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GERMANWINGS 4U9525 ~ QUICK FACTS

« Date of incident: 24th of March 2015

* Flight: Germanwings 4u9525

+ Location of crash: Massif des Trois-Evéchés
* Time of crash: 10:45 CET (Estimate)

* Fatalities: 150

* Aircraft: Airbus A320
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GERMANWINGS 4U9525 ~ QUICK FACTS

+ Analysis Parameters:

+ First 6 hours following crash - 24-May-2015
(approx. 11:00 - 17:00 CET)

+ Supplemented by 24 hour refresh - 11AM CET - 25-May-
2015

+ Timestamps included in this document are estimates
only.

+ NOTE: this analysis is not intended as a critique of the
response efforts of any involved party
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KEY FINDINGS/CONCLUSIONS

+  Asseen during previous incidents, including the Costa Concordia incident (2012), the Asiana Airlines crash
at SFO (2013), and more recent aviation disasters, the role of social platforms as back-ups to a company's
corporate site has become increasingly important. The catastrophic failure of the Germanwings website in
the initial hours continues to reinforce the importance of having social platforms in place and an impetus to
consider and review existing infrastructure.

+  However, unlike Asiana Airlines, where citizen-generated visuals largely drove the media agenda during the
first hours, the immediate lack of visuals transformed this quickly into a media-driven story.

+ The actions taken by three of the key players - Germanwings, Lufthansa and Airbus - to quickly adapt the
visual appearance of their website and their social platforms highlights the importance of having clear
protocols in place for coordinated brand management in times of catastrophic crisis.

+  The decision by parent company Lufthansa not to adapt/update its corporate website (or oversight in doing
s0) in the early hours of the crisis highlights a dilemma facing brands associated with, yet separate from, the
affected brand. It suggests the question: Was it Lufthansa’s responsibility as the parent company to support
or reflect the public mood in the early hours of the crisis?

+ The increasing integration of social “outputs” into real-time media stories e.g. tweets or Instagram images
etc. further highlights the importance of these channels as opportunities to insert corporate messages into
the unfolding narrative.

+  As always, visuals remain a powerful accelerant for social amplification in times of crisis.

+  Click the links for additional analysis of previous incidents: Costa Concordia, Asiana Airlines 214, US Airways
1549 or visit http://www.slideshare.net/Brendan
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GERMANWINGS ACTIVITY

+ Wlthln the first 60 minutes:

Germanwings issues first tweet acknowledging incident &
issues update to Facebook

+ Atthe same time, Germanwings website crashes - remains
inaccessible for approx. 2 hours

+ No change to brand colours/logo on social platforms at this
time

(Germanwings.com site)
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LUFTHANSA/AIRBUS ACTIVITY

+ Within the first 90 minutes:

+  Within 90 minutes of the crash, Airbus and Germanwings
parent company Lufthansa publish first acknowledgements of
the incident via Twitter accounts

(Lufthansa Twitter) (Airbus Twitter)
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BRAND CRISIS MODIFICATION

+ Within the first 120 minutes:

+ Germanwings recoloured its logo on both its Twitter and
Facebook accounts to black and white.

+ Parent company Lufthansa follows within a similar time-
frame with its social platforms

{Lufthansa Facebook)

{Germanwings Facebook)

Lufthansa @
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GERMANWINGS ACTIVITY

+ Within the first 180 minutes:

+ Germanwings site remains inaccessible

+  Within the first hour, Twitter and Facebook
become only available points of digital
contact with Germanwings

{Germanwings.com site)
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GERMANWINGS ACTIVITY
(l'_j}ermanwings.mm site)
+ Within the first 180 minutes: e mo— e e e
+ Germanwings appears to be struggling to re-

activate its website.

