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Frequently Asked Questions 

Updated May 2, 2020  

 

Why are we giving out masks to customers? 

The safety of our employees and passengers remains United’s top priority. We were the 

first major U.S.-based airline to require our flight attendants to wear a face mask while on 

duty, and effective May 4 will expand that mandate to include all of our employees on 

board. This will include front-line workers like pilots (outside the flight deck), customer 

service agents and ramp workers when on board an aircraft, along with any other United 

employees traveling using their flight benefits. United will also make face coverings 

mandatory for our passengers starting on May 4. We will encourage customers to bring 

their own face coverings. If customers do not have a face covering when they board our 

aircraft, our customer service agents will be able to provide a mask. For the latest 

information, visit united.com\keepingyousafe. 

Are customers allowed to wear their own face covering on board? 

Yes. If a customer brings their own face covering, we encourage them to use their own so 

that we can preserve masks for customers that do not have one when they fly with us. 

Who will be responsible for handing out masks to customers? 

While we encourage customers to bring their own face covering, customer service agents 

will distribute a mask to customers who need one. In the event a mask is needed during 

the flight, flight attendants will also have access to additional masks provisioned in the 

Inflight Customer Kit. A limited supply of masks will also be maintained at each of our 

operating United Club locations for club visitors who need them. 

Will masks be free for customers? 

We will encourage customers to bring their own face coverings. If customers do not have 

a face covering when they board our aircraft, our customer service agents will be able to 

provide a mask at no cost. 

Will we be able to accommodate giving a mask to every customer? 

We anticipate many passengers will already bring their own when they fly with us. In the 

event they do not have one, we feel comfortable that we will be able to provide a mask to 

those customers who need one. Masks are available upon request from a United 

representative. CSRs can contact their station leader if they have concerns. 

If a customer does not wear a face covering on board, will they be denied boarding?  

Certain customers – such as those who have a medical condition that prevents them from 

wearing a face covering, those who cannot put on or remove a face covering themselves 

and small children will not be required to wear one on board.  
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If a customer falls outside these categories yet still refuses to wear a face covering, CSRs 

should pull that customer aside to discuss options. This includes working with the 

Customer Solutions Desk to move the passenger to a seat where they can maintain a safe 

social distance from other passengers. If this is not acceptable to the customer, CSRs 

should follow their normal escalation process and contact a lead to further assist.  

Is it possible to re-seat customers who decline to or refuse to wear a face covering? 

If a customer has a valid reason that prevents them from wearing a face covering or 

declines to wear a face covering, a CSR can contact a lead to further assist. CSRs can 

also work with the Customer Solutions Desk to accommodate by reseating customers if 

seats are available.  

If there is a concern that arises during the flight, the flight attendants can use their de-

escalation skills, inform customers of the requirement, and re-seat customers in the 

aircraft as needed. The CSR will also brief flight attendants if a customer will not be 

wearing a face covering. 

Note: When moving more than three customers on a narrowbody aircraft or 10 customers 

on a widebody aircraft, try to reseat an equal number of customers forward and aft of 

their original seat assignments for weight and balance. If this is not possible, the Purser 

should notify the flight deck to review with Load Planning. 

Who is not required to wear a face covering when on board our aircraft? 

Certain customers – such as those who have a medical condition that prevents them from 

wearing a face covering, those who cannot put on or remove a face covering themselves 

and small children will not be required to wear one on board. 

Customers who decline to wear a face covering due to a medical condition will not be 

required to provide documentation. 

 

How are we addressing ADA restrictions or health/privacy concerns related to the 

inability to wear face coverings? 

Based on guidelines form the Centers for Disease Control, customers with a medical 

condition that prevents them from being able to wear a face covering will not be required 

to wear one. If a customer cannot remove the face covering themselves, they are not 

required to wear one. Customers will not be required to provide documentation regarding 

their medical condition. 

 

Are customers allowed to remove their face coverings while on board?  

There may be times when the customer may need to remove their face covering on the 

aircraft, such as when eating or drinking. 



 
 

Additionally, in the event of decompression, passengers will need to remove face 

coverings prior to donning an oxygen mask. Flight Attendants will communicate to 

customers to remove face coverings in the event of decompression, prior to donning the 

oxygen mask, which is included in the Inflight Exemption Reference Guide (ERG). 

What if we run out of masks to hand out on board? 

For masks supplied in the Inflight Customer Kits, Cabins & Provisioning will supply 

eight additional masks. For flight attendants who run out of masks, they can submit a 

Voices report. 

Will customers need to wear face coverings in the airport (e.g., lobby, gate area, 

clubs and lounges, etc.)? 

Customers should follow local government orders or policies on the requirements for 

wearing face coverings in indoor public settings where maintaining a safe social distance 

is challenging.  

What if a customer is upset because another customer isn’t wearing face covering 

onboard (e.g., they took it off, medical condition)?   

Flight attendants will remind customers about the face covering requirement and the 

reasons we have this policy. If there is a concern that arises during the flight, the flight 

attendants can use their de-escalation skills, inform customers of the requirement, and re-

seat customers in the aircraft as needed.   

Are employees and pass travelers allowed to take a face covering from customer 

service agents? 

Employees and pass riders should make every effort to bring their own face covering 

when traveling to preserve masks for passengers that do not have one when they fly with 

us, but a mask will be provided upon request if needed.    

What if we run out of face coverings to hand out at the gates? 

Customer service agents can work with local leadership to replenish face coverings.  

How long will we need to hand out face coverings? Is this temporary? 

United will require face coverings on board until further notice. We will continue to 

evaluate this policy on an ongoing basis based on CDC guidance, government regulations 

and our continued prioritization of the safety of our employees and customers.   

Are all employees required to wear a face covering when on board an aircraft? 

 

Effective May 4, all our employees on board an aircraft will be required to wear a face 

covering. including front-line employees like pilots (outside the flight deck), customer 

service representatives, catering, ramp, and maintenance employees while aboard the 

aircraft, as well as any United employees traveling for business or pass traveling. This 



 
 

requirement will be reflected in our pass rider dress code policy. Flight attendants are 

already required to wear a face covering, as of April 24.  

 

Do CSRs have to wear a face covering when they go on board the aircraft? 

Yes, CSRs must wear a face covering at all times when they are on the aircraft, including 

handing off paperwork to the cockpit, assisting with customer seating issues, etc. 

 


