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Oslo 
(OSL)

Dear Ms. Smith
We are very sorry, but due to the severe weather in Oslo, your flight KL1147 has 
been delayed. This means that you will arrive in Oslo later than planned. We realise 
that this is inconvenient and are doing our best to make your flight depart as soon 
as possible.

As a start we would like to offer you a drink and a meal since your delay is longer 
than 3 hours. 

Your food and beverage voucher can be printed at a blue KLM self-service kiosk 
located in Departure hall 1 (before security) or, T2, T4 and T6 after passport 
control.

Sincerely,
Mark Bakker
KLM Customer Care

Contact us via social media

Ask your question 24/7 via one of
our social networks. We will do our
very best to respond as soon as we
can.

 

 

Or call us:
+47 22 643 752

Available from 07:00 -
22:30

KLM's easy travel app

The fastest way to check and change your
flight

Read more & download

Used by 500,000+ travellers

 

Have more questions?

 

 

Can I cancel my flight and get a refund? 
Yes, we will refund the costs in various cases. To find out more, please go to 
KLM.com or contact us. 

   Read more about this

What should I do now? 
You can go to your departure gate. You can view your latest flight details in the 
KLM app or on KLM.com. And of course the moment we have news about your 
trip, we will immediately let you know.

Your flight to 
Oslo today has 
been delayed 
by 3 hours and 
will now depart 
at 5:30PM

New Time

2:30 PM
5:30 PM

New Time

4:15 PM
7:15 PM

Your Preferences

Boarding Pass
Your boarding pass 
remains valid. If you 
have not checked in, 
you can do so from the 
following link - 

Check-In 

Seat 12A
Premium Economy
Your paid for seat no. 
12A will be ready for 
you when you reach 
the aircraft. 

Change Seats 

Special Vegan 
Meal
Your preference for a 
Vegan meal has been 
noted and will be 
served to you in-flight. 

Change Meal 

Checked-in 
Luggage
We will make sure that 
your checked in bags 
arrive with you at your 
destination. 

Amsterdam 
(AMS)

FLIGHT NUMBER: 

KL1147

BOOKING CODE/PNR

JGYZ3V

ACKNOWLEDGE

ASSURE

ADVISE

ASSIST

Text Message
Mon, 16 Sep,

KLM

Dear Ms. Smith, Please reach 
check-in desk  1A  in 
Departure  Hall 1  at Schiphol 

flight KL1147 to Oslo.

so you may reach there 
earlier. The estimated wait 
time for security check at 
this time is 10-12 minutes.

Schiphol offers free WiFi for 
all your on-line needs.  

58 %GS

Text Message
Mon, 16 Sep,

KLM

Dear Ms. Smith, boarding will 
start soon in  15 mins.  Your 
flight KL1147 to OSLO will 
depart from Gate  C5. 
Please reach the gate before it 

Schiphol being a silent airport, 
so no announcements will be 
made. Please keep checking 
the status of your flight on the 
information screens. 

Our flight crew is eager to 
make your flight as 
comfortable as possible. Enjoy 
your flight!

58 %GS

Text Message
Mon, 16 Sep,

Dear Ms. Smith, due to bad 
weather in Oslo we’re afraid 
your flight KL1147 will be 
delayed by about  3 hours. 
We expect it to take off at 

more details in our e-mail 
sent to your registered id. 

KLM

58 %GS

We sincerely apologise for 
this delay and its impact on 
your plans. We would like to 
offer you complementary 
snacks/beverages up to Euro 
10. Please use any of the 
blue kiosks to print your food 
voucher by keying in your 
PNR: JGYZ3V. 
We will keep you informed as 
the situation develops.

Text Message
Mon, 16 Sep,

KLM

Dear Ms. Smith, We realise the 
delay of flight KL1147 would have 
caused you to change your plans 
at Oslo and for your onward 
journey and are truly sorry for 
that. 

We know we can always do better 
to make such events less 
impacting for valued passengers 
like you and seek your help in 
getting us there. Whenever you 
can spare 4 minutes of your time 
please provide us feedback at: 
http://bit.ly/2W7uu9h. 

We truly appreciate your 
suggestions and look forward to 
flying you to your next destination 
again soon.

58 %GS

A guide for sharing proactive and feed-forward 
information with airline passengers during a 
disruption.

The world of airline travel is extremely complex and in most cases quite stressful for most of the 
people involved. Add to that, the prevalence of disruptions such as delayed flights, canceled flights 
and missed connections, and we get a mix of extremely frustrated and unhappy passengers. Having 
recognised this aspect of disruptions KLM has embarked on a promise to deliver exceptional service 
and show care to passengers during their journey. The challenge for KLM is to provide exceptional 
level of service and care even when the passengers journey is disrupted. A key factor that influences 
passenger perception is the information provided by KLM.

KLM uses a number of communication channels to provide information. However, most often, all 
these pieces of information are not consistent, relevant, personalised or on time. 

In order to make all information more coherent and consistent across all channels and touchpoints, 
there was a need to evolve a communication structuring, design and dissemination framework 
which effectively and consistently delivers the most relevant informational content as expected and 
desired by passengers under conditions of flight disruption and otherwise. Thus, The Asix structure 
for information content was created to unify all the information content.

The Asix structure provides guidelines as to how the information should be structured along with 
giving guidelines about the tone of voice of the message as well. In essence, messages designed on 
the basis of the Asix structure make the passengers feel more recognised, acknowledged and seem 
to be more sincere and heartfelt which positively influences their perception about KLM and their 
situation as well, thereby increasing their trust in KLM and their belief that KLM truly cares for them.

Acknowledge:

Advise:

Assure:

Assist:

  

Act:

Assess:
Acknowledge the impact of the 
disruption on the passenger’s plans 
and commitments, and collect 
feedback on KLM’s attempt to help 
the passenger through the experience.

Assure the passenger by offering 
options/ showing the action taken / to 
be taken to mitigate the situation

Greeting. Acknowledge and announce 
the problem / adverse / disrupted 
situation, engage and get the 
passenger’s attention

Advise the passenger on what to do 
next, where, when and how, share why 
if relevant

The actions the passengers have to 
take in order to help KLM deliver the 
desired result and experience.

Assist the passenger by guiding 
them + providing timely updates 
on the developing situation and 
circumstances


