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Context
• We are an airline, not a software development house

• £2.4B turnover (2008)
• 38 aircraft
• 32 destinations

– All long haul

• 58m passengers pa
• 9,000 staff

No shorthaul
No £19.99 to Paris!



Skeletons in my closet…

Launched the world’s 
first mobile check-in with 
interactive seat maps

Born 2000, “died” 2002

Right idea, wrong timing, 
wrong technology

10 years later the 
technology has caught up



Inputs



We were getting a lot of web accesses via mobile 
even without having a mobile-friendly sales site

1. iPhone
2. iTouch
3. Blackberry
4. …
5. (iPad)

The latest full screen mobiles with 
good web browsers work well on 
our site without modification



We asked our customers for 101 uses for a 
mobile phone

• Communication ☺ ☺ ☺

• Service ☺ ☺ ☺

• Information ☺ ☺ ☺

• Entertainment/Apps ☺ ☺

• Loyalty ☺ ☺

• Selling �
• Up selling �



We watched the “Battle of the App Stores”

• Apple is still the winner by 
volume of apps and downloads

• But … Google Android has 
surpassed others very 
quickly

• Apple uses the App Store 
mainly to push sales of 
devices

• And to prepare for future iAd 
sales!

Source: Morgan Stanley, gigaom.com, Forrester July 2010



We see Mobile and Social Media as natural 
bedfellows

• Twitter was born on mobile and was transplanted onto PC web 
• Status updates are most value on the move

• Facebook is as popular on mobile as on web
• Facebook on iPhone is top downloaded iPhone & Blackberry & Google & Nokia 

OVI app

Source: www.insidefacebook.com



The “iPhone airlines”



The “Mobile Web” airlines

• Mobile Internet is seen by many to be better value than apps

• AA, BA, CO, NW, AF/KLM, QF, EY, EK, SQ, LH, Delta, UA Air, Jet 
Blue, Easyjet, Virgin Blue, …



http://www.nesta.org.uk/news_events/articles/assets/features/vjamhttp://www.100open.com/

We ran an “Open Innovation” programme with our customers 
and NESTA, and a focus on mobile came out strongly



We also developed a Flying Club and flight status 
Facebook app

www.virgin-atlantic.com/en/gb/bookflightsandmore/innovationzone



Also a taxi share service
(now available on mobile)

www.taxi.to and www.taxi.to/mwc/

www.virgin-atlantic.com/en/gb/bookflightsandmore/innovationzone



Outputs



My Strategic Victoria Sponge of Mobile



Tactical SMS Flight Alerts
(award winning!)

Ref xxxxxx. Your flight VS0024 28MAR has had a 
schedule change. Your flight will now be 
departing Los Angeles 25mins earlier at 2155 and 
arriving into Heathrow 1620 the next day.  We 
apologise for any inconvenience caused.

We are sorry to advise that VS0002 12JAN has been 
cancelled. Please call US 1800 821 5438 or UK 
0870 998 0747 for rebooking options. Please quote 
reference xxxxxx. We apologise for any 
inconvenience caused.

Due to the closure of UK airspace as a result of 
Volcanic activity in Iceland our VS075 Manchester 
to Orlando service has been cancelled. Please 
contact your Tour Operator or the Virgin Atlantic 
Contact Centre



Our first app: 
Flying Without Fear

Launched Nov 2009

Good press coverage

£2.99



We liked it so much we launched another one:
Virgin Atlantic Jet Lag app

£1.19, $1.99

Includes links to Facebook & Twitter

All airline customers are welcome to use it!



And our first 
operational 

app: 
“Flight 

Tracker”

Functional & 
fun

& free

We set a 
download target 
for the first 
quarter and hit 
it in the first 2 
weeks…



• Love this app.!
• Well done everyone involved. Very Virgin!!!
• Excellent app ! I have given you a 5 star rating. It's well deserved
• I love the rotating globe It's a great app for version 1.0 and I'm sure it'll evolve Excellent app
• Great application really cool things to do. Brilliant app guys. Well done
• The BEST app created for an airline!!! Really cool, interactive, easy to use and with plenty 

of useful info
• Amazing app. Had fun tracking my sisters flight to Orlando thank you ;) 

The Flight Tracker 
app had top billing 
on the app store for 
2 weeks

Still in top 25 free 
travel apps

Still excellent 
customer feedback



http://www.averagejoesblog.com/top-5-iphone-apps-of-the-week/



We have been painting the app store red !



We recently launched a Mobile Website

Mobile Web is functional, global, works on all smartphones, leverages 
the best of web sites and is where a brand’s focus should be

“1.1 Billion Smartphones By 2013” 

http:/mobile.virginatlantic.com or text m or M to 88787



Where next?

• More services on Mobile Web
• More mobile & social integration
• Regular Flight Tracker app updates
• Watching brief on Android, Ovi
• Mobile boarding passes?

– NFC?

• Mobile booking?
• Mobile up-sell?



For more on our customer co-
innovation programme and our own 
apps and other useful travel-related 
services see:

http://www.virgin-
atlantic.com/en/gb/bookflightsandmore/innovationzone/index.jsp



Any questions?

fergus.boyd@fly.virgin.com


