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Join	
  WACRA	
  on	
  Facebook	
  and	
  Twi3er	
  

•  @WACRA	
  
	
  
•  Conference	
  hashtag	
  
#WACRA15	
  

	
  
•  h3p://Anyurl.com/WACRA-­‐
Facebook	
  



In	
  social	
  media,	
  angry	
  
customers	
  make	
  us	
  nervous	
  



In	
  social	
  media,	
  angry	
  customers	
  make	
  us	
  nervous	
  



 
Let’s share our 
wisdom: 
 

How does your 
airline handle 
angry customers 
on the phone, in 
email, or in 
person? 



Today’s theme: 
We don’t need new writing 
skills to respond to angry 
customers in social media 

We need to use the 
customer service skills we 

already have 



Topics	
  for	
  today’s	
  workshop	
  
1.  Why	
  you	
  must	
  respond	
  quickly	
  
2.  How	
  to	
  respond	
  when	
  the	
  customer	
  is	
  just	
  

angry	
  vs.	
  angry	
  about	
  something	
  specific	
  
3.  How	
  to	
  show	
  empathy	
  to	
  angry	
  customers	
  
4.  When	
  to	
  ask	
  angry	
  customers	
  to	
  move	
  the	
  

discussion	
  out	
  of	
  the	
  public	
  social	
  channel	
  	
  
5.  When	
  to	
  shut	
  down	
  an	
  angry	
  social	
  media	
  

discussion	
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1.	
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1.	
  Responding	
  to	
  customers	
  who	
  are	
  just	
  angry	
  



PracAce:	
  Write	
  a	
  tweet	
  to	
  just-­‐
angry	
  customer	
  BOB	
  @ajay1903	
  



2.	
  Responding	
  to	
  customers	
  who	
  are	
  
angry	
  about	
  something	
  specific	
  

•  Confirm	
  that	
  you	
  understand	
  the	
  problem	
  
•  Tell	
  the	
  customer	
  what	
  you	
  will	
  do	
  and	
  what	
  
he	
  or	
  she	
  must	
  do	
  

•  Enable	
  the	
  customer	
  to	
  take	
  acAon	
  
•  Show	
  empathy	
  
•  Apologize,	
  if	
  necessary	
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2.	
  Responding	
  to	
  customers	
  who	
  
are	
  angry	
  about	
  something	
  specific	
  



Empathy is the most 
important response we 

can give an angry 
customer in social media. 

Why? 



3.	
  Showing	
  empathy	
  
•  We	
  do	
  understand	
  how	
  you	
  feel	
  
•  We	
  do	
  understand	
  why	
  you	
  feel	
  that	
  way	
  
•  We	
  agree	
  with	
  you.	
  Your	
  feelings	
  are	
  
legiAmate.	
  

•  If	
  we	
  were	
  in	
  the	
  same	
  situaAon,	
  we	
  would	
  
feel	
  the	
  same	
  way.	
  

•  What	
  happened	
  to	
  you	
  should	
  not	
  have	
  
happened.	
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3.	
  Showing	
  empathy:	
  	
  	
  
How	
  to	
  tell	
  angry	
  passengers	
  their	
  
feedback	
  has	
  been	
  shared	
  



•  Use	
  the	
  name	
  of	
  a	
  specific	
  department	
  	
  or	
  
team	
  

•  Use	
  the	
  Atle	
  of	
  the	
  manager	
  who	
  will	
  receive	
  
the	
  feedback	
  

•  MenAon	
  what	
  the	
  person	
  will	
  do	
  with	
  the	
  
feedback	
  

3.	
  Showing	
  empathy:	
  	
  	
  
How	
  to	
  tell	
  angry	
  passengers	
  their	
  
feedback	
  has	
  been	
  shared	
  



PracAce:	
  Revise	
  this	
  FB	
  comment	
  to	
  
show	
  more	
  empathy	
  



Why do we ask angry 
customers in social media to 
move to private channels? 



