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Going Mobile

Fergus Boyd

(acting) Head of eBusiness,
Virgin Atlantic

(& Mobile & Social Media &
Contact Centre integration &
Digital Strategy & Innovation)
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Context

« We are an airline, not a software development house
o £2.4B turnover (2008)
o 38 aircraft

e 32 destinations
— All long haul
 58m passengers pa

e 9000 staff

No shorthaul
No £19.99 to Paris!
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Skeletons in my closet...

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

Born 2000, “died” 2002

Right idea, wrong timing,

£ ) Fliaht 'dlnpaj'tpd
Sihediind 0530 Sthaiied - 0545 wrong technology

10 years later the
technology has caught up

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

IPhone
ITouch
Blackberry

bk wWhE

(IPad)
The latest full screen mobiles with

good web browsers work well on
our site without modification
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We asked our customers for 101 uses for a
mobile phone

e Communication © © ©

e Service © © ©
e Information © © ©

e Selling ®
 Up selling ®
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We watched the “Battle of the App Stores”

Android Apple  BlackBerry PocketGear/  Nokia Windows
Market AppStore AppWorld Getlar Handangoe OviStore Marketplace

Global Morethan Morethan Morethan  Morethan  Morethan  Morethan  Not

e Apple is still the winner by

Volume Of apps and downloads actual 10million* 100 million 20million 15million 2,000 100 million  communi-
potential iPhones, users per  phones devices* cated
. device iPod month supported
* But - Google Android has pase ouch i motehan
an .
surpassed others very iPads phones
qu ickl y Downloads’ 2 billon 2 5 bilion to \Not Morethan1 Morethan 17 million  Not
\\dale ) date cemg'luni- Eillion to y 203 million  per day con;énuni-
~ 7’ t te, I it at
* Apple uses the App Store - ‘
downloads

mainly to push sales of per month

d . Numberof Morethan Morethan Morethan Morethan  Morethan  Morethan  More than
evices apps/ 50000 225000 7,000 70,000 140000 10,000 1,500
) ownloadable
* And to prepare for future iAd ntent pieces
sales! Consumer Google  Creditcard PayPaland Free content Creditcard Creditcard, Credit card,
payment Checkout, onilTunes soon only; and PayPal ~ operator operator
method credit/debit account,  BlackBerry payment billing, and  billing, and
card, and  prepaid Payment  solutionto SIM card SIM card
operator  iTunes top- Service be
billing Up cards, introduced
{T-Mobile  and PayPal by the end
LISA) of 2010
Operating Android  i0S BlackBerry  Android, Android, 560, S40, Windows
system (OS] Device BlackBerry, BlackBerry, Maemo,and Mobile 6.0
supported Software  Java, Java, soon Qtand and above
vd2min.  Symblan,  Windows  MeeGo
Windows  Mobile,
Mabile, Palm, and
Palm,and  Palm OS
Flash Lite
Revenue J0% 70% 80% Free Between 70% 70%
share for content only 60% and
third 80% less
parties transaction
fees
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We see Mobile and Social Media as natural
bedfellows

o 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
Facebook Mobile Users (All Platforms) VolP Calls

InsideFacebook.com, 9/3/09 — - g T Connactiy

70000000 Presence
provided by

60000000 Mobile Phone
50000000 -
40000000
30000000 -

Wall Posts

e \ Share Videos / Music /
o Photos [ Stories
_ .,...._... s .l ; .. g
|

Source: www.insidefacebook.com

20000000
10000000 -
0

L] e ] ] el 4 ) o =] @ o]
USRI, U, SRV, SR, VR, R D S L S, -
NS S NN S AN AP AR\
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The “IPhone airlines”

L5l
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Airline 1

* SWiss i
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Luxair Info SWISS Qantas 2 MHmobile

oneworld

| .I - i *
BRITISH | '
AlRWAYS @ Ah

Lufthansa airberlin American

l@b

Air Canada ST7Airlines Southwest

CX Mobile

Fly Delta
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Airline 2
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Korean Air Atlaziol Alaska

1 &5

MemberScout Viva Maczu Chlna Airlines
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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,

'iPm:l = 21:34 ' ‘iPod 'e-'- 21:28 ==

Apple - Web apps - easyJet Airline Bool

www.apple.com/weba.. -

= ,_‘_._,,_,_- B ,—; -.- I j.‘.'-.r.-r-.—','—“—..-..—L— = IF '.n..—,-.' e

www.apple.com/weba.. -

easylet Airline Booking for iPhone | ' American Airlines iPhone Web App \Welcome to Virgin Blue Mobile
About sasyJet Airfine Booking for ‘ Check—ln
=% - > = Abaul Aumerican Alrfines IPhone
Book a flight
Manage Bookings
et Special Assistance
t;’:‘lﬂiﬂ\' S'H'.HI M l‘||.II IEI-;I';H;: Bagga ge
~ Poat Dale Ociobear & 2004 Alrport guldes
e s apyp

