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Module 1.0 :
Module 1.1 :
Module 1.2 :
Module 1.3 :

What is Airline Social Media ?

Social Media — The Basics

Deep dive: Destination marketing

Deep dive: Airline Social Media — Sales

Day2 | 2018 12 H5H | Module 2.2

Module 2.1 :

Crisis Management

: Contingency Management

Module 3.1 :
Module 3.2 :
Day3 | 2018 412 H 6 H | Module 3.3 :
Module 3.4 :

Deep dive: Customer service
Deep dive: Apps
Deep dive: Events

Deep dive: Low Cost Carriers

Case Presentation




2 REATHEE

—~ EE 1 (LR

FEEERAG (Social Media) fEHYE—ME&R EHVEEAG V& - 1 EEREERG AT LISHE
(EF#&RIHEEETT Ry (Social Behavior)  GUFEREILZ FIHVEME « BRsS R B EHE
i a] DT IR AR B IREITERREL Y = - #EA 21 SR - (RS E L
Fo NEL N Z el ~ ek R BB B - ([CEREETINE - AMEEiEE
HEEHERS TE Ry s B E = -

FRSEAGR - (ERRRG T ARSI & P~ ETEE EIEH - DU’ Ay
SFEY— R HEE AT - B ] ISR P E B S REN - A
ae A SO R AR T HA T - SR EERAERERSE > e
AR PR S RIRH(E A RIS » DA IIER &2 Z R L8 o DU RE et 24 s
M Z B RG t— fE 2 4E

(—) TFacebook (f&&E)

Facebook (LA TNifE Mlindr) 2 HAIR SRS Z P EM
NBEZH) - Rz tidE B NSRRI IR ER S -
RIEAER - RN B EERERNEE L — - S EHE LA T3
REFRZAMEA > SRR AP AT AR E AAEZE ~ ReHA 50 A 2 i R Al (AR
B MR I T A ZE R S B B A o HSMER Rt A LU AE AR
[FIERERHREE - I SRR AR IR TP athRG ~ SR AR AT o0 8

S AE R E b ] LUE R SR (T B AV IhRE A Tk & H AR EsGEER
103 LR L REST iR & H I Bra e AR o &8 B8 (e e & H NS
& DU IH EERRE _EAVIRER -

HEA L Sl e LR TEREZSN  #—E2bga —E LHRE
BT - DA A RN P50 B AR AT A B ST -
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(=) Twitter (3

Twitter (LUTHRERHERT ) E@IN— TR IE S8 HI4E
softif > HPRHIEE A E S TR 140 BN - 5Lk
AUEHEREIE T HES (Tweet ) o N EZBRITIOBISERIZ » FEZEHIE I HEL
Do HERFID ARy T APRAERS RIRTEIIRS > 4EUEHYI R AT DABTRE A B
FYHESC - LT = AR DUZ B HERT4h ~ AR el S Sk Y AR B 2 38 A
FERFAIE. o AN ERAVEIRGE - A SR BERE R A H R R e e E -
MHERFEMZE A EIRR T heE SN - So— 5 R BEAG -

(=) Pinterest

Pinterest & —{E4ERIEL THERIIE FRER - 7] DAGE(E A
P ElE BE AR REZELERFRNEERR TR - [t
AT F—(EE H o FREA SRS > PR U RN E A C
AR 7 RGBT A 5 © Pinterest AUbaeatiyEWEIEERESS - ZLIEDR 1
T ) AYJTEEH - HAT Pinterest HYBERIRE DUCIEES - 4905 85% /2 - £
A Pinterest {FAtt BRI TEAGEI TS ELIENR ~ EREHT - AEIRE
Foff ~ RERTEREFRREFERLE -

(P9)  Instagram (IG)

Instagram (ffE 1G) ZEfaZ A F—s i fzdtar b @
[l 5 R ARER T FHVIE A E RS > T DA P DU S B T |
A MHR R > A FERESSFRRIIEE /i RIS S 2 dis - ELELA A 7y
£ o Instagram EFTHIEPURE R - R ESAHHAE HECEI LR 2 AR
WEMRERACARRR RS -



