How to Tweet With Personality
and Authenticity for Your Brand

@AdamRucker
@SouthwestAir
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Master your voice.

Stack your deck.

Harvest stories from conversation.

Use proactive content to control trends.




Master Your Voice

Everyone on the social front lines at Southwest Airlines has
been through a proper voice training that teaches tone and
style, with room for Social Care Reps to maintain reactive

individuality.
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Social Customer Care Voice

Modern

Bold

Innovative

Energetic

Provocative

Smart

Human
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The Southwest Airlines Voice is more than just words.

We engage with the utmost Hospitality. We are confident in our
knowledge about our business, policies, and procedures; and
we approach each interaction with a sense of warmth and
friendliness.

We recognize our Customers’ tone and respond in kind with the
variety of visual and multimedia tools at our disposal.

We stay true to our roots, but we never look backwards and are
always evolving and embracing the new.

We proudly stand behind our brand, our business, and our
People.

Southwests
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Innovative
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Energetic
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Provocative

Page 11

Proprietary & Confidential SOUthWEStO»



Page 12
Proprietary & Confidential
. U,

. | Southwest Airlines @ ——
N @SouthwestAir ollowing

Got hot sauce in your bag?

Checked: #SWAgQ
Carryon: 3.4 ounces or less.

#Formation
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Bring hot sauce in your bag.

southwest.com
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6:20 PM - 6 Feb 2016

Southwests
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| trolled Southwest Airlines and it was so
fucking funny & & I'm dead at their
response ** ¢*

; Hey there! What's going on? -
N Linnea

One of your flight attendants was
being extremely rude and
basically harassed me
throughout my flight. | am
disappointed because | love
Southwest Airlines.

Can you explain a little more
about what happened? Please
send us over your confirmation
number too. -Linnea

Opps, she did it again. -Linnea

75790 119615 DR2ZE HUESD

4:20 PM - 11 Apr 2017
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Sarah @essayareayaitch - May 3

Hmm, go to gentle yoga, and get a late @SouthwestAir boarding number. Or
skip yoga?

*’f'\‘\) Southwest Airlines @ ol Following
SouthwestAir

@essayareayaiich If you're still outside the 36
hr mark, add EarlyBird to keep your zen & not
have to choose: social. southwest.com/EAQ
ATE
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Brent Berkley @ BrentBerkley - Apr 21

z Truly do not understand the allure of @SouthwestAir. Ugh.
I'll take @Delta any day.
- = v

'\('7\‘ Southwest Airlines & te Ml Following
bl () SouthwestAir

@BrentBerkley The word on the street is that
it's the no change fees, free checked bags, and
#Transfarency. ALT

transtarency
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Stack Your Deck

Southwest has assets for most occasions, and is nimble in

using them, from proactive content opportunities to reactive

ones with customers (specifically, Southwest's sets of GIFs).




Nancy Tan Mar7
When you get "C" boarding on

Stephan Honrade @stephaan_24 - 21m
Yo these @SouthwestAir deals are ! I'm SOOOO0O tempted by a plane ticket

for UGH Anyone willing to let me crash their pad for 2 days? Haha
| Southwest Airlines &
{ \ Following
@SouthwestAir

Replying to @stephaan_24

Do itttt! We'd sure love to see you onboard
. | A
'\‘ Southwest Airlines Fo3 with us, Stephan- MA

0 __tan When we find out we're going to
see you soon!

Cassie Brainard @cass1318 - Jun 5

Hey @SouthwestAir, apparently we share the same birthday! Happy birthday
month! pic.twitter.com/7GXIX1XKSh

(@] Southwest Airlines @
@SouthwestAir

Replying to @cass1318

No wonder we're so cool, Cassiel We hope
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. . . N Matt McClure @mmfirefghter - Jun 4
this year is the best birthday yet! "KM A

| @SouthwestAir | hope you start flying to Hawaii so me and my family do not
have to deal with these sub-par airlines anymore! &

@, | Southwest Airlines & -
@SouthwestAir Following

Replying to @mmfirefghter

| think it's safe to say we all have our fingers
crossed for the Islands of Aloha, Matt! We'll
let you know if/when it ever happens. "EC

N Southwest Airlines & @SouthwestAir - 5h
N Replying to @kaitline_11

Come back, Kaitlin. Come back! “WB



Harvest Stories from Conversation

Much of the proactive content Southwest posts on its Twitter
channel is derived from user-generated content or

experiences, so what customers are viewing has actually

happened, and usually in a timely fashion.




g Charlie Following [
- lwaysBeHappy

On #TexasIndependenceDay @SouthwestAir
should provide @\Whataburger on all their
flights. #MillionDollarldea #MarketinginBed
#StilIThinkSo

RETWEETS LIKES e © I
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8:38 AM - 2 Mar 2017
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» ldentify key social opportunities so you respond to Customers in real time




WHAT ARE WE GOING TO DO ABOUT IT?

10:00 AM Get in touch with Whataburger
- Real-time opportunities need to be first priority

- The quicker, the better

- Engage and activate before the moment is gone

Activate real-time marketing to surpass business goals
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WHAT ARE WE GOING TO DO ABOUT IT?

12:00 PM — Make plans with Whataburger
- Ultilizing partner brands to put your message in front of a
larger audience

- Be mindful of brand reputation

« Activate real-time marketing to surpass business goals

21




WHAT HAPPENED?

6:00 PM — Whataburger & Southwest surprise Customers
- Create meaningful connection with Customers
- Earned media coverage

- Social messaging is timely and engaging

G Activate real-time marketing to surpass business goals

22
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WHAT HAPPENED?

6:00 PM — Whataburger & Southwest surprise Customers
o'bc@ NEWS pag aniero® =

S secTions 4R TRAFFIC IWATCH  Houston  Soutfwest  Southed Nothing says #TexasIndependenceDay like
BREAKINGNEWS  19-year-old alleged getting Whataburger on your way into Texas on
FOOD &DRINK a @SOUthWGStAlr ﬂ|ght
SOUTHWEST PASSENGERS -
RECEIVED FREE WHATABURGER

austin360

*THINGSTO DO *MUSIC ~ *FOOD  *MOVIES&TV ~ *ARTS ~ *HOME&LEISURE e STATESMAN

Southwest Airlines gave away free |
Whataburger on flights for Texas
Independence Day

1603 sz0 HEVESSNERD

7:21 PM - 2 Mar 2017
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WHAT ARE WE LOOKING FOR?

Storytelling opportunities

User-generated content

Real-time marketing opportunities

Customer feedback




Use Proactive Content to Control Trends

Every winter, Southwest experiences disruptions due to
snowy weather. Typically, Southwest sees a spike in
complaints regarding de-icing, delays and cancellations
that are out of its control. This year, Southwest focused
on winter weather stories in the moment, in an effort to
stop the conversation before it started. Southwest saw

success there, and praise for employees who work out

in the elements.




9:30 AM Standup Meeting
« What is the world saying?

* What are our Customers saying?

« What are our Employees saying?




Network Operations Control
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QUESTIONS?




