
Finding the balance between exploiting 
opportunities and mitigating risk, overall 
consistency and local initiatives

Our client, a major tourism operator with a 
global commercial presence, was already 
present on social media (networks, blogs, 
multimedia platforms ...)

However, this presence was uncoordinated, 
and no organization was set up to deal 
effectively with the requests made to the 
brand on social media (customer 
relationship, negative opinions, personal 
attacks over employees ...)

Our client therefore wanted to redefine the 
strategy of its presence in these media, as 
well as the organizational principles 
deriving from it

Approach implemented

To carry out this project, Kea & Partners 
teamed up with an agency specialized in 
social media. The objective of this 

partnership was to combine expertise in 
these media with a capacity of perspective 
on strategic and organizational issues.

The common approach implemented was to 
make a complete diagnosis, in which the 
roles were naturally distributed between 
Kea performing internal diagnostics and our 
partner conducting detailed case studies.

In a second step, the approach was to 
share the diagnosis with a large number of 
employees during a seminar, and carry with 
them a prioritization of topics, identifying the 
most urgent.

Finally, the last phase of the project was to 
work closely with the Social Media team 
(corporate coordination) to define the 
outlines of the working areas to be taken to 
address these issues.

Achievements

Throughout the various stages of the 
project, we produced and shared with our 

client the following:
• An overview of social media in the 

tourism business, opportunities and 
associated risks

• A complete diagnosis of the presence of 
our client on social media

• 10 detailed case studies from the 
experience of tourism players

• An analysis of the key trends in this 
sector

• A vision and strategic objectives around 
social media for the brand

• A project broken down in detailed 
working areas to reach these goals

In addition to these achievements, we paid 
particular attention to develop a "digital 
culture" within the company, necessary for 
the success of the project. This intention 
was reflected in presentations, 
interventions, and awareness raising 
among employees.

Define and implement the global strategy on social media 
for a tourism operator


