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Customer Services Department
Ryanair Corporate Head Office
Dublin Airport

County Dublin

Ireland

Dear Sirs

I was not able to view the recent Dispatches programme (because I was at a meeting which
overran considerably) and so I cannot comment in detail on what was said there, but 1
understand that Ryanair came in for a lot of criticism. I have to say that I have never
encountered a less-than-very-satisfactory standard of cleanliness on Ryanair planes or
experienced an inadequate attention to safety issues of all kinds by your staff.

I would further like to restore the balance and speak in your support by emphasising the
following. My late wife was confined to a wheelchair after a severe stroke in 1998 and
travelling by air could have proved difficult as she could not even stand, let alone move
around inside the aircraft, but we found Ryanair extremely sensitive to her needs right from
the moment of booking to our arrival at our destination and back home again. All staff
handled us with courtesy and good humour, even under difficult circumstances.

We took our first flight after her stroke to Pisa with you, and s0 pleasurable was the
experience and fantastic the service we received that we made a number of flights after that,
not only with you but also with other airlines including BA. My wife took great delight in
telling everyone that Ryanair was her favourite airline!

When she died recently, 1 had to contact your head office to claim a refund for a cancelled
flight and [ have to say the response was slow to start with but, once your department became
involved, things picked up and the response became sensitive, positive and quick.

As you will gather, 1 remain a Ryanair fan and I am sure 1 am far from alone. Unfortunately,
people tend only to write to you when things go wrong. 1 felt it was only proper to write when
things had gone well and, in expressing my satisfaction, speak in your support and so help to
counterbalance the negative comments 1 gather were levelled at you by the Dispatches

programme.

I look forward to many more flights with you, albeit now travelling alone.
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16/02/06,

Dear sir,

Just a comment about the dispatches programme. I have flown regularly, mainly from
Nottingham with Ryanair, Easyjet, Bmi and Bmi Baby and Ryanair compares favourably, in fact
I have yet to experience any delay with your airline whereas I have actually been taken off a Bmi
flight due to overbooking. And that’s a full service airline!

C4 don’t seem able to grasp the principle of low cost, if I pay 1p to fly to Girona I don’t expect
1o be served refreshments should there be a delay, I know what to expect when I fly Ryanair and
up to now, that’s exactly what I've always got.

Of course if I were put in a seat where someone had been sick I'd be none too happy no matter
how much I’d paid, however I’'m sure Ryanair are unlikely to let it happen again, and it’s hardly
a safety matter.

As long as Ryanir continue to offer the best deals and a reliable service from my local airport
then I will certainly continue to click and book at Ryanair.com.
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16th February 2006

Fax message to Ryanair.
00 353 181 21230
Customer Relations.

Dear Sirs,
My partner and [ regularly use your service. Following the
derogatory T.V. “Despatches” programme denigrating Ryanair, we

would like to say “Keep up the good work”. We have nothing but praise
for the service you offer.

Yours sincerely,

RECEIVED TIME 15, FEB. 19:19




.._

17" February 2006

Letter by facsimile

Channel 4 & Despatches

If that's what passes for objective journalism them I'm a Dutchman. As someone who
works in the media industry | can't recall such a shoddy, one-sided piece of nonsense in
a long-time — and there’s plenty of shoddy stuff out there.

The fact that the team behind Despatches wouldn’t allow you to state your case has,
rightly, been noted as their admission of guilt. Laughably unprofessional, if you want my
opinion.

| fly with your airline every month from Liverpool — so far this year to Riga, Cork,
Shannon, Dublin and Rome. Only once, ever, have | experienced anything
unsatisfactory — and that was at Christmas when Liverpool Airport's baggage handlers
took longer than their customary 5 minutes to unload my bags. Hardly your fault.

You've taken on the vested interests of the airlines, unions, government and regulators
to offer us unrivalled value and choice, for which 40 million passengers will express their
gratitude this year by booking tickets with you.

When, | wonder, will Despatches be investigating the fact that BA has just been raided in
an investigation into a European anti-consumer cartel? Would that be BA up to its old
tricks again, trying to stifle competition, stiff consumers all the while delivering below-
average value to their shareholders? | think we should be told.

Keep up the good work. Keep fighting the good fight. Keep offering me great value.

Kindest regards
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Fax to +353.1 8121230

Attention - Customer Service

Hi there — last night after I watched the channel 4 programme I posted the following on the Skytrax
website forum — it hasn't appeared yet but perhaps feedback contrary to the messages the programme
. was trying to put over is upwelcome!