The Lounge
Velocity Rewards

Vial Metilication CEII'ItECt us | TEITI"IE | F'rl'u'EII:},-" | FAQ
:|I-3-'rlp:|::-|:.uln Sialus Motilicalion Vlsn aur FU” BrDWSEr SitE‘
€ Mobile Travel Technologies Limited, 2009 - 2010
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We ran an “Open Innovation” programme with our customers
and NESTA, and a focus on mobile came out strongly

Maki I - " : :
N ES I Inineyetian {Home / About us  / Areas of Work / News & Events  / Publications  / Invesiments

Flourish

| . |
News & Events Cregeds
— Orange Senice Call + Reward
—  WJAM
Press releases — OpenVentures Challenge
Events — Tam
1 — Consultancy 2.0
Video — P&G Corporate Cpen Innovation
Articles Challenge

—  Collaborative Insight Platform
—  Open Alchemy
— Corporate Connections

—  A-Frame
VJAM

Ill_-n el 18 | seee 1'l.-lll"'-.w\‘\.l

Beconm | I 156 Allcl
V-Jam was a project that assembled the mix of diverse partners most HFRURTERS « l'l" o id
likely to deliver new ideas. It brought together Virgin Atlantic (VAA), -'f_'!'-i'l" LETTI 101 OINEoInge
customers and independant web developers to explore how open Virein Addanuc/customen
innovation can benefit all. co=nnovation.”

D1 Ferpus Bovd, Virein
As with any business, listening to its customers is paramount to VAA's \lanti
success. Yetits focus on controlling the highly distinct and powerful Virgin
hrand has meant that the airline has traditionally resisted collaborations with =S ————————————————
end-users that go further than seeking their views. Engaging their customers |{l P 7l

in the innovation process was in itself an innovation for VAA,

V'Et"gir"l aﬂaﬂfiC@ http://www.1000pen.com/  http://www.nesta.org.uk/news_events/articles/assets/features/vjiam



We also developed a Flying Club and flight status
Facebook app

Fergus Boyd arrived at the gate in New York JFK at 8:18pm local time, on Virgin
Atlantic V5009 from London Heathrow

See All
W FlyVirgin W Your Virgin Atlantic V5045
flight from London
[vome | righs s JENEPYEITN sesis | A co-innovation with Y@l atlantic Heathrow to New York FK

landed at 6:07pm, and is
expected to arrive at the gate
at 6:17pm local time on Friday

ElE=

Mileage 15545
Tier Points 0

Last Five Transactions -
Details correct as of 27 Oct

Below is a mini-statement showing the last five transactions on your Flying Club account. For Gt
older transactions or to see the full history of your account please visit virginatiantic.com

Date Activity description - FIyVirgl'n

2008-05-01 \"_our card number has changed. A new card
will be sent to you

Your membership number has been changed :— i : . . o % .
2007-07-06 00 T e wil be sent 6% | Home B e Flying Club | Settings A co-innovation with atlantic
2007-03-30  Flying Club Test Account Mileage Credit Flight Status

2007-01-11 Wirgin Atlantic Authorised Mileage Credit.

- i
Cancelled: Virgin Atlantic Authorised Mileage I'm Jetting Off.

Credit. Here's a list of the flights you've told us you're taking with Virgin Atlantic. If you want to add more, simply use the form below.
Any flights more than a week old will be automatically deleted - we like to keep things tidy.

2007-01-11

If you would like FlyVirgin to update your Facebook status with information about your flight so your friends can see your
progress you will need to go to the Settings page to enable this.

Welcome to the Virgin Atlantic Flying Club widget for Facebo
Above you can see a summary of the last five transactions o
Flying Club account. To access your account please use the

e ngh. Date Departure Airport Arrival Airport Flight Number Aircraft
15 Aug 2010 London Heathrow (LHR) Miami (MIA) V5005 X
23 Oct 2009  London Heathrow (LHR) New York JFK (JFK) V5045 G-VSHY x
24 Oct 2009  London Heathrow (LHR) Mumbai (BOM) VS350 x
24 Oct 2009 5t Lucia (UVF) London Gatwick (LGW) w5038 x

Add a new flight
[ 2?'54-! Oct |¢! 2009 F*:! Departure airport | :] ' Select departure first |:J Select Flighté--vi-] Add

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




Also a taxi share service
(now available on mobile)

A co-innavation with % atlantic

.- Please take me to: 49 A3212,
E . \I ” . W:si.mmshe:, Lonq_o?f\fl_lA 2, UK
: v ————— -,
| Fele el i B e
SIGN UP 2 LINK UP 3 SHARE A TAXI O Werrrrrrrrrrrrerr
FOR A FREE taxi2 CLEVER WITH OTHERS IN THE TO YOUR FINAL o ’
TICKET AIRPORT DESTINATION Instructions for You
FOLDING YOUR taxi2 CLEVER TICKET el e
(2 B o T L e T ﬂ ........................................

