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What is social media?



Facebook is the most known 
arena

More than 300 million 
active users

50% of active users log 
on to Facebook 
in any given day

MicroBlogging platform, 
limit of 140 characters

Estimated 80 million 
users worldwide

TOP3 website, 2nd

biggest search engine
Estimated 350 million 
visitors per month

in any given day
More than 10 million 
users become fans of 
Pages each day
More than 65 million 
active users access 
Facebook through their 
mobile devices

10% users account for 
86% of activity, and the 
top 30% account for 
97.4%

80% of visitors who 
come to watch one 
video, watched several

Allows targeted 
advertisement and 
applications

Does not provide for 
promotion or 
applications

Provides a platform for 
addressing customers 
and also direct 
promotions



What do the social channels 
potentially enable?

Facebook page for company is like beehive or nest 
which requires care and patience
Twitter helps spread news in seconds
Youtube helps illuminate details you will never spend 
marketing budget for

Date

marketing budget for
Social media can replace traditional customer service 
channels
From feedback on any product till large scale sales 
campaigns
In future, source for ancillary revenues



Think before jumping into the 
social media

We set a clear strategy for
• Promotion, informal communication, post purchase communication, 

sales, awareness, increase loyalty, trust
• Audience – followers, customers, to be clients, media, partners, 

competitors
• Geography - Global territory• Geography - Global territory
• Cross marketing of social media channels via website, newsletter, in-

flight magazine

Set “do not speak” topics according to corporate culture
• Treat the interactive channels as a BBQ party



What resources does it require?

Investment 
in multimedia 

500 euros to 
spread the 
word

0,3 FTEs 
from 
Marketing

in multimedia 
phone



We use each channel differently

Facebook allows us to “sell” products and the strategy by 
explaining to customers why we do things in certain way

Twitter is used for tactical purposes (announcements, 
campaigns, operational issues)

Date

campaigns, operational issues)

Youtube allows us to be visible in other means and is 
good for SEO



Date

Facebook growth is driven by 
interactive campaigns

75% 

100% 
growth in 
a week

growth in 
a week



Examples of BT activities in social 
media and their effectiveness Date



Examples of BT activities in social 
media and their effectiveness Date



Biggest Twitter jump came 
through advertisement



Examples of BT activities in social 
media and their effectiveness Date



youTube is slower to pick up, but 
allows to address enthusiasts



We actively monitor the spread of the 
Fans/Followers on our key markets 



We are not JetBlue yet, but we 
are being recognized



Social media allows us to 
“listen” the customer



It is not all dancing on roses, but 
one has to get used to it…



Where do we go next?

Social Media effort has been proven worthwhile
• Holy Grail yet to be found though

We would need to be more localised
• Communicate with native language to the audience
• Tailormade competitions and interactions with segmented fans• Tailormade competitions and interactions with segmented fans

Provide more customer service 
• Resource intensive



Finally, the hard facts!

Real sales - Conversion rate of 5% in Facebook, 
approximately 2% in Twitter
• FB has same conversion rate as our newsletter database

Number 3 in Twitter in Europe (slightly behind BA, LH) 
and number 3 in Facebook in Europe (VS, BA ahead)and number 3 in Facebook in Europe (VS, BA ahead)
• Brand awareness increasing – we punch above our weight

Number 12 globally in Twitter and Number 10 in 
Facebook
• Spread is huge globally, jetBlue has 1.3 Million followers in Twitter! 
• Southwest is biggest in Facebook with 80 000 fans



Direct flights from Riga in 2009
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