4.	
  Asking	
  angry	
  customers	
  to	
  use	
  a	
  private	
  channel	
  



4.	
  Asking	
  angry	
  customers	
  to	
  use	
  a	
  private	
  channel	
  



5.	
  Shu^ng	
  down	
  an	
  angry	
  social	
  
media	
  discussion	
  



Southwest’s	
  statement	
  

Wow,	
  rudest	
  agent	
  in	
  Denver.	
  Kimberly	
  S,	
  
gate	
  C39,	
  not	
  happy	
  @SouthwestAir	
  



5.	
  Shu^ng	
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  an	
  angry	
  social	
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5.	
  Shu^ng	
  
down	
  an	
  
angry	
  social	
  
media	
  
discussion	
  



Input from the experts 



Advice	
  from	
  Tony	
  Amrich,	
  	
  
Virgin	
  America	
  Social	
  Media	
  Manager	
  	
  

•  “We	
  really	
  take	
  a	
  personalized	
  
approach	
  and	
  interact	
  with	
  guests	
  on	
  
a	
  case-­‐by-­‐case	
  basis…”	
  

•  “We	
  use	
  the	
  same	
  methods	
  on	
  social	
  
that	
  we	
  do	
  across	
  the	
  board.”	
  	
  

•  “If	
  we've	
  got	
  a	
  guest	
  who	
  is	
  unhappy,	
  
we	
  listen	
  to	
  them	
  and	
  try	
  to	
  make	
  
things	
  be3er.”	
  	
  

•  “We	
  forward	
  their	
  feedback	
  to	
  the	
  
departments	
  involved	
  for	
  follow-­‐up	
  
when	
  appropriate.	
  “	
  



•  “We	
  typically	
  respond	
  to	
  all	
  guest	
  issues	
  on	
  
social,	
  unless	
  the	
  guest	
  is	
  being	
  publicly	
  
hosAle	
  toward	
  our	
  crew	
  or	
  teammates	
  at	
  
the	
  airport.	
  We	
  don't	
  want	
  to	
  encourage	
  
that	
  type	
  of	
  behavior	
  and	
  stand	
  behind	
  our	
  
frontline	
  teammates	
  100%.”	
  	
  

•  “The	
  biggest	
  lesson	
  we've	
  learned	
  is	
  a	
  
pre3y	
  simple	
  one:	
  Most	
  people	
  who	
  reach	
  
out	
  want	
  to	
  be	
  heard.	
  Make	
  sure	
  that	
  
you're	
  listening	
  to	
  your	
  guests	
  and	
  they'll	
  
reward	
  you	
  with	
  understanding.”	
  

	
  

Advice	
  from	
  Tony	
  Amrich,	
  	
  
Virgin	
  America	
  Social	
  Media	
  Manager	
  	
  



Advice	
  from	
  Ozlem	
  MeAn,	
  Adba	
  InternaAonal	
  	
  
(Social	
  CRM	
  for	
  Turkish	
  Airlines)	
  	
  

“We	
  divide	
  angry	
  customers	
  into	
  two	
  
categories:	
  (1)	
  The	
  ones	
  whose	
  problems	
  
can	
  be	
  handled	
  immediately	
  	
  and	
  fixed.	
  
These	
  cases	
  are	
  easier	
  to	
  handle.	
  We	
  
apologize	
  in	
  a	
  hearty	
  manner	
  and	
  act	
  as	
  
quickly	
  as	
  possible	
  to	
  do	
  the	
  related	
  
correcAon	
  to	
  solve	
  the	
  problem.	
  
Responding	
  in	
  a	
  short	
  Ame	
  usually	
  calms	
  
down	
  the	
  customer	
  even	
  if	
  	
  you	
  can	
  not	
  
solve	
  their	
  problem.	
  This	
  response	
  Ame	
  is	
  
one	
  of	
  our	
  major	
  SLA’s	
  in	
  our	
  job.”	
  



Advice	
  from	
  Ozlem	
  MeAn	
  

(2)	
  “SomeAmes	
  the	
  customer	
  will	
  have	
  to	
  wait	
  for	
  the	
  
result	
  for	
  a	
  cup	
  of	
  days	
  or	
  even	
  weeks:	
  	
  
• If	
  the	
  situaAon	
  happens	
  because	
  of	
  general	
  aviaAon	
  
rules,	
  we	
  try	
  to	
  explain	
  the	
  rules,	
  regulaAons	
  or	
  wise	
  
reasons	
  openly.	
  	