________________________ DISPLAY YOUR TICKET TO LINK UP WITH OTHERS
[ &
'y / \

\ FOLD TEAR BEND PEN / ® ? o ﬁ .

hold it up! put on your bag in your pocket on your phone

www.taxi.to and www.taxi.to/mwc/ (very elegant!)  (coming soon)

g

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




Outputs
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My Strategic Victoria Sponge of Mobile
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Tactical SMS Flight Alerts

(award winning!)

h . Flight Alert System
atlantic
Create View Approve Reports
Type ID_e_Fg_y orDisr!.J_pt_j_qnﬂ Flight |VS(_}[}[_}1 (LHR-EWR)] R I ;{ Date I{__}2_Febrp.f§w2{}&9 ] to I B Search |
Qut of|

There are 3 (38

By default, this system will send a message to
tick from the Send box next to the passenger's
or Select All passengers.

Send PNR Transfers Passenger Name(s) Cabin (Class/Status) Mobile Number Email Address
T o B
~ L
P -

Enter message:

(290 characters max) 290 remaining, 1 text messa

Enter email message {optional):

&
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et f ol the
vt !

Wt e ol bras
il fnaiaT

Wiswed pclivitien

wWhat we go:

Mental Workout develops mobile
applications focused on Improving
lives by helping people resolve issues

and increase mental performance

Our first app:
Flying Without

Launched Nov 2009

Fear

Good press coverage

i - f | [ - =1 T, - - - ! - ra L T .
virgin ACiantic s highly accigimed Flying WIThOUET Fear cours

with a 88% success rate - now for the iPhone/iPod to

Eesrnmore @ 5499 Buyon App Store

£2.99

JAYLENO



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

« Sunday, December 13

Wednesday, 12:36pm

@ Low an anargy. Take it syl
O00pm-3.30pm

Take a nap

Get light

. Eat dinner

. Go to bed

N 'R A
Learn Activities Flights

£1.19, $1.99

Includes links to Facebook & Twitter

All airline customers are welcome to use it!



'iPod = 19:26 =" 'iPod = 16:17 = 'iPod = 22:24 ="

Main Menu Flight Schedules  TOKYO

And our first
?:i:::a:erR - London Heathrow Operat|0na|

To : NRT - Tokyo
FitNo Dep/Arr M Tu W Th FSa Su  From/To app -

VSS00 paa @@ @@ eE @ oMy 1
Flight
Return
From : NRT - Tokyo TraC ker”

To : LHR - London Heathrow
FliNo Dep/Arr M Tu W Th F Sa Su  From/To

11:30 23 May
VES01 4545 S @ 0 S 20 @ 30 Oct

30 Oct

Note: All times are local

Functional &
fun
& free

iPod = 19:27 = Pod = 22:33 =

Back  Flight Information

The Virgin Atlantic
Cradit Card

We set a
download target
for the first

V-Flyer Highlights

Seat Maps

Photo Galleries

i i uarter and hit
Which Aircraft? Departure. London Heathrow -q - -
Arrival: New York (JFK) |t N the fl I'St 2
Fare Codes Dep Time: 17:21 Arr Time: 20.02

Flight: VS9 Reg: G-VBUG

weeks...

Airport Codes Make: Airbus Model:  340-600

Name: Lady Bird

@..®

Games



iPod = 19:30 = pod = 21:05 =

The Flight Tracker

app had top billing _
on the app store for Top Free Release Date

2 weeks

Write a Review

Average of 661 ratings (current version)
R W as of 23 August 2010

Still in top 25 free
travel apps

1. Good App (v1.0.9)

* % % ww by Tom A on 23-Aug-2010
Very informative. Handy if your dude to pick
someone up from the Airport

2. Great Virgin App (v1.0.9)
w®xwx® by michaelredwood on 19-Aug-2010

| love the globe concept and keeping track of Flying
Club Status. Worth waiting for. '

Still excellent
customer feedback

3. Virgin Atiantic app (v1.0.9)
* & %k by Mxmorg on 15-Aug-2010

Brilliant app esp the flight tracking globe. Getting a

* Love this app.!

* Well done everyone involved. Very Virgin!!!

