
Social Media 
Mission: Increase customer engagement 

both online and in-store. 



• Facebook: Image/video/text based. Great tool for 
local businesses and trending topics. 

• Twitter: Mostly text based. 58% of users follow 
brands to find discounts. This is the place to post 
promotional messages. 

• Google+:  A mix between Facebook and Twitter. 
Better for SEO 

• Instagram: Image/Video based social networking 
service. A good platform for Virgin.  

• YouTube: Video based. The king of viral 
marketing. This is popular for product demos.  

Popular Platforms 



What Doesn’t Work 
• Many companies are cautious and put all sorts 
of guidelines for their employees.  

• Most brands and business professionals use 
social media channels as one-way broadcast 
tools to send promotions, coupons, and ads.  

• Social media conversations can be positive and 
negative.  Don’t ignore the negative, but refocus 
on positive stories.   

• Deleting or editing comments is unauthentic. 
Humanize the dialogue.  Transparency and 
authenticity will be rewarded. 



Social Media Management 
How can you manage multiple social networks, schedule tweets, track brand mentions and analyze traffic? 

Outsource In-source 



What Works 
User generated feedback: We used various social 
media platforms to get feedback for our Christmas 
campaign. 



What Works 



http://www.youtube.com/watch?v=DtyfiPIHsIg 
 

What Works 
Good content: A new safety video from Virgin 
America lit up Twitter with comments like: “Get me 
on a @VirginAmerica flight ASAP!” 

Virgin America Safety Video #VXsafetydance 

http://www.youtube.com/watch?v=DtyfiPIHsIg
http://www.youtube.com/watch?v=DtyfiPIHsIg




1.Start with concrete objectives 
2.Dedicate resources 
3.Incorporate other reporting  
4.Study your success patterns 
5.Remember the community 

What Works 

Results 
1.Build loyal customers 
2.Reach new customers 
3.Increase content   
4.Reliable customer feedback 
5.Cost-effective media  

 



In 2011, Richard Branson blogged: 
“Keep Virgin's iconic shiny salt and pepper shakers, or replace them with 

cheaper versions?”  
Overwhelming support for the salt and pepper shakers by Virgin’s social media 

followers to which Richard responded: 
“The shakers would stay. Thanks social media!”  

It Works: Richard Branson 

http://www.virgin.com/richard-branson/blog/virgin-atlantic-salt-pepper-set-is-a-steal
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It Works: Virgin Megastore 



See you here, there and 
everywhere 
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