At one point, the original site with full
marketing content appears on the site -
contradicting its more sombre social
platforms
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LUFTHANSA/AIRBUS ACTIVITY
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{Airbus.com site)

+ Within the first 180 minutes: e

+  Airbus wipes brand/marketing images from its
corporate website

+ In contrast to its social activity, Germanwings
parent company Lufthansa makes no changes
to its corporate website during this period.
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GERMANWINGS ACTIVITY s fplpdols

(Germanwings.com Hour 3)
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LUFTHANSA ACTIVITY

+ Within the first 4 hours:

+

Lufthansa updates corporate home page with a
statement on the incident ~ no system failures

Statements are updated throughout the day

Within 24 hours the corporate site resumes activity with
a clear banner to information on the incident

{Lufthansa.com Hour 24)
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{Lufthansa.com Hour 3)

(Lufthansa.com Hour 4.5)

- Lufthansa R

B e L

e S A S g by T - oy e | -
-h—hﬁ-—;:ﬁ-‘:hhﬂr-n'—-n'-w o

e e e e e e




AIRBUS ACTIVITY

+ Within the first 4 hours:

+ Airbus.com incorporates a pop-up notification
acknowledging the incident.

+ The pop-up is adapted through the course of the day and
within 5 hours links to Airbus’ statement on the incident.

{Airbus.com Hour 5+)
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AIRPORT ACTIVITY

+  Itis unclear if Dusseldorf airport experienced a seldorf
failure, was intentionally disabled or immediately Airport
moved to its dark site. However the site remains in a
minimal state 24 hours later.

- Barcelona's El Prat airport made only minor Aktuelle Informationen
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media and local authorities responsible for the crisis. Hotline 0800-7766350 wenden. Des Weiteren hat das Auswirtige Amt eine Krisenhotline el
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CORPORATE ACTIVITYBY THENUMBERS reereenes

+ During the first 24 hours: _

+ Germanwings focuses the majority of its digital Germanwings
activity on Twitter - posting in both English (10) and Lufthansa 12
German (14)

+ Germanwings and Lufthansa both see significant Airbus 5
spikes in followers on Twitter due to the crash.
(Germanwings) (Airbus) (Lufthansa)
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CORPORATE ACTIVITY BY THE NUMBERS

+ Financial impacts:

+ Almost immediately following the first reports of the
incident, the share prices of both Lufthansa and Airbus fell
significantly - however, trading stabilised within ~2 hours
after the crash.




MEDIA / SOCIAL ACTIVITY BY THE NUMBERS

+ TWITTER:

+

One of the first tweets to be posted around the incident came from
Flightradar, a widely trusted and used website for tracking flights
globally.

Within the first 90 minutes the tweet was retweeted more than
2,000 times.

Within the first 60 minutes, #Germanwings had become the top
trending topic on Twitter

Within the first 60 minutes, according to Sysomos, more than
60,000 Tweets were posted referencing #Germanwings

61,546 Overall Mentions

Tobal MAprstions
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Gemmamwings flight 2408525 (registration D-
AIPX) was lost from Flightradar24 at 6800
feet at 09.39 UTC time
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MEDIA / SOCIAL ACTIVITY BY THE NUMBERS sTAATESIES

Within six hours of the incident, the number of Number of Tweets
tweets referencing #Germanwings had reached
nearly 500,000 globally.

Amid the many expressions of condolences and
sharing of news, tweets soon moved toward
capturing images of the region of the crash.

Jobwn Walicen
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This @planefinder screencap from Sky
cseems to show the conditions near the
#41J9525 crash site
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TRENDS AND BEHAVIOURS

+  Due to the initial remoteness of the
incident and lack of immediate
visuals, fake images and videos
began to appear online in
increasing numbers.

+  Questions had also arisen due to
various early Twitter reports around
whether a distress call had actually
been made by the pilots.
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Fake Germanwings pictures circulate online
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This photo being shared as A320 crash site m
actually shows an incident in Turkey in
2007 #dailydebunk

Ao plara Cradfwrs N Soulhen Frarce Reulen

Uncertainty over distress call

On the question of whether a distress call was made from the
aircraft, the spokesman says the airline has received contradictory

reports
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