
July 21, 2020  
 
United Airlines 
Customer Care 
 
From Carl Stone, MP# PLBxxxxxx 
 
This is about serious problems with a refund due to me for a flight from 
Tokyo/Narita to Los Angeles/LAX originally scheduled for April 1 and 
subsequently delayed and finally cancelled, due to travel restrictions 
imposed by the Japanese government. 
 
My loyalty to United, established in the 37 years I have been a 
member of Mileage Plus, as well as my status as a 2 Million Mile 
member, hangs in the balance depending on your timely and 
satisfactory response to this mail. 
 
Locator: EKNS7Z 
Ticket Number: 016-xxxxxxxxxxx 
Refund due: return segment NRT-LAX 
Refund amount: $661.00 + taxes (amount from United Rate Desk) 
 
I can only tell you in the strongest terms how unhappy I feel about the 
processing, or more precisely, lack of processing about this refund.   
 
Here are the details: 
 
On April 5th I cancelled my return flight due to the Japanese Government 
travel ban on flights from the US that had just been put into effect. In my 
call to your 1K desk, I agreed to a credit in the form of a travel certificate, 
was advised of the restrictions (one year to use, negotiable only on United 
flights etc) and was told to expect a PIN in ten business days, i.e. around 
April 17th. I was also told I could go to United.com/Refunds to follow my 
claim, but unfortunately, I could not succeed, because when attempting to 
input my data the response was to the effect that a claim had already been 
submitted for the ticket in question. This phone call took about 30 minutes. 
 
On June 9th, The email with a PIN had never arrived. I sought to book a 
round trip flight LAX-NRT to commence in September using the travel 
certificate. However the travel certificate did not appear in my account and I 



didn’t have any PIN so I called the 1K desk. The agent I spoke with, Tracy, 
told me that there was a technical issue having to do with when the ticket 
was purchased and that was why no travel certificate was issued. I was on 
hold for quite a long time while she called various desks include Rate and 
Refund. In the end she provided me with A NEW TICKET NUMBER (016-
xxxxxx)  and confirmed that a refund was in the works, and stated that the 
amount of the unused portion of my ticket was $661 + taxes and that this 
would be the amount I should expect to see returned to my credit card. 
Tracy also told me I should follow up with the refund desk directly to check 
the status. This phone call lasted 2 hours and 9 minutes. 
 
On June 15th, as a follow up I called the refund desk and spoke with Stella. 
Who confirmed that that yes, the refund was being processed and I should 
expect it within 21-28 working days, in other words, by July 9th. 
 
On July 17th, no refund had yet arrived. I called and spoke to Caroline at 
the Refund desk. I explained everything once again from the beginning and 
was put on hold while the agent spoke with other people. Eventually 
Caroline returned and told me excitedly that she had successfully arranged 
for my refund and that I would be getting an email “within 48 hours” or in 
other words by the evening of July 19. This phone call took 25 minutes, 
 
On July 22, no email or refund had arrived so I once again called your 
Refund desk and spoke with Angela. By now, having received numerous 
problems of action none of which had ever been fulfilled I asked for a 
supervisor and was told no one was available. Furthermore, Angela once 
again researched my whole claim and incredibly, told me that my request 
had never been given a proper Refund Tracking number and that I should 
start all over again from the beginning by going to United.com/Refunds. 
This phone call lasted 1 hours and 8 minutes. 
 
So this is where things stand. I have been sent round and around in circles 
only to be told today I need to start all over. I have been promised by 
United representatives specific actions in various time frames, NONE of 
which have ever been fulfilled. I have spent many hours on the phone just 
to end up where I started four months ago. 
 
As I stated, your timely and satisfactory response to this mail will determine 
whether or not I choose to continue as a United customer or end it after 37 
years and over 2 million miles. 



 
Sincerely, 
 
Carl Stone 
 


