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Today’s Topics

� Social media
� Mobile
� … but don’t forget the web and email
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Social Media

designed and produced by Karl Fisch and Scott McLeod of XPLANE 



2010 - Facebook and 
Twitter come of age as 
viable business tools
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House of Travel – Mix and Matcher
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House of Travel – Mix and Matcher
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Number of Facebook users (UK)

Source - facebook
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Set-up a Facebook Page

� An official product page, not a profile page.
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Suggest to Friends

� Get friends, staff, family, etc to ‘Suggest to Friends’ 
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Get ‘Liked’

� Get a Like button on your web site.
� The Like button lets a user share your content 

with friends on Facebook. 
� When the user clicks the Like button on your site, 

a story appears in the user's friends' News Feed 
with a link back to your website. 

� Your page will appear in the "Likes and Interests" 
section of the user's profile, and you have the 
ability to publish updates to the user. 
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Get ‘Liked’

� Send out mailshots to your subscribers
� Put link on your homepage
� url on your business cards

�(www.facebook.com/username)

� Get into people’s feeds via updates 
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Take time to interact

� Post questions on your page
� Get into conversations
� Keep the conversations going
� Become an authority so that people ask you 

questions
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Example: STA Travel
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Get tweeting

� Case study: Giraffe
� 36 restaurants in London and UK
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Vikki O'Neill, Marketing & Branding Manager 

� INFORM
� Tell our customers what’s happening , talk up new 

dishes , launch new promotions , spread the word 
about new restaurant openings, cookbook etc

� LISTEN
� The good, the bad & the ugly. All customers want to 

feel like they are being listened to – we all know it’s 
very easy to lose a customer if we don’t react quick 
enough (or at all) to a grumble – twitter makes it an 
instant fix



www.genesys.netwww.genesys.net

Vikki O'Neill, Marketing & Branding Manager 

� ENGAGE
� We want to talk to our customers when they are not in 

our restaurants, find out what they like & take a genuine 
interest, news, travel, TV,  new music, films, holidays –
whatever!

� This puts our brand in their mind as a ‘friend’, a brand 
they feel trust & loyalty – this  undoubtedly drives sales

� HAVE FUN
� You have to GET social media and enjoy it – if you 

don’t, your messages won’t be believable or interesting 
and people will quickly switch off





Back in 2009, our 
Chairman questioned 
whether twitter was 
driving business

Within in 5 minutes we 
received 87 responses -
every single response 
confirming that YES! 
They all visit more often
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LISTEN









WHY DO PEOPLE 
FOLLOW 

@GIRAFFETWEET?





The Power of Video

YouTube
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… but a YouTube video does not 
guarantee you an audience

… content needs to be
viral friendly



Social media empowers 
the individual to attack 
or praise your 
organisation
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Dave Carroll’s story

� In the spring of 2008, Sons of Maxwell were travelling to Nebraska for 
a one-week tour and my Taylor guitar was witnessed being thrown by 
United Airlines baggage handlers in Chicago. 

� I discovered later that the $3500 guitar was severely damaged. They 
didn’t deny the experience occurred but for nine months the various 
people I communicated with put the responsibility for dealing with the 
damage on everyone other than themselves and finally said they 
would do nothing to compensate me for my loss. 

� So I promised the last person to finally say no to compensation (Ms. 
Irlweg) that I would write and produce three songs about my 
experience with United Airlines and make videos for each to be 
viewed online by anyone in the world. 

� United: Song 1 is the first of those songs. 
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United’s Statement

� United Airlines spokeswoman Robin Urbanski 
issued a statement about the incident.

� "This has struck has a chord with us. We are in 
conversations with one another to make what 
happened right, and while we mutually agree that 
this should have been fixed much sooner, Dave 
Carroll’s excellent video provides United with a 
unique learning opportunity that we would like to 
use for training purposes to ensure all customers 
receive better service from us," the statement 
said.
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TripAdvisor
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Facilitate your customer reviews



� Rate and review tours on 
which you have travelled

� Read customer reviews 
with ratings

� Upload photos and 
videos/share photo 
albums

� Reconnect with friends / 
meet new friends

� Join and create groups on 
areas / discussions of 
interest

� Enter competitions
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It’s all about customer engagement

� Like-minded travellers meet and talk
� Listen and speak to customers
� Create member levels
� Use member profiling to deliver targeted 

messages
� Include staff profiles



Mobile
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Mobile Web vs. App – the jury is out

� Web
� Easier to integrate with 

external systems –
reservations, payments, etc

� More likely to work cross-
platform – IOS, Android, 
Windows

� App
� Loaded on user’s phone so 

less likely to be forgotten
� User experience better 

integrated with handset 
operating system
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iLingual phone app



Don’t forget your 
web site
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Basics – the five point plan

1. At the start – match the expectation
2. Provide all the information needed to 

make the sale
3. Clearly signpost the information journey
4. Give the customer confidence to do the 

deal
5. Make sure the booking process is as 

simple and clear as possible



Email is still a top 
marketing tool
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Why use email?

� Quick to create and send
� Encourages immediate action
� High response rates

� 25.5% open rates and 5%+ click rates in travel and 
hospitality

� Targeting and segmentation is easy to do
� Lifestyle, Geo-targeting, Mosaic profiling

� Fully trackable & measurable
� Easy to personalise
� Easy to test
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Must be relevant and accurate

� Subject line should match content
� Match customer’s expectations based on

�User information upon registration
�Research of customer interests

� Personalise content
� Create landing pages that match email 

content
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In summary

� Social media is happening now
�Get involved

� Make your web site as good as it can be
� Use email intelligently
� Go with mobile if the time is right for your 

company
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Opportunities for low cost airlines



Thank you for 
listening

Paul Richer
paul.richer@genesys.net
Skype: paul.richer
Twitter: @paulricher
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