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 The term Social Media refers to the use of web-
based and mobile technologies to turn
communication into an interactive dialogue

« Social media are media for social interaction. It is
easily accessible and scalable communication
techniques, which have changed the way of
communication between organizations, communities,
as well as individuals

www.cranfield.ac.uk
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 Social networking
« To get news
* To get information
« To get personalised insight

 When | have a problem my network will solve it
» Lost cat, can’t turn on the heating, how to solve

« Things | am interested in come to me
* By the networks I join

 We use it for fun
 We use it to share our views about other people and companies

www.cranfield.ac.uk
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 If | had a problem
I'd talk to a friend

I'd find an expert — one that | can trust — one that is recommended
I'd seek information about the problem at the library
I'd get the problem sorted

I'd laugh about it with my friends and thank those that helped me

« If I didn’t get the problem sorted out, I'd complain about it to my friends,
especially if | had been let down by a company.

* | have a community

Work colleagues and friends
Home and Family

Friends

Kids friends’ parents

www.cranfield.ac.uk
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Traditional Media Social Media

What marketers think the brand value is | Consumers express how they perceive
the brand

Content developed and finely controlled | Content generated by the audience,

by the marketer influencers and the marketer; some
content only partially controlled by the
compan

Expert recommendation (e.g. Michelin | Peer and influencer recommendation

Guide, etc.) (e.g. TripAdvisor)

Bottom-up, “voice of the consumer”
strategy

Top-down strategic approach

Emphasis on cost and return on | Relatively low cost to participate
investment

Source: Powell etal., 2011, p. 27
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Source: (MediaBistro, 2013)
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eople in the world have a Facebook account.
= Daily active users are up to 526 million (up from 372 million last year)
» Monthly mobile users now total 488 million

= Eighty-three million monthly active users accessed Facebook solely from
mobile by March 31, 2012

= 300 million photos are uploaded to the site each day
= 3.2 billion Likes and Comments are posted daily

= 57% of Facebook users are Female

= Average user has 130 friends

www.cranfield.ac.uk
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United States
Brazil

India

Indonesia
United Kingdom

lMexico

Turkey
Philippines
France
Germany
Italy

Argentina
Canada

Caolamhbia

lMalavsia

161 826 740
55 846 040
52 932 380
29 964 550
29 270080
27 105 240
31497 020
29136740
24 4656 360
24173 8580
271 822 140
19749 360
17 715 280
17 129 9580
16 419 8940
16 212 160
13 212 340
12721 5580
12713 320
11 382 500

45 - 54
8.0%

Cranﬁeld

4.0%
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Age Distribution on Facebook

16 -17
8.0%

13 -15
7.0%

2.0%

cranfie
ource: Pacetbook
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Est. 2007 - "a short burst of inconsequential information”
Twitter has over 100m users
New users are signing up at the rate of 300,000 per day.

Of Twitter's active users, 37 percent use their phone to
tweel.

Social Media Convergence
* 60% of all tweets come from third party applications.
* |s it possible to maintain multiple social network platforms?
« Bebo, Myspace, Ping, Twitter, Facebook,
* What about travel “social” networking?
» Lonely Planet, Airline.com, TripAdvisor, etc.

www.cranfield.ac.uk
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The average Twitter user has 126 followers
* Over 40% of Twitter users do not tweet anything

« About 0.05% of the total twitter population attract almost
50% of attention on the channel — CELEBRITIES,
SPORTS STARS, etc.

* 71% of the millions of tweets each day attract no reaction

 Twitter now has more than 140 million active users,
sending 340 million tweets every day

www.cranfield.ac.uk
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Jakarta
Tokyo
London

Sao Paulo
Mew York
Bandung
Paris

Los Angeles
Chicago
Riyadh
Singapora
istanbul
Ozaka
Toronto
Madrid

Rio de Janeiro
Seoul

Miami
Atlanta
Houston

Top 20 cities by number of posted tweets

(among 10.68 public tweatl

posted in Jun

e 2012)

25%

Source: (Semiocast , 2012)
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Singapore Airlines 50_LSA 15 e

11
Snuggle up in SIA's Givenchy-designed sleeper suits and freshen up
with Ferragamo toiletry kits offered in Suites #5IA380LAX