My posting

I have just watched C4 Despatches programme and feel that this is the most unbalanced documentary I
have seen for some time, In the past year I have flown with Ryanair on 14 occasions. They have always
been on of ahead of schedule, my passport has always been checked and the staff are often a breath of
fresh air compared to the main carriers. I have 3 retumn flights booked over the next 4 months as well. 1
wouldn't travel if the experience was anything below standard. It is interesting that I can check in on
our national carriers for a domestic flight without any form of photographic 1D. There seems to bean
assumption that if 1 have a "real" ticket 1 am nota security risk. I am almost tempted to ask who '
sponsored this programme. In the light of the dirty tricks played by certain carriers on Freddie Laker
when he pioneered cheap quality air travel I would be very worried about whose idea this so called
investigative journalism was, 1 am not associated with Ryanair in any way - I just enjoy good value, on
time, quality transport like the majority of Ryanair's passengers. A final question when will C4 be
doing a similar undercover operation on British Airways. Regards Allan '



Carol

I just wanted to say that having used Ryanair a number of times in the last couple of
years to fly to Tours, Nimes and Milan / Bergamo I have always been very pleased with
the service and punctuality I and my wife have received from the airline.

The very worst that I would say is that Ryanair is a good example of a 'Ronseal
Company' - 1.e. you get exactly what it says on the can...

I began watching the 'Dispatches' documentary on Monday and lost interest and switched
of f after about 30 mins as it was clearly a rather amateurish hatchet job and the
content was paltry to say the least... Tf that was the best they could come up with
after 5 months of covert filming then Channel 4 need to go back to the production
company and ask for at least partial refund of the commissioning fee!!!

A secret camera operated in any large UK organisation could come up with similar
footage of things going wrong, non-standard procedures and disgrunted staff
complaining about their management - SO nothing even vaguely interesting there and

certainly not enough for a prime time slot on network television.

T am certain that this programme has not done Ryanair any harm at all and speculate
that you haven't seen any reduction in the 'hits' on your on-line booking engine.

Kind regards,

John Buford
LUTON



Michael O Leary

Chief Executive
Ryanair Ltd

Corporate Head Office
Dublin Airport

Dublin

treland

By Fax +3531 8446625
Dear Mr O'Leary

Dispatches Documentary

| felt compelled to write to you after watc

out in your correspondence fo Steve
it was farce beyond bel

enough nobody is picking up the pho

Having worked at
perfectly obvious
far more shocked by the
ignoring Ryanair's strict po
whinging pilot, which is by

that all of the crap
productio

no means

Anyway this stupid, pointless,
presented that the program had no
Ryanair customers see i

| don't profess to be an
of the airline operations b
that Ryanair operate a sa
reach of millions of people.
no nonsense attitude may upset t

ief. (! tried to phone and tell Karen

a senior level in aircraft operatio

licy on the use of electronic

misleading rubbish was so poorly

“aviation expert” but | do
usiness than that

fe and slick operation and
1 think you are doing a fanta

hing the program last night. As you rightly point
iton productions (albeit with greater eloquence)
Edwards this, but strangely

Bou
ne at her officelt)

ns for a good number of years it was
that was spouted was completely unfounded. | am
n company misleading security organisations and
devices during flight, than the odd
an uncommon phenomenon in any airline!

researched and

merit at all and | hope that the millions of satisfied

t for what it is worth.

feel that | have a greater understanding
that they wheeled out last night. | know
have brought air travel within the
stic job and appreciate that your

he odd softie, but does gets the job done very

successfully for all the passengers and employees alike.

Yours sincergly—




Good morning,

I don't know who to send this email too within ryanair, but I had to write
this letter as a personal thank you to Ryanair's CEO's.

Rather than most people who always find something to complain about, i
have nothing else than appraisal for Ryanair.

For years, I have been a happy customer with Ryanair on multiple routes. I
used to fly with Ryanair from Charleroi to Dublin when this route was just
implemented.

i have taken my family on multiple trips abroad, always with ryanair.

With one of the most modern fleets in the world, i have never felt unsafe
on any of the flights. As for delays, in all my years of flying, my flight
from Brussels Charleroi to Dublin on the 05th of February '06 was the
first ever to be delayed due to the severe weather conditions. Eventhough
we were delayed, we still arrived safely in Dublin with only the smallest

delay.

