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Strategic Crisis Communication Management in Digital Era Case Study Airline Business:
United Airline, Air Asia, and Nok Air (48 pp.)

Advisor: Asst.Prof.Patama Satawedin, Ph.D.

ABSTRACT

The research’s objectives were (1) to study crisis communication strategy and
management in Digital Era from case study airline & services business by analyze and
evaluate the crisis communication efficiency (2) to suggest additional approach for the
crisis communication management on Social media and Digital media through the
research, analyze, and evaluate the effectiveness of the case studies crisis
communication management.

According to the research on United Airlines’ crisis; Asian passengers violently
dragged from overbooking flisht incident, Air Asia’s crisis; the flight attendance forced to
lie Prostrate to the autistic passenger incident, and Nok Air’s crisis; Black Valentine
incident regarding 9 flights has been cancelled due to pilots’ strike. From the cases, it
results that the crisis incidents were ineffectively manage, which they shared the same
common ground that cause the crisis escalation from a failure of internal
communications that contradict with their external communications. Furthermore, the
spokesperson choices were one of their main issue for this incident as they use their top
management; CEOs/ Airline founder to dissolve the crisis at the beginning of situation.

This research was expected to support on the guideline for digital crisis
communications management for the cases that shared the similar context and to

support in continuing research on-top of this matters.

Keywords: Crisis Communication, Spokesperson, Stakeholders, Crisis Communications

Playbook, Internal Communications
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NIUNIS Twitter

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 direcfly fo him and
further address and resolve this
situation.

- Oscar Munoz, CEOQ, United Airlines

e United & -

United CEO response to United Express Flight 3411,
14:27 PM - Apr 10, 2017 - How >

fun: @8le “gluin” velnumganglagans. (2560). ax 9 dn. FuAuaIN http://www.

komchadluek.net/news/foreign/270920.
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UNITED 3)

MileagePius ¢ I

Dear EEEE.

Each flight you take with us represents an important promise we make to you, our customer. It's not simply that we
make sure you reach your destination safely and on time, but also that you will be treated with the highest level of
service and the deepest sensa of dignity and respect.

Eariler this month, we broke that trust when a passenger was forcibly removed from one of our planes. We can never
say we are sorry enough for what occurred, but we also know meaningful actions will speak louder than words.

For the past several weeks, we have been urgently working to answer two questions: How did this happen, and how
can we do Our best 10 ensure this never happens again?

It happened because our corporale policies were placed ahead of our shared values, Our procedures got in the way
of our employees doing wha they know is right.

Fixing that problem starts now with changing how we fly, serve and respect our customers. This is a tuming point for
all of us here at United - and as CEO, i's my responsibility to make sure that we leam from this experience and
redouble our efforts to put our cusiomers at the center of everything we da.

That's why we announced that we will no longer ask law enforcement 1o remove customers from a flight and
customers will not be required to give up their seat once on board = except in matters of safety or security.

\We also know that despile our best efforts, when things don't go the way they should, we nead to be there for you 1o
make things right. There are several new ways we're going o do just that

We will increase incentives for voluntary rebooking up to $10,000 and will be the red tape on pe y
lost bags with a new "no-questions-asked” $1,500 reimbursement policy. We will also be rolling out a new app for cur
employees that will enable them to provide on-the-spot goodwill gestures in the form of miles, travel credit and other
amenities when your expenence with Us misses the mark. You ¢an leam more aboul these commitments and many
other changes at hub united

While these actions are important, | have found myself reflecting more broadly on the role we play and the
responsibiliies we have to you and the communities we serve.

| believe we must go further in redefining what United's corporate citizenship looks ke in our society. You can and
ought to expect more from us, and we intend to live up o those higher expectations in the way we embody social
responsibility and civic leadership everywhere we operate. | hope you will see that pledge express itself in our actions
going forward, of which these initial, though important, changes are merely a first step.

Our goal should be nothing less than to make you truly proud to say, "I fly United.”

Ultimately, the measure of Our SuCcess (s your salisfaction and the past several weeks have moved us 10 go further
than ever before in elevating your expenence with us. | know our 87,000 employees have taken this message lo
heart, and they are as energized as ever 1o fulfill our promise to serve you better with each fiight and eam the trust
you've given us.

We are working harder than ever for the privilege 10 serve you and | know we will be stronger, betier and the
customer-focused alrfine you expect and deserve.

