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Agenda

= Our background and expertise

=  Why we choose to communicate during a crisis
= How to effectively prepare for crisis situations

= Case Study — FLL shooting

= Case Study — UA passenger incident

= Takeaways

= Questions
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Aviation crisis experience
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=  Southwest Airlines — Ongoing crisis communications counsel :{%gg::/
= Pinnacle Airlines — Crash of Flight 3701

= Colgan Air — Crash of Flight 3407 near Buffalo, NY

= National Air Cargo — Crash of Flight 102 in Afghanistan

Kt fe Darnint

= Pacific Gas & Electric — NTSB pipeline accident investigation

= Northwest Airlines — Mechanics strike; bankruptcy

=  DFW Airport — Crisis planning and media training
= Blue Grass Airport — Comprehensive crisis planning and media training
= Akron-Canton Airport — Crisis planning, media training and ER drills

= Swagelok — Corporate aviation communications plan

= NetJets — Comprehensive crisis planning and executive media training
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Our aviation experience

-
—
COLGAN AIR —
/4

AKRON-CANTON
AIRPORT

‘IP CARGO

TS RN
NETJETS

CARANERS s

MNEVA T SR Norm

v v INTERNATIONAL
AIRPORT

YCompass
Airlines
GOODRICH -
PI1 NNAGCLE v\ WBTK!
Al RLINE:S CORP @ ianiion ] >1ass
k_l})ma. doazz Airpart
GOJet _ |
AITRLINES V{J"}T‘j

DY “FRATON B



Defining a crisis

Anything — any issue, action, event — that
threatens to significantly damage an
organization and its employees, products,
services, financial condition, or reputation.
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Why communicate during a crisis?

= |f you don’t, someone else will

= “No comment” = “probably guilty”
= Demonstrate concern

= Building/maintaining public support
= Help diffuse conflict

= Protect your brand and bottom line

Be seen as part of the solution
— whether or not the issue was your fault!
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Advance preparation is key to success

= Before a crisis, you should...
= Conduct a thorough communications risk assessment
= Develop a crisis communications manual, escalation process and tools
= Provide crisis communications training

= Practice handling a crisis situation
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Why is advance preparation important?

= Because during a crisis, you'll need...

= The ability to quickly gather the right people to make good
decisions promptly

» Pre-developed communications templates
» Pre-tested communications vehicles
= Trained, competent spokespeople

= Pre-developed relationships with the right people to help mitigate
brand damage
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Lawyers and PR People...oil and water?

= Not at all!
= Same objective: Protect the Organization!
= Different angles, but equally important
= Legal is the keeper of liability
= PR s the keeper of brand and reputation
= Both can have crippling impact if not handled properly
=  Some tips
= Establish working relationships and processes in advance
= Stay in your lane
= Learn each others’ craft

= Present a united front to management
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Social Media: Managing social media’s influence

=  Afew tips:
= Evaluate your online presence
= Have a monitoring service on standby for an emergency
= Have a social media policy in place
= Make sure you can communicate promptly via several venues

= Don’t begin social media communications efforts during a crisis; must be in
alignment with your normal course of business
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Monitoring

= Stakeholders expect to be updated minute
by minute during a crisis

= Have a monitoring service on standby for SENTIMENT
an emergency

= Priority for monitoring and responding

should be given to the company’s official
social media sites 59%
= All social media posts should include links neutral

to the company’s official statements on its
website about the crisis.

= Allows easy dissemination of information M Postive [l Neutral Negative

» Ensures consistent messaging across all
platforms
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When to engage

= When evaluating a threat, consider the following:
= |s the person who posted criticism influential?

= Has the criticism been posted somewhere online where a lot of people will
see it?
» Does the attack contain egregious misinformation?