-~ FE 2 HEZESYE (Destination Marketing & Sales)

HERE B e e R E L BRI ES T H5R » tR A S A an B RS Y EL 2
PR B - NRRENEIREAIRN - NI REET BRI AR
A HEE e B R i E R E A E E - JHEEIFRKE —fHRE
BRI EAVEERAIZ G - L SRE T B B I RRRAVRF AR 2R (b
IEs - & (e B AR T AF -

B HEREAIREROE LR - (SRR N AT B 8 S A R AT
PH TR B e L AR B - S AP O H BRI S I B B R AV fn ik
B B AEN S - SRR AR e TS SE B SR TT » MRE S (U
& ERHSHY R H & - e A mE SRS A RS (F T E R ECA
FIHITIE B AGEE M2 A ERVREE T E 2 -

(—) EHIRE © IRTCEERIR(TE ?

A AR RFERITHIROL - TRE 2 R A E R AR R A a5
ARSI 48 - BEERTZE (Full service) BYEREARIZE (LCC) - HAHIZERERT 5
HRpafE A (T H = B SR > (HEAAR ERTA RIS K& T B B SRR E
P& 5 (REATZE AIE 5 TSR0 & S PR SR A SRR - EEMIBR T T, DS
HAARB AT S IMT S - 3L > SRR 0 AEEETE T - EaH
22 By T B A BRBR (AR EE (RS - EAGRKIER (D R A AR R B BT & A IR Ry
WEIHE - MEEAMZE &y T Fihpa B Koatn s s - thatate i Baask
— ARG ZE A G IR A AVERI NI — & REE U Y » LU st L
RIS R B PEMIE Ry e Bz s red -

FLERZE (British Alrways) & RHEINVEIZEMZE AT > RALKEHES
ST RS S IR B KR M ZE ST - RTAE3R S i = RS IS A
Fo Vi g7 > SR R EMREE S & T > Hrh— st R A et
& ERVRE BRI L OUE - SURFREIMIEREAY TR - B —HEE

7



(R TR KRR > Bz B T I BRI & - (Ve T T R
Eff ) —BSEEERATE & A EHEEED T B (MES) & TR 2R - 580
fikE m] DU ATt — R EAS R R RO B B S A F A RS EIRVRF RS (4
3)°

M&S ON* BOARD

BRAEBGE LMB AN ZE Y A EACE - Wi IBSHeNi Ry 1Bk B A H
CATERERR B SR BT E - (RS F SR A SRR — AR AT H]
W fif LSS [N 4TS (EmA AR Fly M2 — SR - #2 M 22
FlyBag t&FE—FI0E 20 S THUFEEITZ - 2] FlyBagBat —F 1 EEORFERS - 2]

=ERHY ScootBi z—tEL AT A IRBHIFRHEATRE AR - WL ERIRERAEE
CHYSEAMEEMIEEIR H BT > ferE s ) 1 IR SRR B R s 22 1T 5 [EAY B
&y (AEl 4) -



=l 4

(2D HEHERRTTHRE

AT BT 5 ik G (o H R R B B RAVIREE » ISR et 2 & S A
FHITHH SRR [ PSS ATIR 2 T - AR B BRIfTA A SIE Rl - DUT
TRES [ BE R ZE KoK M 22 i PO RS T < #a /4 -

REEEMTZ2 (Jet Blue) BHENI—HERAMIZZAFE] » K T HEIRE ARG
N EFHZE A EETHEMEATERE - MRS B TR E IR
BESh » SSHMAIILT JetBlue Cheeps HYMERFIRSE - SZIRSE A I2 B EH KT X
FrRlRSHHERE - HARE B E TR AR - N ERE TR
TetBlue Cheeps HIHERFIRSR » (ERERN ERFULEI S —FHYE BT R R
PRS- WA ERENIREN S - B —(EIEE EEETR
RSE (A0 S5) -



JETBLUE
CHEEPS

TWEETS FOLLOWING FOLLOWERS LIKES

1 478K 7

Tweets

JetBlue Cheeps @

@JetBlueCheeps

JetBlue Cheeps & @JetBlueCheeps - 41m
I:HEEPS Why leave anything to chance when you can grab a great sale fare RIGHT
NOW? Just book by 5/3. Blackout dates +Restr

Watch for great deals on last minute
flights. Cheeps are offered for a limited
time and limited availability so act fast!