With Greal Gratide,

{ae@_

Oscar Munoz
CEQ
United Airlines

17

#u83NI1U WIlaans. (2559). Nation TV. H#UAUAN http://www.

nationtv.tv/main/content/social/378516163/.
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} Tony Fernandes
@tonyfernandes

Thai staff all had good intentions.Our
crew did nothing wrong and we stand
by her and she gets my full support. We
need to improve and learn

@ wlasn singw

8/9/59 09:38
462 5nin 96 gnle
« 8B v >

L |3 71 gunbladejourney @ganblade 2 .
| @tonyfernandes i heard the message

= from thai management board in contrast.
Anyway, many hope to find the best
answer for your airlines.

3 4° e 2
= -—
wiusn usaiion oA du

f: Tony, F. (2559). Twitter Tony Fernandes. Retrieved from https://twitter.com/

tonyfernandes?lang=th.
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- -5, Tony Fernandes
m 2 hrs - Instagram - @

Good session with Thai staff. An investigation will be
done and action taken that. | met cabin crew and was
good. Tomorrow | go to Hat Yai to meet her parents .
My fault. I'm the leader We need better procedures on
both sides. And we will get better.

Fin: Tony, F. (2559). Twitter Tony Fernandes. Retrieved from https://twitter.com/

tonyfernandes?lang=th.
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Statement

To members of the press,

1, as Chief Executive Officer of Thai AirAsia, and Mr. Tony Fernandes, Chief Executive Officer of
AirAsia Group, express our deepest regrets and acknowledge our responsibility towards these
past incidents, which were the result of poor communication between us and the passenger
who filed a complaint. The situation on the day of the incident could only be described as
highly sensitive and emotional for all involved but we maintain that our executives never
obligated our staff to perform an act of prostration and only wanted the issue to be resolved in
the best way possible.

We affirm that we highly value the feelings of our employees and are disheartened by what has
happened to the staff member in question. We assure we will learn from these events and
amend our policies accordingly and have our Customer Relations Department handle all
passenger complaints in the future without the need for confrontation between passengers and
cabin crew.

We acknowledge and appreciate our staff member’s feelings towards what has happened and

both Mr. Tony and I will today (9 September 2016) be meeting with the staff member and the
staff member’s family to extend our genuine apologies.
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Nok Air Cancels Flights after Pilots Strike

Bangkok, Thailand (15 February 2016) — Nok Air announced the cancellation of the nine flights on Sunday
evening due to an unpredictable incident with pilots going on strike.

Nok Air apologizes for the inconvenience caused to its passengers. The airline announced to take
responsibility on refunds and compensations according to Department of Civil Aviation regulations.

The airline has complied with the Thai aviation standards and is in the process of upgrading its standards to
meet with I0SA (IATA Operation Safety Audit), the global safety management while some pilots did not meet
the new criteria and went on strike to express their discontent. Nok Air is a true Thai airline, and its
responsibility is safety and professionalism.

The passengers can contact Nok Air Call Center at 1318 for more details and further assistance.

#11: M Thai. (2559). luideweulel unuesisaudede glagarsgnenaniiieady. dumuain

https://news.mthai.com/general-news/479698.html.
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Nok Air Cancels Flights after Pilots Strike
Bangkok, Thailand (15 February 2016) — Nok Air announced the cancellation of the nine flights on Sunday
evening due to an unpredictable incident with pilots going on strike.

MNok Air apologizes for the inconvenience caused to its passengers. The airline announced to take
responsibility on refunds and compensations according to Department of Civil Aviation regulations,

The airline has complied with the Thai aviation standards and is in the process of upgrading its standards to
meet with 105A (IATA Operation Safety Audit), the global safety management while some pilots did not meet
the new criteria and went on strike to express their discontent. Nok Air is a true Thai airline, and its
responsibility is safety and professionalism.

The passengers can contact Nok Air Call Center at 1318 for more details and further assistance.

11: M Thai. (2559). luideuaulel unuesisaudede glagarsgnenianiiieady. Fumian

https://news.mthai.com/general-news/479698.html.
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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

United &

@united

United CEQ response to United Express Flight 3411.
11:27 PM - Apr 10, 2017 - Houston, TX

Q62112 120816 O 7676
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UNITED 3)

MileagePlus # I

Dear M

Each flight you take with us represents an important promise we make (o you, our customer. It's not simply that we
make sure you reach your destination safely and on time, but also that you will be treated with the highest level of
service and the deepest sense of dignity and respect.

Earlier this month, we broke that trust when a passenger was forcibly removed from one of our planes. We can never
say we are sorry enough for what occurred, but we also know meaningful actions will speak louder than words.

For the past several weeks, we have been urgently working 1o answer two questions: How did this happen, and how
can we do our best to ensure (his never happens again?

It happened because our corporate policies were placed ahead of our shared values. Our procedures got in the way
of our employees doing what they know Is right.

