latest on-demand audio/video system with a 15.4" video screen providing customers with a variety of movies, TV programs, games, audio books and music. The new international United Business seating will offer 20 channels of stored XM-branded audio. Guests can also create customized playlists using 30 channels of other stored audio. Additionally, an Apple iPod adapter enables customers to play personalized content on the in-flight entertainment system. The entertainment system, moving map, navigation controls and content will be offered in several languages. The seats will also feature 110v power outlets requiring no adapter and USB ports.
 
Q. Which seats will have Internet and/or iPod capabilities?
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A. United First and United Business seats will feature Apple iPod® playback capability through the entertainment system. In addition, a USB port is built into the seat to enable charging of the iPod and other personal devices. Internet capability will not be available at launch but is a feature that United is considering when an economically viable industry solution becomes available. [Note: First three B767 and B747 aircraft will be retro-fitted with iPod capabilities at a later date].
 
Q. How many video programs – movies and TV programs – will be offered?
A. The new United First and United Business will have more than 150 hours of movies and TV programs. The migration from a standard distribution system to a customized product will provide a considerable number of options for customers. We're continuously evaluating ways to make our in-flight experience more enjoyable and entertainment variety is an important part of this work.
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Q. Will NBC still provide the in-flight programming?
A. We will continue our relationship with NBC Universal. Customers will now have the benefit of experiencing current season sitcoms and dramas, without interruption, from any and all of the NBC Universal television and cable networks. In-flight programming will also feature more than 150 hours of other genres including comedy, documentary, drama, children's and lifestyle.
 
Q. Can you provide an example of a game?
A. We currently have plans for 38 games and learning applications. Some examples include solitaire, Tetris and a multi-player, full-cabin trivia challenge.

[image: image13.png]



Q. How many languages, and which ones?
A. The graphical user interface (GUI) will be offered in up to 14 languages including:
 
English
French
German
Latin Spanish
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Chinese: Traditional
Chinese: Simplified
Japanese
Portuguese
Korean
Thai 
Vietnamese
Dutch
Arabic
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Italian
 
Video content (such at movies and TV programming) will be available to varying degrees in the languages above.
 
Q. Anything happening to United Economy?
A. Yes, we're also investing in enhancements to our Economy cabin. The cabins will feature new ergonomic seat bottom cushions, seat fabrics, bulkhead and class dividers, consistent and updated row number lettering and new carpeting throughout the international fleet. The upgrade will include a lavatory refresh with new amenity holders and new flooring. Furthermore, on-demand audio/video and larger seat back video screens will be implemented on B777 aircraft during the second half of 2008. We are also implementing additional LCD screens on our B747 aircraft to improve [image: image16.png]


viewability.
 
Customer / Rollout Questions
 
Q: When will aircraft enter service?
A. The modification of our international fleet will take roughly 27 to 30 months to complete. Newly modified aircraft will enter service in a phased approach, with the first aircraft scheduled to enter service during the fourth quarter of 2007. We will continue to post updates and information at suitedreams.united.com.
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Q. When can I book a ticket in the new cabins?
A. United will reconfigure 97 aircraft over the next few years and cannot guarantee service on flights with the new interiors until each fleet type is 100 percent modified. However, we will be able to provide details on the probability of customers/employees experiencing the new product and encourage people to visit suitedreams.united.com for additional details about the timeline and progress of the modification program.
 
Q. How will I know what aircraft have the new premium cabins?
A. Because the new premium cabins are being introduced over time, we're evaluating ways to keep customers informed through several communication channels, including our new web site at 
suitedreams.united.com and other communications through Mileage Plus.
 
Q. What changes in the cabin environment will we see when the rollout is complete?
A. Passengers will experience an improved interior environment with increased comfort and convenience due to a fully lie-flat experience in both premium class cabins. We will also be the only U.S. airline that offers four differentiated products on all overseas flights, including United First, United Business, Economy Plus and United Economy.
 