@ Long Island City, NY TWO-DAY SALE!

& FARES FROM

Joined March 2008 FI_Y As $
YOU MAY. 49

+$5.60 taes & fees

5
TKEMZEAEE A RS Ay T IERHEs A (chatbot )y ZARDIAEARELRET
L) o EIREEAKEMZZMREE HEIBHRL " RIRFHE (Messenger) | ¥I557
RIAT LBt A e f T Hp &R E3IaE > A H(E e b SR MRS > 40
FURGHERE ~ ISR M EAAARIIIRE - sRIRHB &S R R HRE E1TEE
a4 bfs (AE 6) -

2

®ee0c Verizon LTE 8:50 PM v 75% W

Icelandair >
< Home - Manage

What city would you like to

4 arrivein?
C
Don't know

We currently do not serve
this airport, but here are
the closest ones.

Select an airport.

Keflavik Internation
Glasgow
é Aberdeen Dyce
Q

Keflavik Internation

When would you like to
depart? Please respond
4 with format of MM/DD.

Type a message

& 6

10



=~ FE3: E¥%EHE (Crisis Management )

AR Y AT Bh T ARSI Y H 2 LR (BRI T RO
W E S AGERN T H{E S R E B T 2k WS RE NS/ L
HEEAG > WM EMZEASGHEH (Crisis Management ) VT FE

(—)

1.
2.

(=)

FEREA T 6 AT

HBhZEAIEE# (the helpful advocate) : fRfEEF3 A BIZEVEN
AR (the concerned relative/friend) * BEHYEEST ~ JERRZ il
F=OREA HEvEER

TEAXAYNKE (the angry passenger) : BEIEE(FAVERZEE - (HEHE
ZEIFHRAERT IR B - (PRTREEAZ B2 A F1 A O BRI RREUE.
HR(EAYIRE (the stuck passenger) * #PRIERVIRE & 70 2 K i
P4 &R

EANEFAYEEE A (the accidental spokesperson) : f2{HES EFHIL
H R R R R

EJE- =RV E (trolls, an unfortunate reality) : fEEE N HE ' 44
BN L TR G 5E 2 R AEAEEEIERS B RRER - R E
HABEFENSH - ZEBERIROIA - By B S8 AR AL

RS SR E Y 3 (ERRRIG

RN 2 hPE B (breaking news)

(1) EHENELAERS FEAARCHERIRIERERE - IR 3 An A
—MiPEAE Flight Radar 24 FJH%% - [HB - FHREEBRAL A 15 708
AR R A A AL A G T [ % RS R 38 AT & A ST -

(2) RBAEHBHLAS F M\ EE R R, - 2RT22 A BRI A
— AR BRI BN EIRE— S FEk > 412011 £ 11 A
4 BIEHHEE R ARAREAS ERZ ERE—RERIRE] Qantas ks[4

11



BRAAEE TR - SRR G REREIEIVER - A S
f% Qantas FE(ESREL > EHF Qantas E @A B BEEE > 1304
IS NS - BEEHIHER —4¢ Qantas TRIETRELENEI/EIK
Hrp— A5 20N E B E T - (HZ AR T fe 2t 4
USRI RE

(3) BHAEERR 2 SAE R IT R — B RREES - SR HMIZE (TransAsia)
A FEAARZEEE RO BAEBONARIRY transavia M2 FISEERE
SRR EWHEERS BA A BVEF TransAsia g5 transavia
transavia BERITEAFIHERS B3MmE AR » SR —2 2 5BEE
22N  —RBEBIFEMTZEAE] » JEBIFENY transavia WD H M
=0 Lk R SR A b S G e e AR RE (W 1