« Excellentapp! | have given you a 5 star rating. It's well deserved

* |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 ;)



3. Virgin Atlantic — Free

A great free app here from Mr Branson and the Virgin team. The app allows you to track and
monitor the progress of their entire fleet in the sky in real time. A great UI allows you to see
which plane is where in the world and track its progress as it heads towards its destination.
You can input a specific flight and track its flight path and alha receive an alert when the plane
lands safe and sound. A great app if you have friends and family flying with virgin, but is also
handy if vou want to see where any virgin plane is in the world just for your reference. 4#5

il Camier = 300 PM il Carrigr =

4 am

7th, 2010 at 9:3
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Friday, September 1

A p ; http://www.averagejoesblog.com/top-5-iphone-apps-of-the-week/
Vvirgin allannc@



We have been painting the app store red !

HOLIDAYS

VirginAtlantic Without Fear Jet Lag Virgin...lidays

. e b i et
N\ ;.. yord ‘ﬁ(
1:}' P CEXIED

VirginTrains Haly Virgin 104.4 Virgin Radio

VAA Portal Virgin Mobile
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We recently launched a Mobile Website

‘iPod = 11:40

virginaflantic

Welcome

Check In

Flight Status

Flight Schedule

Check back soon for upcoming
services:

= My Booking e Flying Club
- P i .

@

\Q’ah‘annc m . . . .

Check In

Seat map

Select a seat for the highlighted
passenger by clicking available seats
on the map below. To cenfirm the
current mapping press the confirm
button

Name Seat number
E One Virgintest 56K
Airbus A340-600

OO=DO0@EO =00
(ANciloNENFRGREE N
OOg=D0@O0 =003

- | D00 @0 >0Of

‘| oEEY@O@
)

Options

Flight Status
Hight Schedule

Tharls hark coann fare mramminn

“1.1 Billion Smartphones By 2013

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

a
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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
e Waitching brief on Android, Ovi

* Mobile boarding passes?
— NFC?

* Mobile booking?

* Mobile up-sell? | .

| G Bcardng Thghe
i o1 1EES DUE-ECE

EEH Cinnr
:Dc!' Economy

i Enioy #our fignt win Virgin ASlandc

: = Maoble Services

% » Trave! | nformeton

i Top . (Confsct e
oo e

1 Wingin i way Lid 811 rignis resenmd

[T SR PO P R I S R e e
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tlantic
b= = Innavabon Zone You are in the JUTEREREECEES GO

Spedal Offers WELCOME TO OUR INNOVATION ZONE YOUR SHORTCUTS

————ammsl A co-innovation with o e ol Bl

-H.m.unlv-a'ldun. ID]"!E l'=| E!Do?e H ﬂ- an?g
i | BEST OF TRAVEL
Wirgin Family

Best of Travel

These are a mix of sites and mobile applications that have been picked by our own staff as
their favourites, The list will change as staff vote on their favourites and discover new
ones.

E " Have alook at some new applications from Virgin Atlantic and our assodates. &

i I |, Topsee m Tube Exits
-.;.t P TR Also see which travel-related products and services our own staff have voted as - From Lastminute. com shows you e Which exit to pick from
e their favourites. the top things to eat, drink, see, Bty that tube station?

= This great litte tool
Booe do or buy in central London near |MESESSENE | e cot up by an ex-
Airport Parking &Transfers | y1am i 2l about co- These are services which | | & mix of sites and mobile Download the iPhone app from: Krigiubaiage employee and will save
Flight Times innovation with Yirgin are provided by Virgin applications picked by our wewewy Jastminute, com/site flabs _ you time using the
Manage Your Flights Atlantic's customers., ;ﬂeazzieirdgﬁsirrgp;rts of || own staff topsee, himl tube
What's Onboard family. in Londaon, .
il www. tubeexits.com

S Cesomions Find out more about Find out more about Have & look at our best of bttp: fimbarday.net/
Flying Club WIAM Virgin Family travel sites
Credit Card AroundMe

. Lonely Planet
Comprehensive city guides

= which give you interactive
and fully searchable access to

FOr more on our Customer co- hﬁ} Lonely Planet's travel content. about your

Mow indudes over 20 iPhone ity surroundings

Innovation programme and our own e e

appS and Othel’ USGfU| tl’ave|-l’e|ated :llltlf:?::,","'a"a"m.Ic-nelvplanet.cnm

Mobile Internet:

se er ces see. m.lonelyplanet. com

iPhone iPod Touch (£0.53)

This service allows you
to quickly find out
information

R e
CITY GUIiDl

http://www.virgin- Triplt —
atlantic.com/en/gb/bookflightsandmore/innovationzone/index.|sp Organise and share your travel

.—Ler"p.:_A_" I'"‘ . Elr?:il iild itineraries
Vvirgin arlaﬂric@

Tube Delux

For visitors to London
thiz iz hrilliant

@@ i

——
G

i
©




Any questions?

fergus.boyd@fly.virgin.com
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