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United Airlines case
1. In any environment setting, the best relationship between the individuals involved brings about the desired coordination and reduced misunderstanding (Reeves, Xyrichis & Zwarenstein, 2018). Following the case scenario of United Airlines, the emotional difference, dominance orientation, and low interpersonal factors became evident. These factors express themselves under a particular social condition, especially where there are involved a group.  People are made of different personalities and hence bound to react in varied ways when exposed to a common scenario (Business Insider, 2017). The airline's crew and the passengers were involved in a misunderstanding. The dragging of Dr. Dao from the seat was an informed move from the crew side, while it was a disgusting affair from the passengers' opinion. A crash of emotions and the healthy interpersonal relations between the crew and the passengers were inevitable.
2. The fellow passengers who reacted to the situation are the real agents of change compared to those who stayed mute. Travelers play a crucial role in retaining the ethics of service delivery when they raise the alarm in case a hitch occurs during the service delivery. Due to the alarm raised by posting the video in the media, the issue became a vast concern, and the United Airlines management had to react (Business Insider, 2017). In case such was not conveyed, Dr. Dao's incidence would have ended up in silent atmospheres. 
3. The flight crews and the passengers both play a role in fulfilling ethical standards for each other (Scholz, 2020). Passengers should humbly obey orders issued by the crews, while on the other hand, the crews should only issue orders that portray common decency and fairness to the passengers. With a commitment to retain a healthy relationship, both sides will cooperate as expected. 
4. To avoid future misconduct of the flight crews, airlines management should offer unlimited ethical training for their staff. The coaching will enhance service delivery to the passengers as well as reduced harassment cases (Scholz, 2020).
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