2. EHHEZRFEBz(accident confirmed)

(1) tHEFERRE bR B R B - AT — ARSI
FHAVEEEERNNEERCENNE  FEEHEES A —EgHT
FoH-EGAHERR - t—EWFEgaRAEEE CrFHa
ik o EACHAY BT S0ETY 2013 FEELERT 214 MIDTAEES &1 LIBIPER
Gl R R S S — AR R 1 SHE R AR B A 1Y
30 FPEIEEAT > &Rstaz HIERE B 4,500 RIFTRIFTS | H - B T IEIR
I H R E G ARG TR TR BOREOES  R E
AFRBAT ML E T b R R th & H P LR AG » ¥4h
St B ORI E S A EHORME ERRRE DU ERIEIY © AT A E
&I B FRAERIR TR R 2R U EE 2 51E - 2 HEEEN
R4 (B777-200ER ) Z BLUE RO B A E] » IME B 495811 22 [ R
V7 BHIERE « BEE AR A EE ARG - & e EIERS IR
B AR BB R - BRIV SRS T e

12



(2)

(3)

REFRE ~ EEAMERGERIRE S > RIRESS B PR ZAYAHE
&l -
1 [l FE B 2 T B RHY S ¢ 2013 T TG679 MidE—2R2E%
A330 RIS S G > NS 2R e @ i - e LS
B SRR ER - fEIR AR S Y ZATTET - BRI
BIEIRE RN R =R R A BIP5R - USRI E AR E
BHELAG Lo RBGE - HERH A S EER 31 T B IRATRIR S 4[5 =
W B R SR R o e SRR T
B HIIESEZE R - - ) W HS BT 2RO BB E] - ZRATEAE
FE A RS N I R H B EISN - KT8 SR 52
fiize A E]E CEO Bt BEEAG R Dh Y L& — noffiHY BT & Tony
Fernandes 1F QZ8501 ZZEEEHHIIE By
A, EEBECHEERS > SEfAY Tony Fernandes [FIRF(EFTEFEERS
Pyt B SR B L S Ay B AR - AR HHERRIR
58 B2 (8- R R AU T S ae i AT R U T 5 &
Alsa S HRETIE -

B T F d
o :

My heart is filled with sadness for all the
families involved in QZ 8501. On behalf of
AirAsia my condolences ... tmi.me/1eVhXv

12:11 - 20145512 E30

ses2 st 2407528 HID PP OO@ & &

Q 328 1 89k Q 24

Admin | Perakian @TwitPerak - 201451230

' 5| F 45 @tonyfernandes

Kami admin twitperak dan seluruh rakyat Perak khasnya mengucapkan salam
takziah kpd semua waris penumpang. #QZ8501 @tonyfernandes @AirAsia

Q 2 g 2 T Q 15
fi& 7
B. AR E AR RS > AZmEME 5 HERFIRSE > Tony

13



Fernandes fE#ERF EAYEREAHEIN — R EH&T AREE IR BEY E
JERE > 2 TR BRSO B DM A R RS AR E
F B E N R Eh i RS BRI 2R - (A
7)

ISR (#tag) DIRE © SofiibR 1R B 4C R R (e R R e
ZESN (AilE 8) - HE A RHERRHIEEIIRE (s - R R
Instagram ¥AIERIIAE) - HAVEER A 2 BB 4l BT EEERARY
#Q78501 Bi#airasia » MEE—KZ A S EEEZIVE SR

AE4 > th#togetherwes tand » FEE TN AEEIREH
HERE > MeEeREBGMAELN & » LA E Tony
Fernandes FESE&E82E1%57 " It is probably an airline CEOQ
s worst nightmare. After 13 years of flying millions
of people, 1t is the worst feeling one could have, but
we stay strong for the families out there to make sure

we can look after them even after the incident. |

14



AirAsia ¢

@AirAsia

TWEETS FOLLOWING FOLLOWERS FAVORITES LISTS

31.8K 601 1.26M 25 <

Tweets Tweets & replies Photos & videos

Pinned Tweet
Welcome to our official Twitter account @ AirAsia @AirAsia - 5h

where we tweet exclusive updates,
contests & our low fares all in just 140

characters!

