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Company Background



United Airlines CEO Oscar Munoz named PRWeek U.S. communicator 
of the year (PR Week, 2017). Munoz was named communicator of the 
year just 24 days before the incident on flight 3411.



Brand Value of Leading Airlines Worldwide (Brand Finance, 2017). This figure illustrates that 
United has one of the top valued brands despite having low reputation scores. 



Corporate Character



Reputation Scores by Tiers for Top U.S. Airline Brands (Angelovska, 
2015).



Longitudinal Reputation Scores for Top U.S. Airline Brands (Reputation Institute, n.d. b).



Industry Factors



Passengers Bumped on Major U.S. Airlines in 2016 (Thompson, 2017).



United’s Policy on Overbooking (United Airlines g., 2017).

United Overbooking Policy



Timeline



Timeline: Before the Crisis 

Timeline of United Airlines Crisis (Case Study Authors, 2017).



Timeline of United Airlines Crisis (Case 
Study Authors, 2017).

Timeline: The Crisis 



Timeline: After the Crisis 

Timeline of United Airlines Crisis 
(Case Study Authors, 2017).



Responses



Social Media Sentiment Analysis of United on April 9-10 (Case Study Authors, 2017).

Social Media
Sentiment Analysis



Social Media Response: 
Before the Crisis 

Social Media Word Analysis on United Prior to 
Incident (Case Study Authors, 2017).



Social Media Response: 
After the Crisis 

Social Media Word Analysis on United Following 
the Incident (Case Study Authors, 2017).



Sample tweet poking fun at the incident (osamanadeem, 2017).

Sample Online spoof based on airline industry 
response (johnpmcneil02, 2017).



Representation of the most influential Twitter users following the 
United Incident (Case Study Authors, 2017).



Munoz Second Public Response to the Incident (United b., 2017).



Munoz and Kirby Testify Before Congress (Associated Press, 2017).



Business Performance



Change in United’s Stock Price on April 10 and April 11 (Desjardins, 2017).



Social Media Sentiment Analysis on United (Case Study Authors, 2017).



Consumer’s Willingness to Ride with Uber, Buy Pepsi, and Fly With United 
Airlines, (Seter, 2017). These figures illustrate effectiveness of crisis recovery.



Course Correction



United Policy Changes Post Incident (United Airline, e., 
2017; Case Study Authors, 2017).



Airline Bumping Rate Post United Incident (McCarthy, 2017).




