Make Employees & Customers Your Content Stars

Brooks Thomas, Social Business Advisor at Southwest Airlines
@brooksethomas



Now more than ever, People make your Company.
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Every seat has a story.
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Southwest Heart is in everything we do.
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Social media measures our successes and failures.
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Social media allows us to address both in real-time.
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First, being present meant having an account.
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Being present evolved to mean being there to respond.

@brooksethomas
#sociall6



Response evolved into accuracy and entertainment.
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Nowadays, being present means being live.
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Positioning for success

= Social Business: Identifies post and
facilitates process with Customer.

= Operational Comm: Contacts Leader
to gain approval to contact Employee.

» Culture Comm: Ensures Employee is
properly recognized internally.

= Commercial Comm: Identifies
media/pitching and marketing
opportunities.

=  Social Business Team reunites
Reecie and Melissa; Visual Comm.
films it.

= Social Customer Care reacts to our
proactive distribution.
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Positioning for success
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Impactor: the one responsible for the
action.

Impacted: the one(s) who felt emotion.

Videographers/Photographers: the ones
capturing the visuals.

Subject matter experts: the ones who can
break it down.

Staffers: ghostwriters or third-person writers
who do it every day.



Resources are great, but smaller companies have agility.

@brooksethomas
#sociall6



Resources are great, but smaller companies have agility.
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Meet Reecie. She works at DCA.
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Reecie’s story began as an Instagram post.
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Reecie was celebrated by our CEO.
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Meet Marty, the “Funny Flight Attendant.”
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Marty rose to fame on YouTube.
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By popular demand, Marty met Ellen.
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Then Marty starred in a commercial.
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Marty was recently on the Amazing Race!
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And she’s still making headlines.
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Every seat has a story. (Even the jump seat.)
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Takeaways.
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Utilize Employee strengths.
Empower People to do the right thing.
Train everyone for a digital world.

Convert social sensations into marketing
campaigns.

Refine your distribution to be upwards and
across.

Brand Journalism: turn your work force into
a functioning newsroom.



Meet Hudson.
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We found Hudson on Facebook.

@brooksethomas
#sociall6



Then Hudson became a story on our blog.
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Hudson was reunited with the waving Pilot.
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Our videographers captured the moment.
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From there, Hudson’s story grew.
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From there, Hudson’s story grew.
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Takeaways.
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Let data chart your course, then trust your
heart to lead the way.

Accentuate your Customer’s talents and
passion points.

Rally around Customer content that
reinforces who you are and what you
represent.

Develop a relationship that seamlessly
gleans data from the Customer and allows
you to personalize their future experience.

Take data clusters and examine larger
trends.



Every tweet has a story.
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Every Facebook post has a story.

@brooksethomas
#sociall6



Every seat has a story.
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You have to be willing to tell it.
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You have to be willing to tell it.
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But don’t sell your soul.
Without a Heart, it’s just a machine.
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Southwest.
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