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From: Danette Lilja <danette@northvalelegal.com> 
Sent: Thursday, August 26, 2021 3:23 PM
To: Daniel Maffei <dmaffei@fmc.gov>; Rebecca Dye <Rdye@fmc.gov>; Michael A. Khouri
<mkhouri@fmc.gov>; Clark Jennings <Cjennings@fmc.gov>; Carl Bentzel <cbentzel@fmc.gov>
Cc: Danette Lilja <danette@northvalelegal.com>
Subject: Norwegian Cruise Line Covid Refund Policy Information
 
Dear Distinguished Commission:
 
This law firm represents a family of twelve Norwegian Cruise Lines (“NCL”) passengers affected by
NCL’s COVID refund policy. It is my understanding that the cruise lines’ COVID refund policies are
being investigated and discussed as of the date of this email. Therefore, I respectfully bringing to
your attention my clients’ ongoing struggle with NCL as it relates to NCL’s COVID refund policy, as an
example of the impact the cruise lines’ COVID refund policies have had on average Americans.
 
On February 19, 2021, the attached letter of the same date, and supporting documentation, was
sent to Norwegian Cruise Lines’ (“NCL”) customer relations department, regarding the cancellation
of my clients’ 7-day Hawaiian Island cruise on the Pride of America; sailing dates: 3/21/2020 –
3/28/2020. The same day, I received the attached response from NLC – see NCL Response to 2-19-
2021 Letter.
 
On May 10, 2021, I mailed a follow-up letter to NCL’s legal department asking them to please
contact me regarding NCL’s COVID refund policy – see NCL Legal Department Letter 5-10-2021. In
response to that letter, instead of being contacted by NCL’s legal department as requested, I
received the attached email from Ms. Sonia Breathwit, a NCL Resolution Coordinator – see NCL
Email Response 6-5-2021.
 
I am cognizant of this Commission’s time; therefore, I am providing the attached information, to
succinctly bring to this Commission’s attention the impact – both emotionally and financially – NCL’s
COVID refund policy has had on just one American family. A family that missed out on a full refund
simply because it relied on NCL’s “Peace of Mind” policy, a policy that in its implementation
penalized passengers affected by the COVID pandemic if they acted prudentiantly and proactively
instead of waiting until the cruise industry was pressured into giving full refunds. As Ms. Breathwit’s
response states, NCL will not refund to my clients their fares because my clients cancelled their
cruise between 9:50 – 10:11 am, under the “Peace of Mind” policy, and the announcement
regarding full refunds was not made until 3 pm that same day. That approximate 5 hours cost them
almost $40,000.00.
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February 19, 2021 
 
 
Norweigan Cruise Lines (NCL) 
Guest Relations 
 


Submitted via post-cruise Guest Relations form. 
 
Dear Guest Relations: 
 
This law firm represents the following passengers, all of which were booked on the NCL 7-day Hawaiian 
Island cruise on the Pride of America; sailing dates: 3/21/2020 – 3/28/2020 (“Cruise”).  
 


Reservation No. Passenger Name Cruise Fare Cancellation Date 


42842451 Rondi Fry 
Carl Fry  


6,762.34 
 


March 13, 2020 


42842535 Thomas Fry   
Conor Fry  


4,952.80 
 


March 13, 2020 


42842512 Peter Fry 
Sinead Fry  


6,741.46 March 13, 2020 


42842482 Andrea Fry 
John Floyd  


6,762.34 March 13, 2020 


42842257 Erin Fry 
Aaron Fraser 
Alexander Fraser 
Lorelei Fraser  


12,618.94 
 


March 13, 2020 


 
On March 7, 2020, Harry Sommer, NCL’s President & CEO, sent a letter to my clients. In his letter, Mr. 
Sommer announce NCL’s Peace of Mind policy. Specifically, he stated that anyone traveling between 
March 10, 2020, and September 30, 2020, were free to cancel anytime up until 48 hours in advance of 
embarkation, and in doing so, they would receive a full refund of their cruise fare in the form a a future 
cruise credit to be used for salings that embark through December 31, 2022. Other than the terms 
stated, Mr. Sommer’s letter did not contain any other requirements or restrictions. 
 