Q. How will I know what aircraft have the new premium cabins?
A. Because the new premium cabins are being introduced over time, we're evaluating ways to keep customers informed through several communication channels, including our new web site at [image: image19.png]


suitedreams.united.com and other customer communications through Mileage Plus.
 
Q. Is there a new name for the seats?
A. No. We will still call the cabins United First and United Business.
 
Q. Will the new cabins be available on all international flights, including Mexico and Canada?
A. The new international cabins will be available on widebody, long-haul flights to Asia, Europe and South America. [image: image20.png]



Q. Will United's upgrade policy change with the new product?
A. There are no plans to change the policy at this time.
 
Q. Are any of the denied and downgrade procedures (compensation) changing?
A. There are no plans to change any customer service procedures during this period.
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Q. Is United raising fares for customers traveling on reconfigured airplanes?
A. There are no planned changes. The pricing structure will remain the same as today.
 
Q. Will the upgrades be limited on new aircraft? It's difficult now to receive an upgrade, will this product make it even more difficult to get an upgrade?
A. Upgrades will be inventory controlled as they are today. Seat counts will change as new aircraft are rolled out with fewer United First and United Business seats but the procedure for securing space will remain the same. The best way to enjoy the new international United Business experience is to purchase a business class ticket.
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Q. Will you have any other enhancements to announce between now and rollout?
A. We will continue to share information about specifics of the multi-hundred million dollar commitment we made to upgrade our entire widebody international fleet when appropriate.
 
International Premium Travel Experience Questions
 
Q. With these enhancements, what changes are being made in the customer service area?
A. We're taking an end-to-end, holistic approach that is improving the experiences of all customers. We've created a dedicated reservation point of contact for Global Services and 1K customers, redesigned lobbies, created separate security lanes for premium customers at several airports, introduced premium boarding processes at our hubs and introduced gourmet offerings from world renowned Chef Charlie Trotter on international flights departing from the [image: image23.png]


U.S. The new international United Business is a key component of United's effort to make our most-valued guests feel more relaxed, respected and rewarded during every interaction with United.
 
Q. What about your customers who are not considered most-valued, what are you doing to improve the service they receive?
A. United's core strategy is focused on putting our customers – our valued guests – at the center of everything we do. Throughout the entire organization we've put in place improved systems, products and processes to make our customers feel more relaxed and rewarded. While many competitors are migrating to a low-cost product, United's strategy is tied closely to our product offerings. Our premium international service, p.s. transcontinental product, explus, Ted and our commitment to Economy Plus are excellent examples of providing our different customers what they expect and value.
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Q. What additional changes will be made to the onboard product, like amenity kits?
A. New onboard elements including enhanced catering and onboard amenities are currently being evaluated and tested. We anticipate rolling out the improvements in the mid-2008 timeframe.
 
Q. Is the food and beverage service going to change in the premium cabins?
A. We have conducted extensive research on which food and beverage items will most appeal to our customers. We are conducting real-time testing to finalize the enhancements that will be introduced fleet wide in mid-2008. Our customers will now experience a consistent product across our entire international fleet and one that is enhanced with world-class partnerships such as new and exciting menu selections developed by Chef Charlie Trotter and fine wine offerings from Master Sommelier and Master of Wine Doug Frost.
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Employee Questions
 
Q. How can United afford to make these changes?
A. Our business plan has us making investments to ensure that United remains competitive. This is a positive investment that will position us successfully in the market. We will continue to compete and intend to attract new business.
 
Q. What type of training is being provided?
A. A web-based overview of the International Premium Travel Experience will be available in the Learning Network for all employees. The training will explain the significance of the International Premium Travel Experience and provide details on the new aircraft configurations, seats and entertainment. Customer contact employees will be receiving enhanced training. [image: image26.png]



 
Q. Any specific training for flight attendants?
A. Flight attendants will have additional classroom and web-based training that includes information specifically geared to the flight attendant role onboard the newly modified aircraft. Training will include safety, galley, storage and service differences as well as instruction for the new seats and entertainment systems. Training will be delivered in phases timed in conjunction with the roll out schedule.
 
