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Social Demand



Share of Travelers Who Use Social Monthly
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Travelers are Sharing Leisure Travel
Experiences on Social Networks
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Source: Phocuswright’s European Traveler Technology Survey 2014
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Shopping? Not So Much.
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Source: Phocuswright’s U.S. Consumer Travel Report Sixth Edition; Phocuwright’s European Consumer Travel Report
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More than half “like” or
“follow” a company

Two in 10 “like”
or “follow” a
travel company

Base: U.S. online travelers who use social networks
Source: Phocuswright Inc.
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Source: Phocuswright Inc.
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More travelers
post about their
trips on mobile
than on desktops

Source: Phocuswright Inc.




Travel Companies on

Social Media: Where and
Why?



Travel Companies are Keeping Pace
Use of social networks by all travel companies

Facebook
Twitter
YouTube
LinkedlIn
Google+
Pinterest
Instagram
Foursquare
WhatsApp
Tumblr
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Social hasn’t replaced
the call center or
front desk ...

Source: Phocuswright Inc.
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But It Is Still “Very Important” for Customer
Service

Airlines
Travel Agencies

DMOs

Lodging

Travel Packagers

Online Sellers
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Managing, Monitoring,
Measuring



Four in five travel companies

monitor at least daily

Constant real-time n‘Lonitoring most common
among chain hotels (hearly 70%) .'
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mo 'le.'éf..
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Most travel companies monitor and maintain
social content in 1-2 languages

But roughly two in 10 monitor 3+ languages

Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Mix of Positive/Negative Comments Varies by
Segment
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money

P



Mix of Positive/Negative Comments Varies by
Segment

56%-79%

Chain Hotels
Online Sellers

@ 7-19%

Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Travelers Complain... Who Responds?

= Always respond  m Usually respond
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Third Party Tools v. Monitoring Firm

m Use third-party tools in-house m Third-party monitoring firm
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Metrics: Sizing Up Social Performance

Referrals

Responses to
posts/tweets

Number of likes
Conversion on referrals
Number of followers

Clicks on posts/tweets
with a link

Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Tracking Referrals and Conversions

® Track direct referral traffic from social posts ® Track sales (conversions) from social posts
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Source: Phocuswright’s Social Media In Travel: Mayhem, Myths, Mobile & Money
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Measuring ROI New social platforms

Measuring social marketing

Monitoring social activity

Top Social
Challenges

>

B -

Source: Phocuswright’s Social Media : Mayhem, Myths, Mobile & Money
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Gert Wim ter Haar « KLM Royal Dutch Airlines

®
/ Designing the infrastructure for the future of customer service.

Welcome on board “
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Our challenge is

67 countries
worldwide
1 34 destinations

different
oo languages
maybe even

more

26.787.500:"
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Our auswer: three pdlars.

Service

Brand & Reputation

Service is
marketing and sales.

Brand actions speak
louder than tweets.

Commerce
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Make commerce
social by design.
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Stellar webcare ' |

is only the start.

Wherever, whenever, a speedy reply in your
own language. To be precise: 24 hour a day,
7 days a week, a reply within 60 minutes in

11 languages. Your question

450000 +250% Yearly
questions a week. . growth.
I L

Enter a short sentence

Get an answer to your questions via
Facebook or Twitter (you need an account).

Ask via Twitter

Bl Askvia Facebook
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Every UUARCIOU 8 & k0uuliit Of Truth,

Nkechi Ekeogu » KLM

Hi,still waiting for your reply.i sent a reply to you half an hour ago,please i
need a response on my enquiry so i can change my plans.Thanks.

about 6 months ago @

Fabiano Maisonnave » KLM

about 2 months ago @



Question
or request?

346.585 36.239 1.000.755

X

Royal Dutch Airlines
@michaellea niéf Ne wish you a Jmh



4 wElgsing the loop with social media on board.

Dougie Shirlaw ¥ Follow A~

Many thanks to @KLM - bag has arrived. Customer

service being 24/7 certainly makes you less
> " stressed when there is someone there to engage.

\_ Compliments and/or complaints are
4 ~ fed back to iPads on board.

I ENE Musa Tariq @ MusaTarig 11 Sep
/ _'\l"\ J LOVE that the air-steward on @KLM announces that u can use
/ twitter for service & that they'll respond within 1hr, 24hr's a day!
Wow!
Q@ Collapse 4 Reply 13 Retweet ¥ Favorite ¢+ More

2. ?:\u-‘:::ww;sa 2‘ m ﬂ ’

10:37 PM- 11 Sep 13 Q from Haarlemmermeer, North Holland - Detalls

- Our social media messageiis
/ also added to the purser talks
on every flight.



Investment:€3500,_
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Questions?

Cathy Walsh Maggie Rauch Gert Wim ter Haar
Senior Research Analyst, Research Analyst, Social Media Hub Manager,
Phocuswright Inc. Phocuswright Inc. KLM Royal Dutch Airlines
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Upcoming Webinar:
PhoCusWright’s Social Media Webinar, Sponsored by Socialbakers
December 10, 2014
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Thank You!

« Today’s Webinar deck and recording will be
emailed in a few days to all registered attendees

 Interested in becoming a subscriber? Send an email
to

» Please fill out the short survey - thank you!
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