  
• If	
  we	
  need	
  to	
  take	
  some	
  personal	
  informaAon	
  or	
  make	
  
special	
  explanaAon,	
  we	
  try	
  to	
  conAnue	
  with	
  them	
  via	
  
direct	
  message.	
  Customers	
  feel	
  themselves	
  private	
  
when	
  we	
  try	
  to	
  solve	
  their	
  problems	
  in	
  a	
  special	
  
channel	
  and	
  usually	
  	
  accept	
  waiAng	
  a	
  bit	
  more	
  for	
  the	
  
result.	
  Offline	
  communicaAon	
  avoids	
  the	
  negaAve	
  buzz	
  
as	
  well.”	
  	
  



Advice	
  from	
  Ozlem	
  MeAn	
  
•  “We	
  have	
  plenty	
  of	
  response	
  templates	
  but	
  our	
  agents	
  try	
  to	
  

personalize	
  them	
  according	
  to	
  the	
  customers.	
  Especially	
  when	
  
they	
  are	
  communicaAng	
  via	
  direct	
  messages,	
  we	
  try	
  to	
  reflect	
  our	
  
human	
  touch	
  as	
  much	
  as	
  possible.	
  	
  

•  For	
  each	
  case,	
  we	
  prepared	
  5	
  -­‐	
  6	
  alternaAve	
  templates.	
  This	
  
makes	
  life	
  a	
  bit	
  more	
  easy	
  for	
  our	
  team.	
  

•  As	
  a	
  principle,	
  we	
  don’t	
  respond	
  to	
  the	
  customers	
  who	
  use	
  
inappropriate,	
  very	
  rude	
  words	
  or	
  slang.	
  We	
  don’t	
  answer	
  the	
  
posts	
  of	
  trolls.	
  	
  

•  For	
  THY	
  case,	
  we	
  receive	
  many	
  comments	
  about	
  poliAcal	
  issues.	
  
Most	
  of	
  these	
  comments	
  are	
  not	
  related	
  to	
  company’s	
  basic	
  
acAviAes	
  or	
  operaAons.	
  Some	
  people	
  may	
  prefer	
  to	
  explain	
  
personal	
  thoughts	
  about	
  poliAcal	
  issues	
  or	
  try	
  to	
  connect	
  some	
  
poliAcal	
  arguments	
  with	
  THY	
  by	
  using	
  our	
  social	
  media	
  channels.	
  
We	
  also	
  never	
  respond	
  to	
  them.”	
  



Lessons	
  learned	
  from	
  Ozlem	
  MeAn	
  
1.  “People	
  love	
  to	
  get	
  a	
  response	
  in	
  any	
  case.	
  Silence	
  

of	
  the	
  company	
  is	
  the	
  worst	
  thing	
  for	
  the	
  brand.”	
  
2.  “SaAsfacAon	
  level	
  of	
  a	
  customer	
  may	
  vary	
  

according	
  to	
  the	
  personaliAes.	
  Some	
  of	
  them	
  can	
  
be	
  happy	
  with	
  just	
  a	
  candid	
  apology	
  where	
  some	
  
others	
  conAnue	
  to	
  complain	
  in	
  any	
  case.	
  In	
  both	
  
of	
  them,	
  our	
  team	
  should	
  conAnue	
  the	
  
communicaAon	
  and	
  be	
  calm.”	
  	
  	
  

3.  “Social	
  CRM	
  performance	
  is	
  directly	
  related	
  to	
  the	
  
operaAonal	
  effecAveness	
  of	
  that	
  company.”	
  



Take-­‐aways	
  from	
  today’s	
  workshop	
  

How	
  to	
  answer	
  angry	
  customers	
  in	
  social	
  media:	
  
1.  Respond	
  quickly	
  
2.  Show	
  genuine	
  empathy	
  when	
  the	
  customer	
  is	
  just	
  

angry	
  
3.  Solve	
  the	
  problem	
  when	
  the	
  customer	
  is	
  angry	
  

about	
  something	
  specific	
  
4.  Move	
  the	
  customer	
  to	
  a	
  private	
  channel	
  to	
  provide	
  

excellent	
  service	
  
5.  Stop	
  responding	
  to	
  shut	
  down	
  an	
  angry	
  discussion	
  

on	
  social	
  media	
  
6.  ____________________________________	
  



Request	
  a	
  Social	
  Media	
  Reading	
  List	
  



Questions? Comments? 
Contact: 

Leslie O’Flahavan, E-WRITE 
Leslie@ewriteonline.com 
301-989-9583 
www.ewriteonline.com 
@LeslieO 
 
 


