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1. CUSTOMERS HAVE CHANGED

Buyers have extreme expectations.
They want more, want it now, want it easy, & enjoyable
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2. GREAT SOCIAL CARE IS TABLE STAKES

Customers have Unresponsiveness Poses Risk
Extreme Expectations to Revenue & Reputation

expect a response .
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3. TRUSTED BRANDS GET RECOMMENDED

UESTION 2.

Appealing to individual customers in U |_"|V| ﬂ_!!gﬂﬂﬂﬂ
the context of a specific transaction

L
encourages positive recommendations U_U ES" U N

which in turn maximize the current and Driving Good Profits
future value of the relationship. A el

FRED REICHHELD

“The most recommended company in its category grows 2.5x category average”



(— What defines “crisis?”

5 minutes



SOCIAL MEDIAIS PART OF DAY-TO-DAY CARE...

Millennials prefer mobile and social:
global travel and hospitality brands all
validate this shift along with the
associated measurable cost reduction.

Triana @trianat - 15m
@united my flight is getting delayed enough to miss my connection and leave me
stranded overnight when do | panic?

L ) y X v

United “united - 7m
s @trianat Oh no. Triana, no need to panic. Which flight are you on tonight? AFS

> Triana trianat - 15m Lr 2 Follow
' @united my flight is getting delayed enough to miss my connection and leave me
stranded overgight when do | panic? 1380

nited ©united - 7m
@trianat 0. Triana, no need to panic. Which flight are you on tonight? AFS
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8-minute response time



..BUT CAN ALSO BE THE SOURCE OF EXPOSURES WITH REAL BUSINESS IMPACT

Two girls barred from United flight
for wearing leggings

Angry passengers

Real-world events can generate a __ [ after Spirit cancels fights
follow-on crisis on the social web, -

driving abnormal surges in social
media traffic: this can disrupt
day-to-day customer care.

NEW YORK POST
Delta Airlines allegedly held this

This impact is felt beyond the doghostagefor33hours ...
immediate issues, creating a
negative brand impression that
extends across the customer base.

Here's Why Delta’s Response to Ann Coulter Was Perfect, Accordin
“Delta was bold and quite strategic," one PR exec said



CRISIS RESPONSE: IT STARTS BEFORE THE CRISIS OCCURS

Managing crises begins before the
event happens: being ready means
having processes in place to manage
abnormal activity due to events:

1) Process: Crisis Policy
2) Tools: Specialized Pll Detection

3) Technology: Prioritization; Bots

¥ Auto-tag Conversations + New Conversat
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A DIGITAL CUSTOMER EXPERIENCE PLATFORM

Analytics

Publishing

Peer Support



((— How is “Social” accounted for?

5 minutes



GEO-FENCED LISTENING: EARLY CRISIS DETECTION

Alirports are beginning

to offer mobile apps
and social media
engagement as part of s v
the overall air traveler
experience, this is
currently an IATA :
working group effort. L

Yool |

Thisinturnrequires
an effective platform
to manage this source —_—
of traveler interaction. e




A SCALABLE PIPELINE IS CRITICAL TO MAINTAINING SLAS

Altogether, crisis preparedness means planning
and rehearsing the following:

1) Cirisis Policy

)
2) Retro-active Control
3) Dynamic Routing
4)  Granular Prioritization
5) Automated Disposition
6) Scalable Pipeline



CONNECTION: HAPPINESS BEGINS WHEN RESOLUTION STARTS

There is a positive correlation
between conversation duration
and the likelihood of a positive
shift in sentiment; This was
observed across leading brands
using social customer care.

neutral

Positive Sentiment =

Many initial posts are “negative,” while First Post € Subsequent Posts >

subsequent posts trend positive

Customer Conversation=>



CONNECTION: HAPPINESS AND RESPONSE TIME

When agents respond quickly,
the likelihood of favorable
sentiment conversion increased.

Positive Sentiment, =

sHort

Agent Response Time, 2

Shorter response time correlates with

higher likelihood of positive conversion



CONNECTION: HAPPINESS AND RESPONSE TIME

Finally, a significant relationship
was observed for brands claiming
and delivering very fast response
times (sub 5-minutes).

The brands with the shortest
response time SLAs produced
the most striking gains as a
function of response time.

High gain in sentiment for ultra-fast response




SOCIAL MEDIA CRISES HAVE A LIFE OF THEIR OWN

Distinct from the expected
conversations associated with aircraft
incidents, very high conversation
volume can result form “social crises,”
and in particular to passenger issues
of perceived injustice, inequity, etc.