After receiving Mr. Sommer’s letter, my clients decided to cancel their cruise. However, the very day my 
client’s cancelled their cruise, Mr. Sommer publically announced that all NCL cruises would be 
suspended for 30-days effective immediately and passengers affected by the shutdown would be given 
the option of either a full refund or a future cruise credit of as much as 150% of the canceled cruise fare. 
When my clients contacted NCL’s to cancel their cruise, they were not informed of the policy change 
and were not given the option for a full refund; they were told the only option was a future cruise credit 
in an amount equal to their cruise fare. 
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I am confident that NCL’s agent’s failure to offer my clients the option of a refund was a simple oversight 
due to all the uncertainty around COVID and NCL’s policies at that time. Therefore, I am respectfully 
requesting that NCL honor the policy announced by Mr. Sommer and refund my client’s cruise fares in 
their entirety.  
 
It should be noted that my cleints contacted NCL multiple times prior to seeking my help. The Cruise was 
purchased by Carl and Rondi Fry, so they and their children’s families could spend one last family 
vacation together. Taking his family on a Hawaiin cruise was Carl’s dream. Carl unfortuntely suffers from 
Alzheimers. As of this letter’s date, Carl can no longer travel, so the purpose of the family Cruise has 
been completely frustrated and Carl’s dream rendered impossible. I have included a letter form Carl’s 
physician confirming Carl’s diagnosis. The future cruise credits issued to this family are nothing but a 
painful reminder of Carl’s decline and his unrealized dream.  
 
My clients know that NCL cannot control the far reaching impact COVID has had on lives around the 
world, but NCL can control how it treats this family. And, NCL can, as Mr. Sommer stated in his March 7, 
2020, choose to put NCL guests first by issuing my clients’ a full refund. 
 
Thank you in advance for your help and consideration with this request. I am looking forward to 
resolving this issue, so my clients can focus on their family and enjoying their time with Carl. 
 
Sincererly, 
 
 


 
Danette L. R. Lilja 
Managing Member 
Northvale Legal 
 
 












From: NCL US Guest Relations
To: Information; Danette Lilja
Subject: Pride of America Voyage of 3/21/2020
Date: Friday, February 19, 2021 2:56:16 PM


 


Ms. Danette L. R. Lilja
Northvale Legal
PO Box 1863
Monument, CO 80132
US
 
Re: Pride of America Voyage of 3/21/2020
Your Client: Carl Fry
Reservation Numbers: 42842451, 42842257, 42842535, 42842512 & 42842482


Dear Ms. Lilja:


Thank you for writing in regarding your clients' intended voyage aboard Norwegian's Pride of America. We greatly 
appreciate the understanding of our valued guests during these fluid, unprecedented and challenging times. 


We understand the complexity of this issue and trust you appreciate the need to be fair and equitable. When your clients 
canceled their sailing on 3/13/2020, the option they cancelled under is the Peace of Mind option which states:
     
Guests who opted to cancel and take advantage of our Peace of Mind policy applicable and effective as of March 10th, 
2020 will be protected as such. Therefore, you were extended future cruise credits. We cannot offer any other type of 
compensation.


Consequently we are not making any exceptions to our policies in place. Our Norwegian Peace of Mind policy is the 
most generous policy we have ever put in place allowing guests to cancel up to 48 hours prior to sailing with no penalty 
which gave all of our guests the flexibility of time before making the decision to cancel. On top of that we are allowing 
guests to leverage that 100% future cruise credit for sailings all the way through December 31st, 2022. Hopefully you 
understand our stance on why we are applying these policies consistently to all guests, depending on if they voluntarily 
canceled versus being forced to cancel.


Should your clients wish to transfer their credits to another passenger, we would be more than happy to assist with their 
request.


We are incredibly appreciative of their loyalty and trust in allowing us to welcome them aboard our amazing ships and 
thank you for giving us this opportunity to assist.


Sincerely,


Gaby Reyes
Coordinator
Guest Relations


Case: 03814848
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May 10, 2021 


Norwegian Cruise Line  
ATTN; Legal Department 
7665 Corporate Center Drive 
Miami FL 33139 


Dear NCL Legal Department: 


On February 19, 2021, the attached letter and supporting documents were submitted to NLC US Guest 
Relations (“Guest Relations”). Guest Relations responded the same day, stating that no exceptions 
would be made for my clients and denied my clients’ request. I have included a copy of that response for 
your convenience. 


As it will be unproductive to discuss the legal issues implicated by my clients’ situation with Guest 
Services, I respectfully request that someone with the legal competence and authority to address my 
clients’ situation contact me upon receipt of this letter.  


It is my clients’ desire to resolve this issue amicably, so I look forward to hearing from you by May 31, 
2021. 