Fixing that problem starts now with changing how we fly, serve and respect our customers. This is a tuming paint for
all of us here at United — and as CEO, it's my responsibility to make sure that we leam from this experience and
redouble our efforts to put our customers at the center of everything we do.

That's why we announced that we will no longer ask law enforcement to remove customers from a flight and
customers will not be required o give up their seat once on board — except in matters of safety or security.

We also know that despite our best efforts, when things don't go the way they should, we need to be there for you to
make things right. There are several new ways we're going to do just that

We will increase incentives for voluntary rebooking up to $10,000 and will be eliminating the red tape on permanently
lost bags with a new “no-questions-asked” $1,500 reimbursement policy. We will also be rolling out a new app for our
employees that will enable them to provide on-the-spot goodwill gestures in the form of miles, travel credit and other
amenities when your experience with us misses the mark. You can leam more about these commitments and many
other changes al hub.united.com.

While these actions are important, | have found myself reflecting more broadly on the role we play and the
responsibilities we have 10 you and the communities we serve.

| believe we must go further in redefining what United's corporate citizenship looks like in our society. You can and
ought to expect more from us, and we intend 1o live up to those higher expectations in the way we embody social
responsibility and civic leadership everywhere we operate. | hope you will see that pledge express itself in our actions
going forward, of which these initial, though impartant, changes are merely a first step.

Our goal should be nothing less than to make you truly proud to say, "I fiy United.”

Ultimately, the measure of our success is your satisfaction and the past several weeks have moved us 10 go further
than ever before in elevating your experience with us. | know our 87,000 employees have taken this message to
hear, and they are as energized as ever to fulfill our promise to serve you better with each flight and earn the trust

you've given us.

We are working harder than ever for the privilege to serve you and | know we will be stronger, better and the
customer-focused airline you expect and deserve.

With Great Gratitude,

Ko

Oscar Munoz
CEQ
United Airlines

M adumgnsal #lesnsiu whdlageans. (2559). Nation TV. &UAUAN http://www.

nationtv.tv/main/content/social/378516163/.
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FINANCE = MARKET INTELLIGENCE

United Airlines Stock Drops $1.4 Billion After
Passenger-Removal Controversy

Bv Lucinda Shen April 11, 201

Even as the internet kicked up a maelstrom of outrage, investors still thought United
Airlines’ decision to booked flight would have

little effect on the company’s profits.

But that changed Tuesday, when shares of United fell as much as 6.3% in pre-market
trading, dropping $1.4 billion from the now $21 billion company by market cap. By
early trading Tuesday, shares were down 4%.

It didn’t help that apologies from United and its CEO Oscar Munoz were deemed tone
deaf and insensitive by many on social media. Or that more video footage surfaced
throughout the day Monday showing the passenger bleeding from the head and
clinging to a curtain on the aircraft. The incident even prompted an investigation by

Department of Transportation.

Fian: Lucinda, S. (2017). United airlines stock drops $1.4 billion after passenger-
removal controversy. Retrieved from http://fortune.com/2017/04/11/united-

airlines-stock-drop/.

1.4) wiounifiunisiosndurieviuyniiedelagiinismennsusy ifau
guamAnvesymieiaufana1aiiieviinig Discredit Tnpasnindedelnsaziinaliinig
a1ensiue FuzARAUBNmeY
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MauaLiannAgLazLanuandusNenangl Corporate Value 1anenstus lalaly
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AMF 4.5 wielnil weswiuag InaduansnuAniuvemsnIsalii Twitter @i

weco0 AIS 4G 12:44 @ 7R 67% M

< win Q %

i Tony Fernandes
@tonyf 1

Thai staff all had good intentions.Our
crew did nothing wrong and we stand
by her and she gets my full support. We
need to improve and learn

& wasin dangw

a/59 09:38

462 Snin 96 gn'la

“« = v =

I3 % gunbladejourney @ganblade 2mm
@tonyfernandes i heard the message
2 from thai management board in contrast.

Anyway, many hope to find the best
answer for your airlines.

e & wm 2

fia: Tony, F. (2559). Twitter tony fernandes. Retrieved from https://twitter.com/

tonyfernandes?lang=th.
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KUY Change.org
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SKYTRAX to disqualify AirAsia from World's Best
Low-Cost Airlines
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World's Best Low Cost Airli
.- Humiliates Crew and twist story..

fin: Change. (2559). SKYTRAX to disqualify AirAsia from world's best low-cost
airlines. @UAUAA https://www.change.org/p/world-s-best-low-cost-airline-

humiliates-crew-and-twist-story-to-press.
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