The resulting “piling on” (aka “viral”)
effect can swamp the customer care
team, spreading the crisis impact far
beyond those directly involved. MH370 UA3411 UA21S DL2582

Articles/ Conversations

Relevant Event

Ratio of social media conversation to news

coverage can be very high for “social” crises



COMMUNITY'S PERSISTENT STORE OF POSITIVE STORIES HELP TOO

Southwest's FLGHT IHOTEL | CAR | SPEGIALOFFERS  RAMD REVARDS® FLIGHT IHOTEL |CAR _ SPECIALOFFERS  RAPID REWARDS®

Home
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Welcome to

The Southwest Airlines
Community!

Share storles, exchange knowledge,

and find Insplration from our members.
Let's Get Started

[ Southwests
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Online  Members Posts

Search Share

Search the Community

Latest Activity

Recent Posts

‘ Meet Our June A-Lister: David Holmes.
by BreSutckiand on 06-08-2017 744 AM « Latest posted on 06.08- 2017 07:44 AM by BrieSirickand

Booked 3 days ago and now  price drop.

wOM:mwwmwul 20170113 PM - Latestposted on 06.072017 0113 PM by Nancya2

Book Today! Southwest Announces Holiday Schedules

wemm 16-2017 0620 AM - Ltetpostd o 05-16-2017 0906 AM by MilleT

Forgot to use travel funds

we.mmmm 05.09-20170304 PM - Ltet posteon 05-09-2017 0304 M by by

Rapid Rewards Once Again Named Program of the Year at the 2017 Freddie Awards!
by clarkson on 04-28-2017 08:32 AM - Latest posied on 04-28-2017 1106 AM by Mil

Stories Discussions

Join / Login
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Repiies

Repiies

Stories  Discussions  Quick Linksv  Q

/ Southwest Stories / Southwest Started My Bachelorette Party OFf Right!

Southwest Started My Bachelorette Party Off Right!

05-25-2017 0950 AM

9 anskil NEW ARRIVAL

Six of us were travelling from Baltimore to Charleston on May 4, Flight #993, for my
bachelorette party. We were already really excited about being together and for the
upcoming trip, but Southwest helped us get more excited.

First, | was greeted on the plane with smiles from the whole Flight Crew. Then Flight
Attendant who welcomed us onboard had similar exciting news that she was celebrating
her 10th wedding anniversary, which was refreshing. | often hear people say that life is
over when you get married, but this Flight Attendant shared how she s stillin love and
still happy. It was inspiring!

We all st together in the back two rows and the two Flight Attendants taking care of the
back greeted us professionally, but were equally as excited for us. They even announced
over the speaker that | was on the plane and for everyone to wish me luck in my
marriage.

When | was getting off the plane, the initial Flight Attendant and the Captain were waving
2 bottle of champagne towards me. It was so sweet! They made me feel so special and |
really appreciated it. | don't think people give enough good reviews only bad reviews,
and | wanted to acknowledge these people and that it meant a lot to me and my group.
Great Customer Service, and | will definitely book all future trips (especially group trips)
with Southwest!

Join /Login

Related Discussions

No related discussions

N

Every seat has a story. Tell s yours!
Southwest

Latest Stories

An "EPIC start to my Campus Reach
Internship!

Keliszs 18th Birthday Celebration Tour

High School Interns Join Southwest for the.
Summer

Meet Our June A-Lister: David Holmes

LGB Pride Month: Because of My
Southwest Famiy.

Southwest's 737th New 737!
Fare Sale Alest! Why Stay When You Wanna
Get Away?

Lilly Pulitzer and Southwest Team Up for
Funin Fo.

Southwest Launches New CVG Service and
NewFLLIn..

My Son's LUV for Southwest

Every seat has a story. Have a question?
e Share knowledge and learn from travelers like you.




CONNECTED TO SMES, THE FRONT LINE SCALES

Baggage

Programs

Reservations




LOAD DISTRIBUTION: EXTEND YOUR CAPACITY WITH EXPERTS
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DISTRIBUTED REPORTING: ACTIONABLE BUSINESS INTELLIGENCE

Lithium social intefigence 1 Lithium Gommunity
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could deliver very good performance (no cache, only dual core support one more
virtualization layer).The plus is that | will have all HP, so only one vendor in case of
problems vmWare vSan: bestin class if 1 go with vmware hypervisor, but have high
license cost (i have only 2T8 of data to protect) and need 3 server, 5o | mustforget
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(~— Whatisyour plan?
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