@ KLIA2, Sepang, Malaysia
& airasia.com
(® Joined March 2009

AirAsia Indonesia regrets to confirm that
QZ8501 from Surabaya to Singapore has
lost contact at 07:24hrs this morning
on.fb.me/1xpx5pl

43K 4.5K
[/, Tweet to AirAsia

8 15 Followers you know

AirAsia @AirAsia - 3h

Updated statement: QZ8501 on.fb.me

fil 8

3. ZMRFEEX(the aftermath)-BHREE (managing grief)
(1) SHEMEERA T EHEASIRGE R HE  HER S
el ARG AR AR -
(2) STt EHEERS BISGEIMERIFESTY - R T HEEE 8 Sk - Al
2 BT LS S B BRI TR

(3) NEPKIEH RS -

A.

B.

Wz (acknowledge)

I & L BB RS 18 AR B IERERYETUE (channel s)
PRISFIEIHA 186 (t ransparency)

R UREVARIE BRI E 73RS (keep your eyes open)
FrEIBHEE 45 (fol low up)

U ESETEATE T PSS (Smi le! You' re on camera.)

15



Vd~ ¥RH 4 : EEEH (Contingency Management )

2009 FESREME A HTZE S L — TR R H AE 5K - REE(Dave Carrol 1)t
S MREREV AT  REERILRIBATEST - STk T LE AR - bl
SR ILAIE T — & - - -Uni ted Breaks Guitars (BEATEFHLGE S fth) ng HiS B
W B EREE R EE BRI RS AR E > et HaliE Tz 1,800
B RHERS CANlE 9) - WHGR - ‘EHE R SBURABAIR K EEHE
EPURA - B E AR 10% - HEZE T 1.8 {8557T - sLET FRRE T
FZE A FIAERAEI AR AT (EIR RAIZE A FIRAE 2 i B AR A AR B 5T -
kB DR B B R R RS RS W SEIP SRR A AR E
fERZ TR ZE S FIHE AR K HY -

\:

United Breaks Guitars
18,035,184 views

fiE 9

FT RS N F]IEAESS T e — (B A B SR A AR - fEdes S e ioE LAV 2R
e PR ~ (EREEEE - EARBSEAVTERE R E R Fr AR 5ot

16



FR R B B AR AL -
( - ) Iﬁﬂg ﬁ:ﬁ%
1. 2R (speed) : AEEAVIRE RIS AW

HAERYNR S AT RE S BE I st FH 1T BV A B AE AT 22 0 B B TR B A IR
St bR E B s E AT RS, BN EEEEAE R R T RS
B N B (BN /NG ) T DA HE - B R S AR IR T R AT DA F B
P A A N B - (HERESEAMNER W EHAme” 108 520z
NEIR B R R - 3 RIS A AR R

2. FHZ(technology)

F2AE A B MRS T e P R (E I AR R i - SRR S T2
2014 FEA —FLUPRZE R R ZRIEFREFCH Google Glass #EEHYZEMT: » %%
SRR B R HE R B3 AmallE - RIS ZE IR BA AR (IR I = A 2=
RUE - FREAENS B UR RIS i REETTEE - Mm@
KIEEN B - Al 222 RE BRI T MERa I - WAt N 8
A EORGEET% - FEILIRURII S22 % Google Glass HURBHIA I

3. W& (protocols)

ARHEITRME(EIZ ~ JRAZE SOP S ifi &y L R - SEER TR B i g
RN E G E— 2 R E D g B 7 SR L A R RS RISA A B 0 It
R > A0SR F AU [ R AR U S E (N BN E IR
Tk AN FNE RIS AP TE C&R A T FEFAHAANE) - U
AE ey 2 RERZ A il o] g g A g R A EREAN AR A
HY/0IE 7 BB h HACREBR I 12 S48 e 5 N FIRV B B B A R [ (5
[EIRF R A E P RR S e > TR A S LRGP I Bl I 2R
H > RIIRHER LR - BRI oS Ry -
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(=)

(1) PEE 1 : SREHARE (honest explanation) @ M EAEEHER HE
St AR E 78— LB AR PIRIRE ] DS S 47 - W H R
25 EALEATAE -

(2) PBE 2 : REEESME (humi Lity) » O A S REE AR L B 2N

RIS R B RS SIS T WREGENEE -

—

HBiBA&ER (communication errors)

A0 38 (honest mistakes)