= |f the answer to one or more of these questions is “yes,” a direct
response from the company may be merited
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Best practices for responding to criticism

= Don't allow your emotions to take over
= Stick to the facts
= Quickly acknowledge concerns

= Provide updated information as soon
as it becomes available

= |f you can’t respond to the question, explain why

=  Correct misinformation

= Don’t delete negative postings to the
company’s social media sites unless they
are offensive or in obvious violation of the
organization’s social media policy

= Capture screenshots of important posts

Anthem, Inc.
Zgybersaiely. Be on the lookout for fake emails. Find more information at
anthemfacts com or call 1-877-263-7T985

=

Anthem, Inc.
#cybersafety: There are some scam
emails/phone calls related to the cyber
attack against Anthem. Don't respond. Visit
anthemfacts.com
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FLL airport shooting
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Social media’s role

E. Ft. Laude-Hiwd Int'l ©FLLFlyer Jan6

=% [here is an ongoing incident in Terminal 2,
Baggage Claim. Media availability is at the
staging area.

« £3 690 ¥ 258

Z Ft. Laude-HIwd Int'l @ FLLFlyer Jan 6

=2 All services are temporarily suspended at
#FLL. Please contact your air carrier about
your flight information. bit.ly/2iQVVjb

BN £33 13K W 4

£ Ft. Laude-Hlwd Int'l @ FLLFiver - Jan 6

=% #FLL is currently closed and will be for an
extended period of time. Please contact
your airline about your flight bit.ly/2iIQVVjb.

« 3 12K L4

£ Ft. Laude-Hiwd Int'l @FLLFlyer Jan6

=== A hotline for information about Friends &
Family at #FLL is available: 866-435-9355.
For additional information: bit.ly/2hYJgey

“ £ 196 ¥ 8

Ft. Laude-Hlwd Int'l ©FLLFlyer Jan 7
The Red Cross Is assisting passengers at @PortEverglades with
bedding, food, and water. We thank them for their support.

« £33 45 @78 ees

£, Ft. Laude-Hlwd Int'l GFLLFlyer Jan7
= #FLL wants to ensure each of the 20,000 items is returned to its righful
' owner. More details to folllow on where/when to pick up the items.

* £ 43 9 2
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FLL website

FORT LAUDERDALE-HOLLYWOOD A
i s INTERNATIONAL AIRPORT

BROWARD COUNTY, FLORIDA

Flights/Airlines  Parking Transportation Terminals Services Business Community About Us

Welcome to FLL!

W Fiight Status

Sefect Your Axtine B

We continue to assist passengers who need to reclaim plane
baggage and personal items left behind in the alrport el
terminals. Report claims to the Broward County Call Center '
Sunday morning, and Monday during reqular business hours.
Call toll-free at 866-435-9355.We thank all of our passengers
for their patience during this difficult time.

é Rental Cars
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Airline reactions

United © W Follow % American Airlines W Follow

@united ——— @AmericanAir -
Our thoughts are with all affected at @FLLFlyer. We can confirm Our thoughts are with all those affected at #FLL. We're thankful
the incident didn’'t occur in our terminal. Stand by for operation all of our employees have been accounted for and are safe.
updates. 3:50 PM - 6 Jan 2017

2:04 PM - 6 Jan 2017
4« 3100 245

« 13235 €873

(] Southwest Airlines © ¥ Foliow
M ) SouthwestAir

A ground stop is currently in effect at FLL until further notice.
Our Hearts are with our FLL CoHearts and extended Family.
2:20 PM - 6 Jan 2017

« 3275 V738

JetBlue Airways ¥ Follow
@dJetBlue —_—

If you have a flight booked to or from FLL today, please check
bit ly/JBTravAlrt for info about flight status or changing your
flight.

3:16 PM - 6 Jan 2017

4« 2103 931
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Delta’s reaction

Delta @Delta - Jan 6

The thoughts and prayers of the entire
Delta family are with the people of Fort
Lauderdale and Broward County:
news.delta.com/thoughts-and-p ...

Delta  Delta 6
Updated statement: Delta cancels Fort

Lauderdale flights; activates care team
ow.ly/7U48307LgW8

Delta @Delta - Jz

#FLL update (2/2): Delta to provide buses
to cruise terminals & Ft. Lauderdale,
Miami, & West Palm Beach airports.
ow.ly/omFW307LT80

Delta @Delta - 23h

Thanks to @FLLFlyer & other airlines for
use of Terminal 3 baggage claim as full
schedule at #FLL resumes bit.ly/2j6PB4k

