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"Within four days of the song going online, the
gathering thunderclouds of bad PR caused
United Airlines' stock price to suffer a mid-
flight stall, and it plunged by 10 per cent,
costing shareholders $180 million. Which,

incidentally, would have bought Carroll more
than 51,000 replacement guitars.”

——Chris Ayres of the Times Online in the U.K.



What Mona & Dave
taught us

Customers/anger must be acknowledged
Customers are not going to settle
The issue is not the issue

Poor customer service is costly



What the BEST Do

Control the customer experience
Create an emotional experience

Fiercely focus on rebuilding trust and
regaining goodwill

Sharpen the saw



Control the
experience
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Emergency First Aid for Emotional Customers

Look for the underlying cause of
+ the person’s reaction. kit
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A page from Apple’s
playbook



APPLE

Approach with a warm welcome
Probe politely

Present a solution to take home today
Listen for and resolve any issues

End with a fond farewell



How might you control
your customer
experience!






(PEC)

Personal Emotional IConnection



What |5
minutes a day

canh do




Chat Transcript

info: Please wait for a QVC representative to respond.
info: Welcome to QVC's live chat service. This is 'Kathi P'. How may I help you?
Myra Golden: Hi Kathi. Can you tell me the status of my return of the Canon HV30 camcorder?

Kathi P: Thanks for waiting.

Kathi P: I'll be glad to check for you.

Kathi P: Thank you for waiting while I check on this for you.
Kathi P: Thanks for waiting.

Kathi P: I appreciate your patience.

Kathi P: Ms Golden, I'm so sorry the Canon Vixia HV30 MiniDV HD Camcorder hasn't been processed as of yet. I know you're anxious to

have this completed. The return processing time can take up to 17 days from the date an order is returned to QVC. I hope your item is
processed soon.

Myra Golden: Thank you.
Kathi P: You're certainly welcome, my pleasure! Have a wonderful day and please don't hesitate to contact us anytime, we're always glad to

help.
info: Your chat transcript will be sent to myra@myragolden.com at the end of your chat.






Adopt (or adapt) and
Apply



Build trust



Building Trust

Apology
Acknowledgement of customer’s concern
Explanation of what happened

Explanation of what you're doing going
forward
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Book travel + Manage your flights - Travel deals Where we jet + TrueBlue® program

An apology from David Neeleman

David's apology Also see

Dear JetBlue Customers, i
JetBlue Customer Promise

We are sorry and embarrassed. But most of all, we are deeply sorry. Learn about our commitment to
making things right

Last week was the worst operational week in JetBlue's seven year history. Many of you

were either stranded, delayed or had flights cancelled following the severe winter ice storm

in the Northeast. The storm disrupted the movement of aircraft, and, more importantly,

disrupted the movement of JetBlue's pilot and inflight crewmembers who were depending

on those planes to getthem to the airports where they were scheduled to serve you, With

the busy President's Day weekend upon us, rebooking opportunities were scarce and hold

times at 1-800-JETBLUE were unusually long or not even available, further hindering our

recovery efforts.

Words cannot express how truly sorry we are for the anxiety, frustration and inconvenience
that you. your family, friends and colleagues experienced. This is especially saddening
because JetBlue was founded on the promise of bringing humanity back to air travel, and
making the expenence of flying happier and easier for everyone who chooses to fly with us.
We know we failed to deliver on this promise last week.

We are committed to you. our valued customers. and are taking immediate corrective
steps to regain your confidence in us. We have begun putting a comprehensive plan in
place to provide better and more timely information to you. more tools and resources for
our crewmembers and Improved procedures for handling operational difficulties. Most
imponantly, we have published the JetSlue Airways Customer Bill of Rights - our official
commitment 10 you of how we will handle operational interruptions going forward —
incduding details of compensation, We invite you to learn more at jetbiue comipromise.

You deserved better - a lot better - from us |ast week and we let you down. Nothing is more
important than regaining your trust and all of us here hope you will give us the opportunity
10 once again welcome you onboard and provide you the positive JetBlue Experience you
have come 1o expect from us.

Sincerely,

/ﬂ//u/&/

Dawvid Neeleman
Founder and CEQ
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Sharpen the Saw

“How can we make the experience better/
faster/easier?”

“What would | want if | was the
customer?” (ldeally, youd ask the customer!)

Map out your customers’ journey



| can’t help judging the
customer experience



| can’t help judging the
customer experience



So | mapped out my
journey



Start
Stop
Continue



| et’s connect

For a copy of today’s slides, go to
MyraGolden.VWordpress.com

For questions not answered today, email
me at myra@myragolden.com.

Web: MyraGolden.com

Twitter: @myragolden

Blog: MyraGolden.Wordpress.com
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Thank you.



