
 
TN Outage Customer Communication Solution 
Step-by-Step Guide: Sales/OCPE 
 

Version 5.0 – 20170823 pg. 1  
   

In this guide, you will learn how to: 
1) Navigate from Sabre Ready Email to TN Outage Summary Form During P1 and P0 outages 
2) Navigate from TN Outage Summary Form to TN Outage Customer Communication Form 
3) Complete and Save the TN Outage Customer Communication Form 
4) Update the TN Outage Customer Communication Form 
5) Complete Final Updates to TN Outage Customer Communication Form Upon Resolution of 

Outage 
 
Part 1: Navigating from Sabre Ready Email to TN Outage Summary Form during P1 and P0 Outages 

 

 Review Sabre Ready Email: Upon receiving Sabre Ready email, review details and any talking 
points. 

o Customers to Contact: Work with your sales leaders to determine which customers 
need to be proactively contacted. 

o Review TN Outage Summary Form: Click on the link in the Sabre Ready Email “TN 
Outage Customer Communication Form.”  This page will give you the internal details on 
the outage. 

o Reaching Out to Customers: Begin reaching out to customers as you normally would 
during an outage.  

 
 
 
 
 
  

TN Outage Customer Comm Form 
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Part 2: Navigating from TN Outage Summary Form to TN Outage Customer Communication Form 
 

 Post Outreach: After speaking with each customer, navigate to the TN Outage Summary Form 
from the link found in the Sabre Ready Email.   

o Review the internal details of the outage on the TN Outage Summary Form. 
o Click on the button in the top right-hand corner, “Create TN Outage Customer Comm 

Ticket.” 

 
 
 
 
Part 3: Completing and Saving the TN Outage Customer Communication Form 
 

 Record: Now it’s time to record the details from your communication with the customer.  

  

 
o Step 1: Fill in all required fields as indicated by *: 

 Agency/Company Name: What customer did you speak with? 
• If the Agency/Company Name is not in the directory, then choose “Other.” 

This will give you the opportunity to type in the agency/company name. 

 
 GDS Profile: Are they a multi-GDS customer or are they on Sabre only? 
 Sabre Colleague Responsible for outreach: this is you! 
 Phone: If a sales leader, executive, or OCPE has a question for you, what phone 

number can they reach you at? 



 
TN Outage Customer Communication Solution 
Step-by-Step Guide: Sales/OCPE 
 

Version 5.0 – 20170823 pg. 3  
   

 Communication Type: If you are an Account Director, choose Business 
Communication.  If you are an OCPE, choose Technical Communication. 

 Region: What sales P&L does the customer fall into? 
 Agency/Customer Segmentation: Choose from corporate, leisure, online, or 

consolidator. 
o Step 2: Indicate whether or not you have contacted this customer.

 
 This field will default to No.  If you have not been able to make contact with this 

customer yet, but your sales leader has asked you to reach out, leave this field as 
“No,” then skip to step 6.   

 Upon clicking “Yes,” additional fields will open up. 
o Step 3: Fill in additional fields to provide details of customer outreach: 

 
 Most Recent Person Contacted: Who at the customer’s office did you speak with? 
 Most Recent Time of Contact: What date/time did you last speak with them? 
 Agency/Customer Temperature: Indicate if you felt the customer temperature 

was green, yellow, or red when you spoke with them. 
 Executive Call Needed: Does an executive need to reach out to this customer?  
 Moving Bookings away from Sabre: Is the customer moving bookings away from 

Sabre?  Are they planning to do so? 
 If an executive call was requested, please proceed to step 4. If one was not 

requested, skip to step 5. 
o Step 4: Providing details for executive outreach.  

 Indicate which executive you would like to have reach out to the customer:
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 Who should the executive reach out to? Let the executive know who to contact, 
their role within the company, their email address, and phone number:

 
 

o Step 5: If you are an OCPE and chose “Technical Communication,” and the customer is 
moving bookings, please fill in these additional fields.  If you are not an OCPE please skip 
this step and proceed to step 6. 

 
 

o Step 6: Provide details. 

  
 Short Description: Provide a brief description of your contact with the customer.  
 Additional Details: Provide more information on the outcome of your 

communication with the customer.  Example, “Customer frustrated by the 
number of recent outages. Threatening to move bookings to Amadeus. In 
previous outage, agency shifted 20,000 bookings and are threatening to do it 
again.” 

 Next Steps: What needs to happen next? Example 1: Jay Jones to reach out again 
at no later than 10:00 CDT. Example 2: “First Last Name” will reach out to 
customer again in one hour. 
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o Step 7: Save the form. 
 At the top right of the form, below your name, you will see a save button.  There 

is also another save button at the bottom left of the form.  Either of these buttons 
can be used to save your form.  Be sure to click on this button before closing out 
of the form.  If you do not click save, your work will be lost. 
 

  Top Right or Bottom Left  
 
 
Part 4: Updating the TN Outage Customer Communication Form 
 

 Update: You have spoken with the customer again.  Now it is time to update the TN Outage 
Customer Communication Form for that customer.  

o Step 1: From the Sabre Ready email, navigate back to the TN Incident Summary Form. 

 
 
 

o Step 2: Scroll to the bottom of the page and find the Agency/Company Name you would 
like to update under the TN Outage Customer Comm Tickets section.  This table can be 
sorted by Agency/Company Name, Sabre Colleague name, or SC code to help you find 
the Agency/Company Name you would like to update.  Alternatively, you can also use 
the search bar at the top.  
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o Step 3: Click on the Number field for the TN Incident Customer Comm Form you would 
like to update.  Do not click on the Agency/Company Name field. 

o Step 4: Update all applicable fields and click the save button.  If you do not click on the 
Save button, all of your updates will be lost. 
 

 Top Right or Bottom Left  
 
 
Part 5: Complete Final Update to TN Outage Customer Communication Form Upon Resolution of 
Outage 
 

 Final Update: Upon resolution of the outage, update each TN outage customer Comm Form you 
created to ensure the following: 

o All customer temperatures are back to “Green.” 
o All requested executive outreach is marked as ‘Complete.’ 
o All bookings that moved away from Sabre are marked as “Moved Back to Sabre.” 

 How to search for all forms created by you: 
o Step 1: Navigate to the TN Outage Summary Form from the Sabre Ready Email. 
o Step 2: Scroll to the bottom of the page under TN Outage Customer Comm Tickets. 
o Step 3: Choose “for text” and type your name in the search bar.  This will filter results 

down to the Agency/Company Names which you have entered in data. 
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o Step 4: Click on the Number field in order to open and update each customer 
communication form.  Do not click on the Agency/Company Name. 

o Step 5: Update all applicable fields and click the save button. 
o Step 6: Repeat process until all of your Agency/Company Names have been updated. 

 
 
Part 6: Coming soon 
 

 FAQ’s 

 Who to Contact with Questions / Technical Issues 
o If you have questions on how to use this tool, please contact Chelsea Thomas at 

Chelsea.thomas@sabre.com or 1-817-681-4408. 

mailto:Chelsea.thomas@sabre.com