ADELTA =

NEWS HUB \Y

UUUUUUUUUUUUU PRODUCTS & SERVICES OPERATIONS OUR BUSINESS IMAGES & VIDEOS LANGUAGE S

Q iInYfO

Thoughts and prayers following
shooting at Fort Lauderdale
airport

Writer + posted Jan. 6, 2017 2:45 pm

. ECECEDE
FoLLOW
ELTA NEWS HUB
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Rumors perpetuated on social media

Kathy
AUrEaNing #FLL Second Gotive shooter Sa0gage afea Possbio tevminal 3
Peopie Ni=emng) Mea

\.5 Mare gunshots reported 3t Fort Laudersale aiepor. .
P More gunshots are Deing repored at Fort Laudercake

. Hollywood International Arport. folkvang the shoodng
earser Frigay aftermoon Mat lef five 02a0 and eignt

MagaFeed Bl (IMagaFond  Jun 6
TSA CONFIRME Second Shooter Al FLL Alrport AFTER First Mass Shooting
Kills 5

Maoga
Foed™

magafeed com/second-shooter

"FLL Airport" #airport #Terminalt

Kelzay Dean
IS been about 28 ming snce Arst reports of 2 second shooter but st

unconfnmmad Starng 10 doutst the reports #FLL

Evan Axelbank Fox13% (.4
I'm hended down 20 FLL 10 report on appost shooting So far one confirmed
NCKONt Chattes 300Ut 3 second pOssoie Shooter bat LINCONFIRMED

Scott Gustin & 1
FLL upaate — Barbiarta Shanes saying no second shooter

Kyle Folaschaer (i
Maayor Barbars
bells BASNEC someone |

S Theéra's N aodional shootér at the srport. She
ard a ud pase and akerted ops

& Broward Sheriff Retweeted
TSA @TSA - Jan 6
TSA Update: Active shooter at #FLL. Shelter in place. Airport closed.

g a™ . 20

Broward Sheriff @ browardsheriff - Jan 6
Active search: Unconfirmed reports of
addt'l shots fired on airport property.

Broward Sheriff = browardsheriff - Jan 6

This is a fluid situation.

5 dead. 8 initially injured. 37 others injured
after incident. All injured taken to BHMC &
Memorial Regional.

- ¢

« =9
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Observations and recommendations

The need for constant communication

Initial arrest was quick but situation got out of control after that

Rumors of a second shooter swirling on social media led to chaotic second
evacuation

Updates using emergency alert system more may have been helpful

Update social channels (and every other channel) once a second shooter was
ruled out — most people were getting info via social media

All parties need to determine in advance who is responsible for timely
communication with impacted people and how it will be carried out

20
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United Airlines passenger removal
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First person accounts of the event on social media

! Tyler Bridges

A~ Folow

@united @FoxNews @CNN not a good way
to treat a Doctor trying to get to
they overbooked

AR -y

work because

@ Kaylyn Davis

2- Follow

#flythefriendlyskies @united no words. This

poor manl!

BB WHAST! News © y
'MW‘ DJavselDavd, saw vided of plane Incident Did u ke viIGeo? If 50, can we use
wWorking to get info

7 We would give u creon

Jayse D. Anspach z2Cand - A
ﬁ Yes, | took the viceo. You may use it

iB WHASTI News=© =

'f!m D Jayselavd, als .:wv‘.un 1l us anything about the piane incident?
I

m Jayse D. Anspach e

WHAST!

#United overbooked and wanted 4 of us to
volunteer to give up our seats for personnel
that needed to be at work the next day.

959 387 A 3asl: B

Jayse D. Anspach @JayseDavid - Apr 9
Replying to @WHAS11

No one volunteered, so @United decided to choose for us. They chose an
Asian doctor and his wife

Jayse D. Anspach @JayseDavid - Apr 9
Replying to @WHAS11

The doctor needed to work at the hospital the next day. so he refused to
"volunteer.” @United decided to use force on doctor

23
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@United responds to inquiries

