
 

KLM and Ryanair Soar High on Social Media, While
Emirates Takes Off for Positive Word of Mouth
Conversations

Thursday 14 April, 2016

Engagement Labs Announces Rankings of the Top U.K. Airlines Based on Social Media Performance
and Word of Mouth Conversations

LONDON, U.K. – April 14, 2016 – Technology and data company Engagement Labs, creator of
the eValue™ score, released its data rankings on the top airlines serving the UK, on both social media
and through offline word of mouth (WOM) conversations.

The data consists of Engagement Labs' proprietary eValue social media measurement tool and
TalkTrack®, the leading measurement source of word of mouth conversations from the Keller Fay Group,
an Engagement Labs company.
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Source: Engagement Labs eValueTM U.K. 2016 rankings of Airlines on social media and Keller
Fay's TalkTrack® UK 2016 rankings of Airlines.
“For airlines, social media acts as an important extension of a brand's customer service, providing an
avenue for consumers to ask questions and communicate directly with the airline, at an often stressful
time" said Steve Thomson, UK Managing Director at Keller Fay and Engagement Labs. “Therefore social
media becomes a critical tool for airlines to connect with their consumers, answer questions, help
mitigate challenges and respond to issues, all in real time. Gone are the days of sending an email to
customer service departments and waiting for a response. Social media provides consumers the
opportunity to interact immediately and for brands to react accordingly, demonstrating dedication to their
customers and to finding solutions."
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On Facebook KLM ranked first for eValue and Impact score. The brand also had an impressive
Responsiveness score which is clearly evident when looking at the brand's channel and their continuous
comments and responses to consumer posts. Budget airline Ryanair ranked second for overall eValue
score. Emirates came in a close third with the highest Engagement score. Although the brand posted 79
times - in comparison to Ryanair's 509 posts - Emirates saw more engagement from fans, demonstrating
that the brand has a great understanding of its audience and the content which encourages interaction.
Emirates also enjoys positive offline word of mouth (WOM).

On Twitter Ryanair took the top spot for eValue score with the second highest Engagement score. As
seen on Facebook, the brand continued to post very frequently, almost 6 times more than the second
and third ranked brands, British Airways and easyJet, respectively. British Airways secured the highest
Responsiveness score and admin replies, indicating their commitment to communicating with followers,
while easyJet had the highest Engagement score.

KLM again led the fleet on Instagram with the highest Impact and Responsiveness scores. Ryanair took
second place with the highest Engagement score. The brand's Instagram channel comprised of a mix of
professional and user-generated images. Especially on Instagram, user-generated content is an excellent
method for brands to create follower engagement and build trust among audiences.

“For the airline industry, social media is the perfect avenue to integrate marketing and brand messaging
with customer service. Hence, having an understanding of how a brand is measuring online is important
to ensure you have the right messages targeting your consumers. However, social media is only part of
the equation. For companies to have a 360 degree view of their brand they must also understand how
people are talking about them through word of mouth conversations and the sentiment behind the
conversations," added Thomson.

Although KLM secured top spots on social media, the brand ranked sixth for WOM, with 58% of the
conversations being positive. This highlights that although KLM's social strategy is encouraging
engagement online, the company should examine how they can translate online conversation into
positive offline conversation.

Finally, Virgin Atlantic arguably faces the opposite problem: a base of positive sentiment in WOM is not
reflected in the brand's engagement via social media - a missed opportunity given the brand's high
profile. 

About Engagement Labs

Engagement Labs offers intelligent data, analytics and insights for marketers and organizations to track,
measure and benchmark the conversations happening around their brand or industry, both online and
offline. These conversations are proven to drive critical business outcomes, including sales, while
Engagement Labs' tools provide the data and actionable insight to help guide business decisions and
power marketing effectiveness.

eValue™ Analytics is the global benchmarking tool for social media scoring. eValue's proprietary data
technology offers real-time analysis to measure a brand's social media performance. TalkTrack®, from
the Keller Fay Group, an Engagement Labs company, is the only data system to measures the totality of
word of mouth – both online and offline. Engagement Labs maintains offices in Toronto, New Brunswick
NJ, Montreal, and London UK

To learn more visit www.engagementlabs.com / www.kellerfay.com.

For media inquiries please contact:

Steve Thomson
 Keller Fay Group
 sthomson@kellerfay.com

+44-7769-289590
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Company Contact:

   

Engagement Labs  

T. 647-776-4100
E. jessica.dellaquila@engagementlabs.com
W. http://www.engagementlabs.com

View Online

Additional Assets:
www.engagementlabs.com

Newsroom: Visit our Newsroom for all the latest stories:
https://www.engagementlabs.pressat.co.uk
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