B EEIFTZE A BRI E A/ INVOEE JTHERFIRSE po isEaRAyE#ss
fefit T HEERIVE G - HE TR U | BB 200l FIRF SRR
BEEARHAS - BT 2 AIHERTEHESZ " That US Airways Employee
Won" t Be Fired for Honest Mistakes™ > RAZEfIAIEEEEHH
EBEFES > AEE THERGECHEAEEAX -

SEERAVEE T (bad ideas)

B - MR AAR (B - 550 BT R BB T &S0
( ‘indigenous’ people full of ‘primitive’ energy) > FEEI{Et
FHEHS b5 RS =GR - (9] 2- BUNFT 22+ BE LRGP T A F B g R
S TR AR RS HE T —THBA N S EETH E RNV RS EE) - £
FEHWVRAE# QantasLuxury B NEARMMIRY “SEEFERITIRRE
TEA FE R BGEHERMRAY B N A It B ARG HE R SR E S » S
MREIERR A TEs AR B TIE ~ IRF/KE TS ~ 1TFREK
BREAE ~ CEO alfn#ry A imiE4E ke (FTRERAFE L) AR
BEE - IE R A P ER IR RGNS -

f& ks (dangerous words)

BIFE K BEAN EE ERHE BRI crashed and burned (REffi
R4 B TR B38mEUE > A crashed and burned IR E—{H
BRI EAERESE 10 REB RIS RISHILAVIEEL) - B0 EHUAE

0
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1]

FUEZREABNEAHMERAIEEAERZE -

BURERRE (sensitive topics) * i RAVEMREE -

BRI (technical issues) - WEHRGER - BAEAREVFRHA
HZHYJIE (mother nature) * BN > fi2= 20 Bl Hc KR HEEL
EAAE PERRE L ERIIRSE - Mlm RS ~ BRE K URESEER 2K
AR -

BRI RIARE R SRR A

AMAE(be human) * 26 ~ R el H IR G UGS i - E—5FEH
B ERAR - B ER » IR E (TS S i EE A - 12
BREFEN T fTZEAE R R AES - EINREE - TR EAES
—HEE S EEFONRE > W HIEERT -

(i AE (plan) * EEEREERG] > HE EEAER] R/l RER Ay 8IS
J& o Stk 21 o AR S - D AR RS > T B —E
A A SERYEEN - LT (R (R P S AR ZE 0 2 B e R B e e
st > DAFIERF RS (S L0 ] DLRNE 2 i e

Jr5allE (share) * BB EN T SRIHA A GEIRE - BRRGE
AT V) S e A BGE B R AER 2 A A &S Z i B T2
HEEATREE (adapt ) @ IR Ry — HIRETE SR v] SESUA L ARV ILHEAR - 22
MEET AT AR T | RS ) R | PSSR ) B IS RS
JEEEE > LAMESR iy THYSRES 2 o] DUZ B RE S HY H HY SR -
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Fi~ FRE S icEHR# (Customer Service)
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UNITED EXPRESS FLIGHT ‘?
3411 INCIDENT

Adric and Vega
2018.12.6

BACKGROUND-WHAT HAPPENED

« One of them Dr. David Dao was seen wi
bloody face after he was removed from the seat.
» Video footage from passengers who remained on

the aircraft throughout the incident was widely
shared on social media.
« Overbooking... this sometimes happen
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» United Express flight 3411 on April 9, 2017.
* It was a Sunday evening flight from Chicago to
Louisville

» Passenger Dr. David Dao

« 70 passengers (eyewitness accounts/ recorded
the incident by social mediq)

« Aviation Security Officers

 Airline supervisor

* A spokeswoman for United Erin Benson

» United CEO Oscar Munoz

* Politicians

» U.S. President Donald Trump

« Chinese & Viethamese people
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» One such video was shared 87,000 fimes and
viewed 6.8 million fimes in

» Trending hashtag

* Become one of the biggest news stories of 2017 to
date

* Memes on United Airlines started trending within a
day

» Potential boycott by Chinese & Viethamese

A

If we cannot beat our competitors,
we beat our customers.

Let Us Re-Accommodate You!

