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Introduction
Majority of airlines globally, are intensively focused on understanding and implementing a bundle of novel technologies that can enhance their customer services and experiences while offering shortcuts to accomplish their operative goals. We may tend to think that the airline industries have reached the highest level ever in customer satisfaction but the industry is plagued with customer satisfaction disasters worldwide.
[bookmark: _GoBack] American Airlines have severally been accused of having poor customer services. Among the Airways Groups of the United States, American Airlines performed the worst during a survey that was conducted on hassle positions covering the biggest 10 U.S carriers (University of Richmond, 2012).  The survey was focused on expenses including charges on luggage, rebooking fees, filled sits percentage and scrubbed flights data. Additionally, in the Bloomberg’s analysis, that targeted operational performances and service fees, the US Airways i.e. The American Airlines and the United were ranked the bottommost. The American Airlines performed the worst with 31.2 points in a scale of one to a hundred. American airlines aims at having a scalable and untarnished customer reputation through offering exemplary customer service. The airline has tried to handle these issues technologically through the mobile application they implemented in 2011. The app which is compatible with both android and IPhone brands, has help the company to reach the services to their customers conveniently. The travelers can easily access flight data and information and can book their flights through the app. Nonetheless, travelers still complain about the high charges of flights and cargo as wells as flight delays and cancellations. Besides, sufficient evidence reports are available showing that customer satisfaction is still an issue in the American airlines (University of Richmond, 2012). Thus, in relation to their competitors such as the South west, the United and the US airways, who have placed legacy and low cost carrier services as well as a corporate fun culture where frontline staffs and customers uphold an interactive affirmative attitude, the AMR must establish new technological plans that will restore their customer confidence, increase productivity, and profit margins.
	American airline should embrace technological changes and explore new technologies such as Artificial Intelligence, cloud technology and machine learning which facilitates the taking of a few shortcuts to do things faster than before.  
Cloud technology enables the American airline to avoid the accommodating process while Artificial Intelligence (AI) and machine learning offers the airline chances to generate keener algorithms which are smarter and able to learn with the continued change of the context around them. By using these technologies the American Airline can improve its charges while enhancing customer experience (The Swan Blue Daily, 2018).
AI and together with its intellectual technologies that create a logical data can shape and mechanize analytics, maintenance of machinery, consumer service, and several other internal procedures and tasks. Thus, AI can be applied in the following ways to improve the operational management of American airline (The Swan Blue Daily, 2018).
Management of Revenue 
	Revenue management refers to data and analytics application in attempts of defining how a product should be sold to those who require it at a considerable price, at the perfect time, and through the right channel. The aspect of revenue management is founded on the notion that consumers view the value of products differently, and thus, the charges they are prepared to pay for the product is dependent on the purchase time and the target group they fit in.
Revenue management experts in the American should utilize AI appropriately during destination definition and adjustment of costs for particular markets. They should also apply it in finding effective supply channels, and in seats management to maintain an instantaneously competitive and client-friendly airline (Datafloq, n.d).
In high demand flight routes, revenue management is focused on identifying the effective method of selling a product or a service. On the other hand, airlines should apply AI in answering the one key question: where to fly? To answer the question, experts are expected to do data analysis and make informed decisions based on the comprehensions. During research for destination demand among different groups of customers, specialists should depend on data sources such as macroeconomic factors and search history. After analysis on demand destination is done AI can help the experts to determine the traveler’s willingness to pay followed by marginal seat revenue, and ancillary price optimization respectively (Datafloq, n.d)
Aircraft Safety and maintenance
	The American Airline is frequently accused of high costs. These high cost may be incurred through delays and cancelling that are part of expenditure on compensation to travelers who get stuck in at the airports and maintenance of the technical issue. With approximately 30% of the sum of delay episodes incurred due to unplanned maintenance, projective analytics used to solve fleet mechanical issues can be a considerable solution (Datafloq, n.d)
	The airline can implement predictive conservation solutions for better management of data obtained from the aircraft health monitoring sensors. These systems can be incorporated in desktop and mobile devices allowing mechanical experts to access historical information from any location in real-time. These systems will allow experts to know the immediate mechanical condition of the aircraft via notifications, signals, and reports. Besides, members of the staff can easily identify potential areas for malfunction and substitute the parts immediately (Datafloq, n.d). Additionally, team leaders and other executives can also obtain maintenance updates, access tool and part inventory data and expenditures through dashboards. With the application of predictive repairs American Airline can cut their expenses which are incurred through repair of transportation parts, compensation of delays and unexpected maintenance thereby, helping them cut on their service charges.
Automation of messages
	American Airline is suffers accusations of poor customer services. To help them gain customer trust and build a good reputation, the company should implement a customer commitment assistance strategy and AI can help them do so easily and efficiently. For instance in case of flight delays or experiences of cargo loss, travelers become worried. If an airline representative does not offer an explanation or response to the customer in time, they might not choose to travel with the same airline for their next trip (Datafloq, n.d). As much as actual steps to provide the solution to the problem are important timely response to the customer is important.
	To avoid customer relation issues and build a better service reputation, American Airline should incorporate AI software e.g. Coseer created by Arbot Solutions, which makes customer service by employees quick and simple while ensuring workflow through application of algorithms that process natural language or messages that are not structured. For example this can help airlines categorize emails from their customers and extract the message from the emails to help them automate certain repetitive processes such as information on missing baggage. This way, customer will feel safe when travelling with an airline that is committed to solving such issues thereby building a good reputation and in return increase the number of travelers willing to use the airline. This will result in increased profits (Datafloq, n.d)
 	Another technology that American Airlie can implement to provide better services to their customers is cloud technology. From my point of view, cloud technology provides the airline with a chance to reinvent and redefine how it associates with its customers and modify its relationship with all the involved individuals. Below is how American Airline can benefit from cloud technology.
Reduced Total Cost of Ownership (TCO)
	If the American airline deploys cloud services it will have to eliminate the necessity of buying and maintaining on its servers and hardware’s, and the extra burden of the required IT personnel required for managing them. Thus, the managerial and maintenance expenses are reduced substantially. As a result, the company can be able to save that money for other essential purposes which can help reduce their expenses and make more profits (Blaisdell, 2015).
Reinventing the carrier corporation
	With cloud technologies for computation in place, American airline will no longer need prioritize trade-offs for selecting specific technologies over others. There are several technologies and elements that can be employed concurrently through pay-by-use model, hence preventing extra expenses from straight purchase of costly and rarely applied software. As a result the airline staffs will have access to high-scaled technologies always and everywhere (Blaisdell, 2015).
Improved productivity
American airline should plan to offer ground-based staff with extra flexible working provisions. The airline can use cloud technology services to aid in making steps towards mobile working environment that does not require planning and infrastructure worries.
Conclusion
	Customer service is clearly viewed as a challenge in the American Airline. Issues such as charges on luggage, rebooking fees, filled sits percentage and scrubbed flights data appear to be the major challenge for the airline. However, the airline can implement novel technologies including Artificial Intelligence technologies and Cloud technologies which make it easy to serve their customers better, increase productivity and meet their profit margins.
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