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Closing Posts
When is it appropriate to close a post in Lithium and to not respond? 

• General Spam (Tag Spam - Close as Spam)

• Marketing Spam (Tag Marketing Spam – Close as Marketing Spam)

• Claims Companies Spam (Tag Claims Companies Spam – Close as Claims Companies)

• A Headline Tweet (Tag Headline – Close as Headlines) 

• A tag of a user on a Brand Post (Tag Marketing Chat – Close as Marketing) 

• Any political posts (Tag as Not Direct to Flybe – Close as Not Direct to Flybe)

• ‘Trolls’ jumping onto a post with a statement (Tag Trolls - Close as No Response Required) 

• Negative Twitter Mention Chat (a statement and non-direct Tweets which may start a debate ‘chat to another user’. Tag Twitter Mention Chat – Close as 
Twitter Mention Chat ) 

• Facebook Chat (users ‘chatting’ to each other on our Facebook Wall in the comments section, non direct posts. Please note if this is a comment and chat 
on a Brand Post about Marketing this is ‘Marketing Chat’. Tag Facebook Chat – Close as Facebook Chat)

• Tweets from Press/Journalists (Tag Press – Close as PR) 

• Stocks and Shares (Tag Stocks and Shares – Close as No Response Required) 

• Any images of Flybe Employees in their uniform or flight deck photos (unless confirmed by Flybe or communicated to engage with – check with 
management) – (Close as No Response Required) 

• Any posts or images about alcohol – unless our response does not refer to this and doesn’t portray we are encouraging alcohol (Tag as Sensitive Topic -
Close as no Response Required) 

• Known incidents or where it has been advised by management or Flybe (Close as Flybe Incident) 

• Sensitive Topic advised by management or Flybe after flagging (Tag as Sensitive Topic – Close as No Response Required) 
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Examples

General Spam (Tag Spam - Close as Spam)

Marketing Spam (Tag Marketing Spam –
Close as Marketing Spam)

Headlines (Tag Headline – Close as Headlines) 

Stocks and Shares (Tag Stocks and Shares – Close as 
No Response Required) 
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Examples

Claims Companies Spam (Tag Claims Companies Spam 
– Close as Claims Companies)

A tag on a Brand Post (Tag Marketing Chat – Close as 
Marketing) – you could like this post

Any images of Flybe Employees in their uniform or 
flight deck photos (unless approved)
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Examples

Negative Twitter Mention Chat (a statement and non-
direct Tweets ‘chat towards another user’ which may 
start a debate. Tag Twitter Mention Chat – Close as 
Twitter Mention Chat ) 

Known incidents where it has been advised by 
management or Flybe (Close as Flybe Incident) 

Any political posts (Tag as Not Direct to Flybe – Close 
as Not Direct to Flybe)
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Examples

Trolls a regular negative user jumping onto a post with 
a statement (Close as No Response Required) 

Tweets from Press/Journalists (Tag Press – Close as PR) 
such as: Alex McWhirter @McWhirterAlex’ fairly harmless but likes to 
jump in on Tweets negatively and he is a travel journo and Alastair 
Jamieson @alastairjam

Facebook Chat (Tag Facebook Chat – Close as Facebook Chat)
users ‘chatting’ to each other on our Facebook Wall in the comments 
section, non direct posts. Please note if this is a comment and chat on a 
Brand Post about Marketing this is ‘Marketing Chat’
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Examples

Posts or images with alcohol – can engage if our 
response does not refer to the alcohol or is seen that 
we are encouraging this (Tag as Sensitive Topic – Close 
as No Response Required) 

You can respond to messages 
like this as we have not referred 
to the alcohol or to be seen as 
encouraging drunk passengers 
(this is directing the Tweet away 
from this) 

Sensitive Topic advised by management or Flybe after 
flagging (Tag as Sensitive Topic – Close as No Response 
Required) 
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Twitter

• On Twitter we should always aim to respond when the user tags @flybe 

• If they just use the word Flybe (it’s picked up in Lithium) we need to make a judgement call.  If we can 
help, emphasise, provide acknowledgement, an explanation or assist in anyway respond. 

• Another form of contact will be through a Direct Twitter Message

• Always engage or respond to positive Twitter Mention Chat & Av Geek Posts

Inform, Support, Engage & Incentivise 
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Negative Tweets

• We should always reach out to negative Tweets to provide acknowledgement 
when they’ve directed it to us @flybe or if it’s picked up in Lithium when the 
user has used the word Flybe reach out to them

• In most cases this will be a Tweet that we can empathise with, provide an 
explanation or assist to provide a resolution

• In other cases Twitter is also used to ‘rant’, when making the judgement call if 
we respond (by acknowledging their bad experience and reach out to help) 
this if often not what the Twitter user expects and this can be very positive
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Facebook

• Any public posts that come through on Facebook will either be a comment on a Brand Post or a 
post on our Facebook Wall it’s vital to always think public and respond as anyone can see this