View details - « 3 W

Singapore Airlines 20 _UsA 14 Mar
11

Download one of these new screensavers to keep track of time in any
Singapore Airlines destination hitp//bit ly/dLf2rP #5IA380LAX
View details - o« +31 W

Singapore Airlines 20 _UsA 11 Mar

Enjoy new gourmet dishes created by SIA's International Culinary
Panel, comprised of world-renowned chefs #cuisine
View details - &« 1 W

Singapore Airlines  =0_UsA 08 Mar
11

Fly the New A3860 Nonstop from LAX to Tokyo, Enjoy Five Nights'
Luxury Accommodations from $1,249 hitp //bit_ly/griORI #3IA380LAX
View details - 4 13 W

Singapore Airlines 50 _UsSA 08 Mar
11

SlA's A3B0 LA service Kicks off Mar. 27 but you can explore the
aircraft through interactive features here http-//bit.ly/gNcKOV #3IA380
LAX

View details - &« 13

www.cranfield.ac.uk
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Tweet Type

North America
Middle East
Latin America
Europe

Asia Pacific

Africa

33% 60% 63% 70% 15% 80% 85% 90% 95%

M Replies M Proactive Tweets [ Retweets

Source: A. Kandimalla, 2013 wwuw.cranfield.ac.uk
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Proactive Tweet Method

North America

Middle East

Latin America

Europe

Asia Pacific

Africa

40% 50% 60% 710% 80% 90% 100%

M Links M Hashtags B Mentions M Plain Text

Source: A. Kandimalla, 2013 wwuw.cranfield.ac.uk
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Reply Type
North America w
Middle East | SO S S s s s S s
Latin America [T
Europe [N T

Asia Pacific |

Africa m

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B Request to Direct Message B Request to Contact B Request to View a Link

B Request For Email M Brand Apology | Plain Text

Source: A. Kandimalla, 2013 UL U I UG.UK
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What are the key issues for an airline to
consider regarding social networks?

What should be its objectives in social media
management?

www.cranfield.ac.uk
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OBJECTIVE — GET CONTENT TRENDING,
DEVELOP NETWORK

www.cranfield.ac.uk
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Figure 4.12 - Respondents’ reasons for following or liking an airline
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Source: Tan, 2011 — n =172 users of social media, 85% <50 years)

www.cranfield.ac.uk




Cmnﬁeld

UNIVERSITY

Figure 4.17 - Reasons to lose interest in an airline on social media
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Humour
¢ Sex
Shocking
Controversy

REACTION WITH AUDIENCE
- I'VE GOTTA SHOW THIS TO MY FRIENDS

www.cranfield.ac.uk
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Service delivery
* PR

Advertising
Promotions

Gamification

« Gaming techniques to drive engagement and loyalty

* Enables non-gaming activities (filling in surveys, posting reviews, “checking-
in” to locations) to become more engaging for participants. Earning
points/status to drive repeat activity and loyalty to social media site

www.cranfield.ac.uk
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= People took note of the fun, upbeat video and
forwarded it to others via email and social media
networking sites such as Facebook and Twitter

CEBU

PACIFIC

= Virtually overnight, CeBu Pacific was instantly
brought into the International Spotlight for the RIGHT

reasons.

= |t showcased that the Philippine airline was warm,
friendly and talented — an airline that people would
become attracted to

* It did not cost the airline anything

= The video has received 10 million hits (airline Business)

» Mentioned on ABC news, CNN, MSNBC and Fox

= According to YouTube — it was ‘“Top 10 most shared
video’s of 2010’

http://www.youtube.com/watch?v=Lgh8e2KYIrU w.cranfield.oe.uk
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The last flight on Christmas eve, Spanair surprised
190 tired passengers who were waiting for their bags

It gift wrapped presents for each of the passengers
which totally surprised them and made them happy

The event was captured on video by Spanair and
released to YouTube

It was an incredible success and was a PR masterpiece

http://www.youtube.com/watch?v=fW5Xo4QrSBw wuw.cranfielo.ac.uk
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* http://www.youtube.com/watch?v=zIEIvi2ZMuEk