.. ... UNITED
LINES INTRODUGES
TG || Cemeee Southwests

we beat our competitors. Not you.

it Fight Club
H lewe B EHSE

o 11 11\15 16 17 13\19 20 21 22 2

NEW CABIN CLASS



https://twitter.com/Tyler_Bridges/status/851214160042106880
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* The United’s first response :
the overbook situation,” on Monday morning bu
made no reference to Dr. Dao or the video.
(United may still be trying hard to know what had
happened)

» United CEO 'stands behind' employees. (He is a
good leader but not a great CEO)

WHAT WENT WELL

MONDAY — ‘An upsetting event’

TUESDAY — ‘Never too late to do the
right thing’

WEDNESDAY - ‘Shame’ and another
apology

THURSDAY - ‘A harsh learning
experience’
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The truly horrific event that occurred on this flight has elicited many
responses from all of us: outrage, anger, disappointment. I share all of

n .
U n ITe d C h an g e d course those sentiments, and one above all: my deepest apologies for what
WiI T h ano T h er happened. Like you, I continue to be disturbed by what happened on

this flight and I deeply apologize to the customer forcibly removed and
STO Te m en T fro m M r. M U n OZ' to all the customers aboard. No one should ever be mistreated this way.
in which he said the airline

TO O k fo r 1 want vou to know that we take full responsibility and we will work to
the ep|SOde, make it right.

It’s never too late to do the right thing. I have committed to our
customers and our employees that we are going to fix what’s broken so
this never happens again. This will include a thorough review of crew
movement, our policies for incentivizing volunteers in these situations,
how we handle oversold situations and an examination of how we
partner with airport authorities and local law enforcement. We’ll
communicate the results of our review by April 30th.

United @ @united - 6m
Replying to @SoundCheckMama

> UA shall have the right to refuse
passengers if they are not properly
clothed via our Contract of Carriage.
FS

4« X7 v e

United @ @united - 6m
Replying to @raleigh_mecklin
> UA shall have the right to refuse

passengers if they are not properly
clothed via our Contract of Carriage.

ACCO
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Response to United Express Flight 3411

April 10, 2017

“This is an upsetting event to all of us here at United. I
apologize for having to re-accommodate these customers.
Our team is moving with a sense of urgency to work with
the authorities and conduct our own detailed review of
what happened. We are also reaching out to this passenger
to talk directly to him and further address and resolve this
situation.” — Oscar Munoz, CEO, United Airlines

We sought volunteers and then followed our involuntary denial of
boarding process (including offering up to $1,000 in compensation) and
when we approached one of these passengers to explain apologetically
that he was being denied boarding, he raised his voice and refused to

comply with crew member instructions.

He was approached a few more times after that in order to gain his
compliance to come off the aircraft. and each time he refused and

became more and more disruptive and belligerent.

Our agents were left with no choice but to call Chicage Aviation Security
Officers to assist in removing the customer from the flight. He repeatedly

declined to leave.

Chicago Aviation Security Officers were unable to gain his co-operation
and physically removed him from the flight as he continued to resist —
running back onto the aircraft in defiance of both our crew and security
officials.
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WHAT COULD HAVE BEEN DONE BETTER
OR DIFFERENTLY ON SOCIAL MEDIA

On all social media channels
Show sincerity & humility
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CEO make a public
appearance

Show that airline is
genuinely sorry &
compassion
Promise to look intg
procedures
Publish on all
media chap

(% AirHelp
1 0 THINGS CHANGING
AT UNITED AIRLINES

or securtty issue.

P U b | i S h C h O n g e S -I- O g;ff’.::?.?;‘,‘,,”l‘,f.?:?l':;‘i”iﬂfﬂ,EE"J‘"T:::?,ZZ“;

United will offer up to $10,000 in compensation to passengers
who jve up their seats.

p O | i Cy O n O | | MAKE IT RAIN m\rm.ee,mgwu their
channels :

CREW
PRIORITY

DIFFICULT Sy ’f;r A':;T;:;lﬂs‘n{mml' will significantly
PASSENGERS 101

DOWNLOAD
THE APP

flights
SCALING leave on that route for the day. It will also scale back
BACK v jhts with historically low numbers of

g up their seats.