As for the service onboard, you know what to expect. Why do people still
complain about service on a ithour and 20 minute flight?

vou don't get a free drink or a meal either on the train from Sligo to
Dublin, which by the way, takes 3 hours to complete the 140 miles trip.

As for the channel 4 programme, i did not even bother watching it as as so
many times in the past, Ryanair has been attacked by multiple companies,

TV Ccrews, .... -
Why, is it for being innovative and having reinvented the way we fly

today?

So, a big thank you to Ryanair for making flying cheap, punctual, trouble
free and safe.

Yours sincerely



gent: 14 wahvnavry 2006 09:05
Subject: Dispatches

Hi Michael

I saw that Dispatches hatchet job last night, along with countless others.

Tts certainly taken on a life of its own! I've printed off all the PDF files from
ryanair.com, Mr O Leary certainly is a prolific letter writer! it still makes me mad
that all these criticisms seem to lodge in the public minds and that the good work of
so many people go unacknowledged (its thats a word!).

Channel 4 linked up a website from their own so as people can lodge complaints etc
about their experiences of FR - why wasnt the complimentaries letters pages from
ryanair.com also put up as an "off-set"? Fair journalism me hat.

As always Michael, you and everyone in the group have my support and I'll fight the

corner where I can. I've fired off a couple of lettes to Channel 4 and also to Steve
Boulton Productions, in an effort to register my disgust at this very biased piece of

myopic journalism.
All the best

(ex - employee)



To: Michael O'Leary, CEO From.

Ryanair
Fax:
Date:14 February 2006 Pages:14/02/2006
Re: Despatches cC: -
LETTER OF SUPPORT
Dear Ryanair

Lets have a moderated space on your website where people who
happily use Ryanair can post their support. Also | think you would have
interest in a supporters club if there isn't one already. Ryanair has
provided travel for thousands of young people [and school children] to
venture across Europe and it's great. You have a lot of support and if
competitors keep attacking what you do why not start to organise the
goodwill you have in the public? | am looking forward to flying on
Ryanair on the 3rd April and | shall be taking a bottle of water, a sleeping

bag & dossing at Stanstead!
Best regards



From:

Sent: 14 February 2006 12:26

To: Reception

Subject: Documentary Last Night on Channel 4.
Hi,

Could you please pass this on to Michael O Leary or the appropriate department.

Michael,

I was watching the above last night on chanrnel 4. & lot ~f my ~olleamies were watching
it too, of course very interested to see what s-andal they could see and find about
Ryanair.

I have to say that each and every one of them agreed that it was boring,
unintelligent, and another word used "knit pickirig". For the length of service thet
the reporters completed, there was nothing extrerely substantial in it, and the
reactions from some of the public is not bad, i- anything it was felr that Ryanair
should be left alone.

Another point I would like to make is that T used to work for Ryanair as cabin crew
and I did find that the safety training was excellent, the exams were of high stardard
which you needed to study hard and there were some girls who had problems with "meking
the grade" and it was not an option to be given “he answers, I am not sure maybe
things have changed since then, but I doubt it seomehow. I moved on +n another airline
and did comment at the time that I was astonished at the amount of groomirg and
service training we received and remarked that safety was a much bigger issue in
Ryanair during training. So maybe the reporters should go under cover with other
airlines and have some comparison for the public...i'm sure they will not do that! But
that is no surprise.

There was a few issues maybe regarding the vomit in the cabin, that no matter how much
money you have paid nobody deserved to be smell.: 3y sick on a flight, or any form of
transport and that some exceptions should be maue to cleaning the alrcraft in these
circumstances but I'm sure you have that in con':rol.

I just wanted to pass my comments to you and thoce of my ccllieagyues, that they dicn't
get the excitement that they were looking for, a disappointment I'm sure for the
reporters, a satisfaction for Ryanair.

Kind regards
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|
ClurceEnT  [JFOR REVIEW ] PLEASE COMMENT [JPLEASEREPLY ~ L1PLEASE RECYCLE

NOTES/COMMENTS: :
With regard to last nights Dispatches programme.

I have flown pumerous des in the last eight months with Ryanair, Blackpool to Gerona.
The flights have always been on tme een, Jeparting early on some occasions. I have always
found the staff extremely helpful and co drreous and I will pot hesitate to recommend Ryanair to
friends. 1 also suspect most of the problems highlighted were the responsibility of the airpotts.

Unfortunately Channel 4 degrade theimselves with this type of documentary.