Sincerely, 


Danette L. R. Lilja 
Managing Member 
Northvale Legal 
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February 19, 2021 


Norweigan Cruise Lines (NCL) 
Guest Relations 


Submitted via post-cruise Guest Relations form. 


Dear Guest Relations: 


This law firm represents the following passengers, all of which were booked on the NCL 7-day Hawaiian 
Island cruise on the Pride of America; sailing dates: 3/21/2020 – 3/28/2020 (“Cruise”).  


Reservation No. Passenger Name Cruise Fare Cancellation Date 


42842451 Rondi Fry 
Carl Fry 


6,762.34 March 13, 2020 


42842535 Thomas Fry  
Conor Fry 


4,952.80 March 13, 2020 


42842512 Peter Fry 
Sinead Fry 


6,741.46 March 13, 2020 


42842482 Andrea Fry 
John Floyd 


6,762.34 March 13, 2020 


42842257 Erin Fry 
Aaron Fraser 
Alexander Fraser 
Lorelei Fraser  


12,618.94 March 13, 2020 


On March 7, 2020, Harry Sommer, NCL’s President & CEO, sent a letter to my clients. In his letter, Mr. 
Sommer announce NCL’s Peace of Mind policy. Specifically, he stated that anyone traveling between 
March 10, 2020, and September 30, 2020, were free to cancel anytime up until 48 hours in advance of 
embarkation, and in doing so, they would receive a full refund of their cruise fare in the form a a future 
cruise credit to be used for salings that embark through December 31, 2022. Other than the terms 
stated, Mr. Sommer’s letter did not contain any other requirements or restrictions. 


After receiving Mr. Sommer’s letter, my clients decided to cancel their cruise. However, the very day my 
client’s cancelled their cruise, Mr. Sommer publically announced that all NCL cruises would be 
suspended for 30-days effective immediately and passengers affected by the shutdown would be given 
the option of either a full refund or a future cruise credit of as much as 150% of the canceled cruise fare. 
When my clients contacted NCL’s to cancel their cruise, they were not informed of the policy change 
and were not given the option for a full refund; they were told the only option was a future cruise credit 
in an amount equal to their cruise fare. 
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I am confident that NCL’s agent’s failure to offer my clients the option of a refund was a simple oversight 
due to all the uncertainty around COVID and NCL’s policies at that time. Therefore, I am respectfully 
requesting that NCL honor the policy announced by Mr. Sommer and refund my client’s cruise fares in 
their entirety.  
 
It should be noted that my cleints contacted NCL multiple times prior to seeking my help. The Cruise was 
purchased by Carl and Rondi Fry, so they and their children’s families could spend one last family 
vacation together. Taking his family on a Hawaiin cruise was Carl’s dream. Carl unfortuntely suffers from 
Alzheimers. As of this letter’s date, Carl can no longer travel, so the purpose of the family Cruise has 
been completely frustrated and Carl’s dream rendered impossible. I have included a letter form Carl’s 
physician confirming Carl’s diagnosis. The future cruise credits issued to this family are nothing but a 
painful reminder of Carl’s decline and his unrealized dream.  
 
My clients know that NCL cannot control the far reaching impact COVID has had on lives around the 
world, but NCL can control how it treats this family. And, NCL can, as Mr. Sommer stated in his March 7, 
2020, choose to put NCL guests first by issuing my clients’ a full refund. 
 
Thank you in advance for your help and consideration with this request. I am looking forward to 
resolving this issue, so my clients can focus on their family and enjoying their time with Carl. 
 
Sincererly, 
 
 


 
Danette L. R. Lilja 
Managing Member 
Northvale Legal 
 
 











From: NCL US Guest Relations
To: Information; Danette Lilja
Subject: Pride of America Voyage of 3/21/2020
Date: Friday, February 19, 2021 2:56:16 PM


 


Ms. Danette L. R. Lilja
Northvale Legal
PO Box 1863
Monument, CO 80132
US
 
Re: Pride of America Voyage of 3/21/2020
Your Client: Carl Fry
Reservation Numbers: 42842451, 42842257, 42842535, 42842512 & 42842482


Dear Ms. Lilja:


Thank you for writing in regarding your clients' intended voyage aboard Norwegian's Pride of America. We greatly 
appreciate the understanding of our valued guests during these fluid, unprecedented and challenging times. 


We understand the complexity of this issue and trust you appreciate the need to be fair and equitable. When your clients 
canceled their sailing on 3/13/2020, the option they cancelled under is the Peace of Mind option which states:
     
Guests who opted to cancel and take advantage of our Peace of Mind policy applicable and effective as of March 10th, 
2020 will be protected as such. Therefore, you were extended future cruise credits. We cannot offer any other type of 
compensation.