• If this is ‘Facebook Chat’ a non direct comment to another user please ensure the customers 
original comment (post on our Facebook Wall) has been answered and handled 

• Another form of contact will be through Facebook Messenger

• Given that Flybe are going to be generating a significant amount of content for the Facebook 
page. An outcome may be that this generates more traffic on Lithium. Our focus is to respond 
to all customer support queries and to engage with comments on our Brand Posts

Inspire, Engage, Incentivise, Inform & Support
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Negative Comments

• On Facebook negative comments are either on our Brand Posts or posts on our Wall. Its important that we 
provide a response to these as it is very obvious when we have ignored a post

• If the comment is of a sensitive nature/abusive it is important this is reported before a response



13 Empower humans. Enhance brands.

Jumping in on Chat
• You can reach out to a post if we can help in anyway, provide an explanation or resolution 

• You may close this if this is ‘chat’ directed to another person and does not reflect the above or is non-
direct to Flybe 

• If someone has re-tweeted a post or are posting on behalf of someone else, and are requesting that Flybe 
help, always check the first conversation (from the customer), ensure this is being handled and 
acknowledge this

• Always respond to the customer, if someone is jumping in to this conversation, we can acknowledge we 
are assisting. If someone has jumped in and commented when it is not directed to Flybe or is abusive this 
may be closed on Lithium
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Reporting Posts

When is it appropriate to report a Social Media post?

• If a post is of a sensitive nature or can be seen as abusive always report this to management 

• If a post is of a known topic and this is gaining traction, report to management

• If the post is of a sensitive nature/abusive, may gain traction and we have received 3 or more about the 
same topic (from separate users), we need to report this to Flybe

• Always utilise the ‘Approved Statement’ folder for support with responses. Do not respond with anything 
that is not a fact or confirmed by Flybe – if in doubt, again flag this to management 

• If this contains a full name or image of a staff member or representative (e.g. airport staff) 

• If a user is using the Flybe logo 

• Anything that may gain traction monitor

• If this is a post from a competitor (such as Loganair) 
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Public V Private

When to go public or private in an exchange? 

• If the post/message started publically and DPA is required, or it is of a sensitive topic, always ask the 
customer to go private to handle the conversation

• Remember, if you are going private always acknowledge the post publically with clear next steps to 
ensure our followers and viewers following the conversation can see we are helping, and aiming for this to 
be resolved

• If you do not need to go private always stay public – remember to always think public. Remember you are 
representing the Flybe Brand 
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Tone of Voice

 The general tone to adopt in your responses is to reflect the 
Flybe brand – focus is on personalisation and engagement 

 Always bring out your individual personality 

 Things to remember: always be social and always be human
(not a robot) – Social Media is about being interactive with 
people

 Reflect Flybe’s Social Personality & always focus on 
personalised and human interactions

 Make people who made positive comments feel glad they did

 Make people who made negative comments feel like they’ve 
been heard

 To reflect and consider the customers tone of voice
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Tone of Voice
Flybe’s brand strapline launched in January 2018 is ‘Close to you’. We want 
customers to know that we’re closer to them because:

• We fly from more UK airports than any other airline, so a Flybe flight is 
never far away. 

• We’re also closer to our customers because our smaller aircraft make it 
easier to deliver friendly, personalised service on board.

• We need to demonstrate that closeness every time we communicate with 
our customers. To help achieve that, here are four tonal touchpoints for 
guidance. 

• When we talk, we are confident, caring, informed and down-to-earth. 
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Tone of Voice

• Positive Comments: Always respond to positive feedback, thank them for taking the time to share this. Ask them questions back, 
make them feel glad they got in touch

• Always have fun and enjoy handling positive comments

• Negative Comments: Always think of negative comments as constructive and an opportunity to improve. 

- Always think about customer effort

- Why have they come onto Social Media? 

- Can we make a difference? 

- If someone is complaining, it is more than likely that they are looking for help or a resolution

- Occasionally, people use Social Media to just complain, however we should always aim to respond to these to show they have 
been listened to. Therefore, respond and try to give them a response with substance, empathy and care (human interaction)

• Remember we can’t anticipate every type of post that comes in but we should always flag to management if there is one of a 
sensitive nature/abusive as this may support with expanding/reviewing the guidelines for the future
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Using Hashtags & Emoji's 
• You can always utilise any known Flybe hashtags in your responses such as: #Flybe, 

#WindowViewWednesday, #DestinationoftheWeek, #TravelTuesday, #FlybeFriday, 
#ThrowBackThursday – if there are any campaigns for which Flybe are utilising a new 
hashtag, this will be communicated for you to use and promote 

• You can always use emoji’s within positive engagement responses to comments on our Brand 
Posts 

• You may utilise emoji’s when it is within the right context ensure you are making the right 
judgement call and you are thinking public (only use the approved emoji’s in a positive 
context) 

• If you are ever unsure if an emoji or hashtag is not in the right context don’t use this as you 
have doubt about this for a reason 
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Social Media Influencers & VIP’s
How to respond to Social Media influencers, VIP’s, Twitter Verified Accounts?