MILES FOR
SMILES

United is adopting a “no-questions-asked” policy on lost
NO QUESTIONS luggage and will pay $1,500 for the missing baggage and its
ASKED e

www.airhelp.com




2019/2/18

MELP IAKE USBEITER

 Consider a social media
campaign to create ownership
to make the airline better
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CASE STUDY
Li A|r JT610 Crush
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THE BACKGROUND

Lion Air JT610 plane crash

INDONESIA

07:20 GMT+7
Scheduled arrival at
Pangkal Pinang
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International Airport
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What happened?

Flight JT 610 took off
fromJakarta at 06:20 on
Oct. 29.1t was due to
arrive at Depati Amir
airport in Pangkal Pinang
an hour later, but 13
minutes into the flight,
authorities lost contact.
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I THE BACKGROUND
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The plane’s altitude as the
pilots fought to control it

Every time the pilots pulled the nose up, the
automatic system pushed the nose back down.

information 3 / The pilots
from the flight ,~~ managed to pull

\ /

data recorder oy ,~~ thenose back up
4

. -

documents a fatal tug / over and over

of war between man « =~ until finally losing
N\

/

and machine, with the  ° i control, leaving the
plane’s nose forced . /' plane, Lion Air Flight 610, to

4

dangerously downward over 4 plummet into the ocean at

two dozen times during the = 450 miles per hour, killing all
11-minute flight. 189 people on board.



WHAT THEY DID WELL o >
PRE-CRISIS R il

R

* The pre-crisis stage is normal operations of the organization before
the onset of the trigger event.

* When a crisis develops, the first response by the organization is to
control the situation and the facts that are being collected.

* The organization needs to handle the immediate demands of the
crisis. During this stage, extreme emotions appear which include
stress, fear, anger, and shock.
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WHAT THEY DID WELL
CRISIS

* The crisis stage begins when harm is being experienced in many forms
and not only hurts the organization but also the stakeholders.

* During this stage the organization’s profitability, stability, and
reputation can be damaged.
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CRISIS CENTER
LION AIR
JT 610
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POST-CRISIS R il

* The post-crisis is the recovery and the learning stage of the tragedy.
Post-crisis is when the investigation begins to determine why, how,
and who is to blame, and what should be done to correct the
problem.

* This is the time for evaluating and analyzing how the organization
handled the crisis in order to restore or protect the company’s
reputation.

* This stage is also when the recovery efforts and cleanup b
rebuilding takes place along with heroes and leaders being re




Part

WHAT THEY DID WELL
POST-CRISIS
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Lion Air juga dibantu beberapa pihak seperti Himpunan Psikologi
Indonesia, Psikologi POLRI, Psikologi AU dan Yayasan Buddha Tzu
Chi untuk mendampingi para keluarga korban
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Lion Air saat ini sudah mempersiapkan dan melakukan pendampingan psikolog)

kepada keluarga korban (family assistance) di posko:
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CRISIS MANAGEMENT TEAM \ =

* responsible for developing and maintaining a crisis management plan.

* designates a spokesperson to be the voice of the organization during
the crisis

* A spokesperson also needs to:
* Be pleasant on camera,
* answer questions effectively,
* present crisis information clearly,
* and can handle difficult questions.




WHAT THEY DID NOT DO WELL
Spokesperson @ Lion air?

Lufthansa CEQ’s after

Indonesia’s National Transportation Safety
Committee (KNKT) sub-committee head for Germanwings accident in 201¢
air accidents, Nurcahyo Utomo
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I CONCLUSION & SUGGESTION

Honest Care team
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Part

Crisis Response Strategy Assessment (YES/NO) m

Quick response Yes e.g. first tweet within 30 min
Having openess with the media Yes No spokesperson

Providing full disclosure No Ongoing investigation

Being honest Yes Yes

Expressing sympathy for the victims Yes Yes

Press releases Yes Standard procedures

Crisis Report Plan No ,on-the-hand training”

Care Team procedures Yes Multicultural approach
Media Reports Yes Twitter, facebook

NTBS Reports Yes Ongoing research