= 3
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Android Tablet
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The check-in and ground staff at TAP
Surprised passengers in the Terminal with
a Fun, Uplifting and Exciting dance move
at Lisbon Airport and Sao Paulo

People were smiling and it in sighted
happiness into weary travellers

Passengers had not associated the brand
of TAP with this uplifting experience but
were very impressed

http://www.youtube.com/watch?v=8H6DPJjg_7s

cranfield.ac.uk
http://www.youtube.com/watch?v=_skpsg4qCRg&feature=related W eraneiEecy
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United Breaks Guitars Views: 9,763,034
1 year age | UBG Song#l is released! www davecarrolimusic.com/song3 The... {;{:mments: ."1::39?
5 OS85 !
by sonsofmaxwell Y 42;45 2 908
Felicitacién navidefia de TAP y el aeropuerto de Lisboa (2009) Views: 11,223
1 year age | Original y divertida forma de felicitar la navidad a los pasaj.. Commgri: 11
Responses: O
by 20 26 | SPo
British Airways and Pam Ann viral- Safety Briefing Views: 21,184
3 years ago | Watch Pam Ann upgrade to cabin crew in the latest British Aire... Comments: 6
by J nd70 Responses: 0
BT A
20 |52
Cebu Pacific Air Flight Attendants / Stewardess [/ Cabin Crew Dancing Views: 133,588
3 months age | Cebu Pacific Air Flight Attendants / Stewardess Dancing During... Comments: 122
] Responses: 0
by cfcadelaide b 158 | 2 g
Spanair - Un equipaje inesperado Views: 260,528
.- Comments: 186
1 week ago | Muestro vuelo del 24 de diciembre de Barcelona a Las Palmas at...
by 5 ir Siteoficial Responses: 0
panair icia L 557 | 2 97

www.cranfield.ac.uk
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Keeping passengers
informed

Primary conduit for
entertainment

Enabling mobile based
self-service

//Jl
E Making travel paperless
El \

Enabling m-Payment

&\

Delivering personalised
services & marketing Optimizing passenger
flow management

www.cranfield.ac.uk
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Share content with
your network over
multiple networks

G E D" = Print
WHAT'S YOUR REACTION? | / | Search HuffPost
4
Inspiring | Funny | Obsolete @ Scary =H —4ma:ing Innovative | Nerdy

: Number OFf Tweets, Number OF Tyfitter U
ats, Twitter Users, Technology Megfvs

Read Mo
Twitter

Bl 126 people like this. Be t
first of your friends.

Gl

Y Like

L/l‘

ry
=

retweet

Buzz

Confirm that you are smart
to think this content is good

Tweets, Twitter, Twitter Chirp, Twitter Statistics,

ED 4/30/2010 10:06AM ET: A new
y, released April 2010, examines Twitter
age in the United States, finding that although
ost Americans are aware of Twitter, few are
ing it. See the new Twitter statistics, here.

up
st

At Chirp}

ﬂﬂﬂ#ﬂmﬂﬂﬂ Tll]'l

official Twitter developer

rracnnlina cbakre

Content

www.cranfield.ac.uk
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True lies: Blatant dishonesty or unfairness, such as the
selling of unneeded services or deliberately quoting
unrealistically low estimates.

* Red alert: Assuming customers are stupid or dishonest and
treating them harshly or disrespectfully.

« Broken promises: Not showing up as promised; careless,
mistake-prone service.

| just work here: Powerless employees who lack the
authority, or the desire, to solve basic customer problems.

« The big walit: Waiting in a long queue because checkouts or
counters are closed.

www.cranfield.ac.uk
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Automatic pilot: Impersonal, emotionless, no eye contact,
going through the motions, non-service.
The silence treatment: Employees who don’t bother to

communicate with customers who are anxious to hear how a
service problem will be resolved.

Don’t ask: Employees unwilling to make any extra effort to
help customers, or who seem put out by requests for assistance.

Lights on, but no one at home: Clueless employees
who do not know (ie will not take the time to learn) the answers
to customers’ common questions.

Misplaced priorities Employees who chat to each other or
conduct personal business while the customer waits

Source: Alamdari

www.cranfield.ac.uk