Consequently we are not making any exceptions to our policies in place. Our Norwegian Peace of Mind policy is the 
most generous policy we have ever put in place allowing guests to cancel up to 48 hours prior to sailing with no penalty 
which gave all of our guests the flexibility of time before making the decision to cancel. On top of that we are allowing 
guests to leverage that 100% future cruise credit for sailings all the way through December 31st, 2022. Hopefully you 
understand our stance on why we are applying these policies consistently to all guests, depending on if they voluntarily 
canceled versus being forced to cancel.


Should your clients wish to transfer their credits to another passenger, we would be more than happy to assist with their 
request.


We are incredibly appreciative of their loyalty and trust in allowing us to welcome them aboard our amazing ships and 
thank you for giving us this opportunity to assist.


Sincerely,


Gaby Reyes
Coordinator
Guest Relations


Case: 03814848
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From: RD Team
To: Information
Subject: 2021_05_21_14_06_36 Fry
Date: Saturday, June 5, 2021 7:37:05 AM
Attachments: image001.png


2021_05_21_14_06_36 GUEST FRY.pdf


Dear Ms. Lilja,
 
I am writing in response to your letter dated February 19th, 2021, regarding the following
reservations on the Pride of America March 21st, 2020, sailing:
 


 
Upon review of the above reservations, I have determined that the guests are not eligible for a
credit card refund.  Your clients voluntarily cancelled on the morning of March 13th, 2020, 
between the hours 9:50am to 10:11am under our Peace of Mind policy accepting future
cruise credits in lieu of cancellation penalties.  Norwegian Cruise Lines did not announce the
suspension of sailings until 3pm that afternoon.  Only active reservations at the time of the
announcement were given the options of additional monies in future cruise credits or a
refund. Peace of Mind credits are available under the guest's profile and can be used on any of
our published sailings through December 31st, 2022, that is booked by December 31st, 2021. 
 If any guests are unable or do not wish to travel in the future, these credits are eligible for a
one-time transfer to another person. 
 
Thank you for contacting Norwegian Cruise Lines
 
Please be advised this correspondence along with any conversations between us, are without
prejudice to the rights and defenses of Norwegian Cruise Line including the terms and
conditions set forth in the Passenger Ticket Contract.


Kind regards, 
 



mailto:rdteam@ncl.com

mailto:info@northvalelegal.com



Reservation No. | _Passenger Name | _Cruise Fare | Cancellation Date.

42842451 Rondi Fry 6,762.34 | March 13,2020
Carl Fry.

42842535 Thomas Fry 495280 | March 13,2020
Conor Fry.

42842512 Peter Fry 674146 | March 13,2020
Sinead Fry

42842482 Andrea Fry. 676234 | March 13,2020
John Floyd

42842257 Erin Fry 12,618.94 | March 13,2020

Aaron Fraser
Alexander Fraser
Lorelei Fraser















































Sonia Breathwit Resolution Coordinator
Norwegian Cruise Line
7665 Corporate Center Drive, Miami, FL 33126
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I, and my clients, recognize that NCL is offering them an equivalent amount in future cruise credits;
however, as explained in the Februray 19, 2021, letter, the very purspose of this family’s cruise has
been rendered impossible due to the patriarch’s severe and advanced dementia. He was in good
health when the original cruise was booked, but that is no longer the case, and the family simply
cannot fathom taking this cruise now without the very man on whose dream the cruise was based.
 
Finally, I am not asking, nor do I expect, this Commission to intervene on my clients’ behalf or
directly resolve this issue for my clients. I am simply putting a face on one American family
negatively impacted by one of the cruise line’s COVID refund policy.
 
Thank you for your time and consideration with this matter. And, thank you for your time and
consideration as it relates to your important investagation.
 
Sincerely,
 
Danette
 
Danette L. R. Lilja
Managing Member
Northvale Legal Services LLC
 

 
Office Hours: Monday – Thursday: 9 am – 4 pm (By appointment only); Fridays: Closed.
 
PO Box 1863
Monument, CO 80132
Direct: 719.387.9707
Fax: 719.212.4070
danette@northvalelegal.com
www.northvalelegal.com
 
CONFIDENTIALITY NOTICE:
The contents of this e-mail are confidential and privileged. If you are not the intended recipient, then you are to notify
immediately the sender by reply e-mail and you are not to review, use, disclose, reproduce, distribute or retain the contents.
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