ﬁ Jayse D. Anspach @.JayseDavid - Apr 9 @ Anonymous A >
Re ~ ~ " =0 #d 15 DASK Ml SAvIng Ve asked for voluntesss and r e say ye
replying 1o @peop eteams @un ted and 2 others 50 we caled ! £

aled Ihe Tops.™

E United & .
A- Follow

Flight 3411 from Chicago to Louisville was
overbooked. After our team looked for

volunteers, one customer refused to leave
AMD

1,357 851 ERADEELEC

JohnK

JMe Ihelr peraonne

E United @
R X Follow

John, we're concerned about this. Safety and
respect are of our utmost priority. Can you

please DM more details? “"AD

. United @ @united
_ZM.\\_ Hey Jayse, if you weren't able to get on your flight, please DM us. We can help o=
get you re-booked. *JR

0:58 ml
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United Airlines CEQO'’s initial response

United &
@united

2+ Follow

United CEO response to United Express

Flight 3411.

This is an upsetting event to all of
us here at United. | 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

21640 7894 = L P

11.27 AM - 10 Apr 2017 from Houston, TX

Dear Team,

Like you, I was upset to see and hear about what happened
last night aboard United Express Flight 3411 headed from
Chicago to Louisville. While the facts and circumstances are
still evolving, especially with respect to why this customer
defied Chicago Aviation Security Officers the way he did, to
give you a clearer picture of what transpired, I've included
below a recap from the preliminary reports filed by our

employees.

As vou will read, this situation was unfortunately
compounded when one of the passengers we politely asked tof
deplane refused and it became necessary to contact Chicago
Aviation Security Officers to help. Our employees followed
established procedures for dealing with situations like this.
While I deeply regret this situation arose, I also emphatically
stand behind all of you, and I want to commend you for

continuing to go above and bevond to ensure we flv right.

I do, however, believe there are lessons we can learn from
this experience, and we are taking a close look at the
circumstances surrounding this incident. Treating our
customers and each other with respect and dignity is at the
core of who we are, and we must always remember this no

matter how challenging the situation.

Oscar

25

DY “FRATON B



Public backlash to the messaging

’ Kumail Nanjiani @ o

The passive language here is how
corporations deflect responsibility. "Review of
what happened.” It didn't just happen. You did

this.
. ae
T ME L Foliow

United Airlines "reaccommeodated” a
passenger, Is that the euphemism of the
year?

Merriam-Webster &

anguage expe
m
wes ssez MAMEEMETER

ueme amined o/ "\/olunteer' means "someone who does
something without being forced to do it.”

Trending: United: 'Our Yeam Looked For Volunteers'

Someane who do=s someshing without! being forced 1o do it

%E Joe Thomas @

@joethomas73

Dear #united, | had to "re-accommodate"
someone once

15,791 30,088

11:53 AM - 10 Apr 2017

BR:MaePVs S
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Aftermath and consequences to the business

United Continental Moddings, Inc. (UAL) 3871

People are cutting up their United credit
and frequent flyer cards after a
passenger was dragged off a flight cnn.it
/200qDFO

#BreakingNews: @United Airlines CEO
Oscar Munoz no longer expected to take
chairman role in 2018 SUAL

oo | D |

OSCAR
MUNOZ

UNITED CEO

Akr[ﬂ UNITED CONTINENTAL: CEOQ MUNOZ NOT

\/BELL EXPECTED TO BE CHAIRMAN OF BOARD y
FOXy

f v @ % @FOXBUSINESS

4 Addinsconor 4 Compare o Aea © Settngs 5 Beset
“ LALTO TS
‘ Y
: ' <m
«<m
[ e 20 17 | e 5t ape A 13 Aprdt m
chNe Foyy FOX Business © == The lawyer for the man dragged off a Unite

flight 'like a sack of potatoes' wants the
company to pay

TN BT S EET.

Ou Meaday, Thomes Deserria, the
Levywe Sar Dy Durad Das,
condinnowd il ko clivat plazed ts
soe Usted Al 40 2 peush ot

the ponsenger's viclest resroval

froen o thght

Aragged aff of the pleas W & vack

{ potatoe
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Revised statement from the CEO

. Unlted L~ 5+ Follow

auniied

United CEO Oscar Munoz: I'm sorry. We will
fix this. uafly.co/XuR1Bs

The truly horrific event that occurred on this flight has elicited many responses from ail of us:
outrage, anger. disappointment. | share all of those sentiments, and one above all: my deepest
apologies for what happened. Like you, | continue to be disturbed by what happened on this flight
and | deeply apolegize to the customer forcibly removed and to all the customers aboard. No one
should ever be mistreated this way.

| want you to know that we take full responsibiiity and we will work to make it right.