Q. Are there any new procedures that customer service will have to follow?
A. Check-in and boarding procedures remain the same as today. Zones will automatically adjust for new seat numbers and letters. The key difference is that half of the business cabin seats are rear facing. In the event of irregular operations / aircraft swap the same procedures and compensation apply as today. [image: image27.png]



 
Q. Are we selling fewer premium seats?
A. The modification will result in fewer premium seats. Upgrades will be inventory controlled as they are today. Seat counts will change as new aircraft are rolled out with fewer first and business seats but the procedure for securing space will remain the same. The best way to enjoy the new international United Business experience is to purchase a business class ticket.
 
Q. Why are there so few seats available to be assigned on certain routes?
A. As part of the extensive modification project, the seating configurations will change across all cabins on international widebody fleet types. In an effort to minimize customer and employee impact during the check-in period, we are limiting the seat assignments to those seats that are common to both updated and current aircraft of each fleet type. We expect equipment swaps with short notice and assigning common seats will help United better manage expectations of pre-assigned seating and the re-accommodation within the check-in period. [Front line use only] [image: image28.png]



 
Q. What do I tell a customer that requests to be booked in a new seat?
A. United will reconfigure 97 aircraft over the next few years and cannot guarantee service on flights with the new interiors until each fleet type is 100 percent modified. However, we will be able to provide details on the probability of customers/employees experiencing the new product and encourage people to visit suitedreams.united.com for additional details about the timeline and progress of the modification program.
 
Q. When will the customer know they are in a newly modified aircraft?
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A. Customers will know they are on a newly modified aircraft once they check-in at the airport. Easy Check-in Units will inform customers of the new aircraft and seating configuration. Due to the magnitude of this project, United is unable to guarantee the exact aircraft type until a significant portion of the fleet type has been modified. We're evaluating ways to keep customers informed about the progress of our fleet modification through several communication channels, including our new web site at suitedreams.united.com and other communications through Mileage Plus.
 
Q. Will a contact center agent or customer service representative know which seats are rear facing?
A. Yes. There will be an indicator in the seat maps.
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Q. Do any of our competitors have rear facing seats?
A. Yes. British Airways also has rear facing seats.
 
Q. What do I tell a customer that does not want a rear-facing seat?
A. We will try our best to accommodate customer requests. The key point is that our new international United Business seats will fully lie-flat and will provide our customers with a highly improved onboard experience.
 
Q. Will there be any changes in the special seat assignments such as oxygen, bassinet, etc. [image: image31.png]



A. There will be changes to seat requirements for customers with large carry-on items, lap children, children in car seats and pet kennels. These changes will be included in customer service and flight attendant training. Similar changes will also be made to the Flight Attendant Operations Manual, Apollo profiles and informational sections of united.com. There will be child occupancy considerations with respect to the new international business class seats.
 
Q. Will employee travel benefits be different with this new product?
A. No changes at this time.
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Q. Will there be any changes in the amount of flight attendants staffed on these flights?
A. Staffing has not yet been finalized.
 
Q. How will the galleys be different?
A. Galley modifications were minimal and limited as much as possible to only what was needed to accommodate the new seating.
 
Q. Will servicing of the reconfigured aircraft change?
A. Nothing will change in relation to ground handling. We will still employ carts and carrier boxes so caterer procedures for servicing of the aircraft will be essentially unchanged. [image: image33.png]



 
Q. How will these cabins affect the cockpit?
A. There will be almost no effect. Look for bulletins to Flight Manuals as the prototype of each fleet enters service.
 
Q. How will the cabin changes impact cabin crew rest facilities?
A. There will be some modifications to either locations or types of in-cabin crew rest facilities. All of these modifications have been discussed with ALPA and AFA. Crew rest facilities will be equal to or better than the existing accommodations. Look for fleet-specific updates in upcoming revisions to flight attendant and pilot operating manuals. [image: image34.png]



