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A message from our SVP and Chief Marketing
Officer, Ryan Green

To our valued Customers,

As the COVID-19 pandemic spreads, the world around us is changing rapidly. And while many
things are changing, our commitment to your safety and providing travel flexibility has not changed.

First, and most importantly, your safety and that of our other Customers and Employees is our top
priority. Please make sure you’re following CDC guidelines when traveling, and as always, please
do not travel if you’re not feeling well.

Also, I fully appreciate the uncertainty, anxiety, and questions some of you may have regarding
how your travel might be impacted. Please know we are working around the clock to keep our
commitment to your safety and providing travel flexibility. 

Aircraft Environment and Cleanliness

There has never before been a higher focus on the cleanliness of our aircraft, and we are making
sweeping changes across the board to keep our planes cleaner than ever.

In my previous note to you, I mentioned our enhanced cleaning procedures, which you can
learn about . Everything we’re doing meets or exceeds recommendations from thehere
Centers for Disease Control and Prevention (CDC) and the World Health Organization
(WHO).
We equip each of our aircraft with a HEPA (High Efficiency Particulate Air) filter, which filters
out recirculated air onboard each plane to remove airborne particles. The air in the cabin is
fully exchanged with fresh air 20-30 times per hour. These same HEPA filters are also used in
hospitals to provide patients with clean air. 
Effective March 18th, we have also temporarily adjusted our inflight food and beverage
service to limit Customer and Flight Attendant interactions. Our Flight Attendants will now
hand out unopened cans of water and a pre-packaged snack on flights greater than 250
miles.

Additional Flexibility if You Need to Adjust Your Travel Plans

https://www.southwestaircommunity.com/t5/Blog/Extra-Cleaning-Steps-We-Are-Taking-to-Ensure-Your-Safety/ba-p/102360
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With the unprecedented cancellations of events and foreign countries issuing travel restrictions, we
understand your travel plans may change. So, we have made additional changes to our already
very flexible policies.

If you decide not to travel, as long as you cancel your flight before its departure, the funds
used to pay for a nonrefundable ticket are normally valid for one year from the date of
purchase. However, in recognition of the current travel environment, we are extending the
expiration date of some travel funds:

Customers’ funds that have expired or will expire between March 1-May 31, 2020, will
now expire June 30, 2021
Any travel funds created because of a flight cancellation between March 1-May 31,
2020, will have an expiration date of June 30, 2021
It will take our technology teams a few weeks to make these changes, and once you’re
ready to use these funds, simply reference the PNR number on the reservation and use
it as you would use “store credit” at most retail establishments.

Also, any travel planned through the end of April can be changed online for up to 60 days
from the original date of travel without paying any difference in fare if you are traveling
between the same origin and destination.

A-List Preferred, A-List and Companion Pass Qualification

I know many of our A-List Preferred, A-List, and Companion Pass Members—or those working to
qualify for these benefits—have questions about how the current environment may impact their
ability to qualify for status this year. While I don’t have an answer for you today, we are closely
monitoring this and will follow up at the appropriate time on how we will address this situation. 

Upcoming Schedule Revisions

We are aggressively managing our business so that we can continue to serve you and deliver the
Hospitality you expect from Southwest Airlines into the future. If one of your upcoming flights is
impacted, you will receive a notification from us making you aware of the change. Wait times to
speak to a representative in our call centers are likely to be very high, but you can always make
modifications online.

To stay abreast of the latest information and frequently asked questions in this continually changing
environment, we have created a resource center on southwest.com. 

On behalf of the entire Southwest Family, I want thank to you for your loyalty, trust, and
understanding. Our hearts go out to all those impacted by this pandemic.

https://t.iluv.southwest.com/r/?id=h28577bb,434525b8,434b4bfa&RR_NUMBER=0&RSD=0000&RMID=AC_Notification_COVID1_20200309&RRID=99d6270a802f201fbd4644cca7a069c1d628cd22abcdf606cfa8874427471ccc&src=NOTICOVID20200309
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1.  

2.  

We look forward to seeing you onboard for your next trip,

Ryan Green 
SVP & Chief Marketing Officer

ABOUT SOUTHWEST AIRLINES CO.   

Southwest Airlines Co. operates one of the world's most admired and awarded airlines, offering its
one-of-a-kind value and Hospitality at 120 airports across 12 countries. Southwest took flight in
1971 to democratize the sky through friendly, reliable, and low-cost air travel and now carries more
air travelers flying nonstop within the United States than any other airline(fn. 1). By empowering its
more than 73,000(fn. 2) People to deliver unparalleled Hospitality, the maverick airline cherishes a
passionate loyalty among more than 134 million Customers carried in 2025. Southwest leverages a
unique legacy and mission to serve communities around the world including harnessing the power
of its People and Purpose to put communities at the Heart of its success. Learn more by visiting 

.Southwest.com/citizenship

Based on U.S. Dept. of Transportation quarterly Airline Origin & Destination Survey as of Q4
2025
Fulltime-equivalent active Employees as of March 31, 2026

 
Media Contacts: 
Visit the Southwest Newsroom atswamedia.comfor multimedia assets and other Company news.
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