This will be identified in the Profile on Lithium, the number of followers, if Twitter Verified & their 
klout score (measures a users overall influence). 

• Known and identified influencers will be on our list which will also include known Twitter 
Handlers such as Travel Journo’s & Press’

• Please ensure that you handle all of these posts the same as any other customer. We want to 
go above and beyond for everyone and not just VIP’s

• If the Twitter or Facebook user is on our known list, please flag this

• If the user (‘Influencer’ or ‘VIP’) is gaining traction with 5 or more posts about the same 
subject received, flag this to management. If the user has more than 100,000 followers and 
their post to Flybe is gaining traction, again, please flag this

Klout Score

What is a Klout Score?

Klout is a website and mobile app that uses social media 
analytics to rank its users according to online social 
influence via the “Klout Score”, which is a numerical 
value between 1 and 100.
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CEO Mention
How to respond if Flybe’s CEO Christine Ourmières is included within a Tweet or other Flybe 
Board Members?

• Always respond to these messages as normal – if the message becomes sensitive or 
abusive, and this is gaining traction, report this to management and Flybe OOO
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Press & Journalists 

What to do if the Press or News Agencies are included in a Tweet:

• If this post is of a sensitive nature report this to management –
otherwise reach out and respond as normal

• If the post is from any known journalists, close this. If it contains 
any media/press then flag to management. This will be reported 
to Flybe to give a heads up to PR (report to Flybe OOO) – such as 
@thismorning 

• If you receive 3 or more posts about the same topic and including 
the same press or new agency/regulator flag this – such as 
@watchdog) 

• If any messages come in directly from the Press, any customers 
requesting information on a known incident or for Flybe content 
(images/videos etc.), direct them to the Press Office webpage
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Likes & Following
• You may ‘Like’ any positive posts, comments and tags on our Brand Posts 

• You may ‘Like’ any posts where airports are promoting Flybe

• You may ‘Like’ any positive customer stories where they’ve had a great experience with 
Flybe

• Any users that request us to follow them on Twitter always check their profile first. If 
there is no doubt in their integrity, you  may follow them back as well as anyone who 
engages with us positively
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Re-Tweets
• You may re-tweet any posts from Flybe’s CEO Christine Ourmières about any events she’s attended 

(unless we’ve already promoted the event on our Social Channels)

• You may re-tweet posts from our sponsorships or Av Geeks if this represents our Flybe Brand 
‘Captured not Created’ 

• You may re-tweet positive customer stories where they’ve had a great experience with Flybe

• Do not re-tweet anything that contains the following:

1. Negative posts
2. Alcohol 
3. A known incident 
4. Anything in the press
5. Posts that are already advertised on our pages (we don’t want our page to look repetitive)
6. Pictures of Flybe employee’s in uniform (unless approved by Flybe or management)
7. Flight deck images
8. Charities (excluding Cancer Research UK)
9. Other brands 

• Posts from Floyd Widener (Christine’s husband) or from other board members such as: Luke 
Farajallah or Simon McNamara if they Tweet anything seen as relevant to Flybe then the best 
protocol would be to flag it, email Flybe and then they’ll make the decision whether to retweet in 
those cases
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Brand Posts & Av Geeks:
• Always engage with comments on our Brand Post 

• For any big campaigns or boosted posts this will be communicated by Marketing with 
suggested responses/engagement tips

• Any comments with just a tag of a friend can be closed but you can ‘like’ these

• Av Geek Posts – always engage with these posts. If this fits in with ‘Captured not 
Created’, ‘Close to you’ and Flybe’s brand we can always reach out to them 
requesting to use this image on our Social Channels. This can then be sent to Flybe 
Social Media Executive Danielle Agtani. 

• Suggested wording: ‘We would love to use this on our Social Channels, please let us 
know your thoughts’.
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Positive Traction on Posts:
• Any posts that involve our competitors or ones of a light hearted but potentially sensitive 

nature can really be boosted on Social Media to gain positive traction & reach 

• Posts of this nature we will involve Danielle Agtani to assist with a response. First port of 
call is to call her for advice and assistance on a response (as Danielle is trained in this 
area). If Danielle does not answer please email her with the post and suggested response. 
We can work together for a great response which could increase our reach on Social 
Media

• If Danielle does not respond after 30 minutes, flag to management and as a team we will 
make a judgement call on the response

• These posts can be anything from our competitors to fun responses 
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Positive Posts:

• Remember to always engage with Positive Posts whether this is 
positive Twitter Mention Chat, about an experience, a compliment or 
even just a customer photo  - this can be anything from a ‘Like’ to a 
response