It's never too late to do the right thing. | 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 pariner with airport authorties and local law enforcement.
Well communicate the results of our review by Apnl 30°.

| promise you we will do better.

Sincerely,

Oscar
3112 ass0 2 ARMPEI BN
2:10 PM - 11 Apr 2017 from Houston, TX

&NEWSIEXCLUSIVE

[SNEWS EXCLUSIVE ]
excLusive OUTRAGE OVER MAN DRAGGED FROM PLANE 8bc

‘vfr\ CEO OSCAR MU NO
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https://www.youtube.com/watch?v=90jSUe_vdhM

Reaction by politicians, regulators and DOT

JOHN KASICH: The United Airlines fiasco
went viral because it showed exactly what's
wrong in this country

Gov, Jolin Kasich of Ohio said t}

recent United Airlines &

')

provided a p

what's wrong in th

the candidacy of P,

Trump had such unexpectsd

sSU0cEss

"It was an example of where

people .. where this guy was

John Kasich

UNITED AIRLINES

Officer Put on Leave and Department of

Transportation Looking Into United Airlines

.
Incident
%} [ 3
TransporntationGov® =) \f
Reuters Traveling by air? We've got your back
Apr10,2017 Learn about your rights on our new #passengermghts webpage

ransporiation goviaconsumes

United Airlines (UAL -2.59 e
passenger who was physg
and one of the security ¢
pending an investigatiol

L

X Foliow

w Chris Van Hollen ©

#United must do more than "apologize". Full
investigation needed. Airlines must start
treating passengers with respect, not like
cargo

245 779 iIN:ER:ummn

2 Follow

Amy Klobuchar &
Pamyklobuchar

Travelers deserve to be treated w dignity.

That's why | fought for Passenger Bill of
Rights. This is unacceptable.

R

Following United dragging incident. Congress
to hold oversight hearing on airline consumer|
issues
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Congressional hearing and updated airline policies

Congress to airlines: Police yourselves Actions speak louder than words
before We have to Announcing changes to how we fly, serve and respect our customer

By LAUREN GARDNER | 05/02/17 D639 PM EDT

[1 Share on Facebook

Lawmakers in both parties lined up Tuesday to rail against airlines’

Law enforcement will not remove
customers from a flight.

. ) } ! Customers will not be required to give
mistreatment of customers, from their raft of confusing fees to last month’s up their seat once on board.

violent removal of a passenger from an overbooked United Airlines flight.

Except in matters of safety or security.

“Seize this opportunity, because if you don't, we're going to act
and you're not going to like it.” - Rep. Bill Shuster (PA)

We will identify voluntaers much earlier

“Unless we figure out a way to guarantee that customers are in a case of overbooking.
coming first, you’re going to see more of that [violence on We will increase incentives for voluntary rebooking up to
airlines].” - Rep. Elizabeth Esty (CT) $10,000.

“Nobody is against you making money. | don't want

to yell at you. | just want to be able to go to the Southwest to Stop Overbooking as

airport and get from Point A to Point B with a more

pleasant experience.” — Rep. Michael Capuano (MA) United Uproar EChoes

“ , . Mary Schlangenstein Michael Sasso
Don’t make us have to act and put [on] a one-size- | s camies Apuil 7, 2017 159 PM EDT

fits-all approach.” - Rep. Rodney Davis (IL)

Moegan Stanloy

« Linited pushes ximum payout for giving up seat to $10,00 ALy
Capital _




Observations and recommendations

= Social media and video have added a whole new level of accountability and
exposure risk

= The first response to a crisis is very important and will stick with the public
throughout the incident, possibly making the situation worse if mishandled

= When crafting apologies, be sure to include emotional and humanizing
messages

= Use consistent messaging for all audiences (i.e. employees and customers)
= Even when an action is allowable by regulation, it may not be the best choice
= Many other less expensive options available

= Make sure customer facing teams are empowered to do the right thing and
know how to escalate a crisis quickly

=  What is still to come...
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Questions?

Thank you!




