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FLEXIBLE   AGILE   STABLE

VIRGIN ATLANTIC DEVELOPMENT ROADMAP
PHASE 1
EFFORTLESS AND RELIABLE

PHASE 2
DIFFERENTIATED

CUSTOMER EXPERIENCE PRINCIPLES

PHASE 3
PERSONALISED

SHARING OUR STRENGTHS

DELTA INNOVATIONS
STRONG VOIC
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This is 
expensive and 

time-consuming

Will it be 
worth it?

We’re held back

I  feel 
confident 

now!

Powering our plan

Even more uniquely 
Virgin Atlantic

We 
know what 
to offer you

This mobile 
app is so 

quick

Ancillary Products

SNAPP

Safety and security 
are still our number 

one priority

More time 
for quality 

conversations

EXTRA LEG ROOM

Have you 
considered...?

BEEP
BEEP

Sorry, please wait 
while I locate 
your details

Words&Pictures co-develops effective communications strategies with clients that measurably enhance engagement and also change behaviour.

There are only three business metrics 
you should ever worry about:  employee 
engagement,  customer satisfaction and 
cash flow. And the most important of al l 
three is employee engagement.
Jack Welch,  
former CEO of GE

0 1 9 4 3  8 5 4  8 0 0 
commercial@wordsandpics.co.uk

Contact us:

Virgin Atlantic crew: brand positioning must be reflected in employee behaviours.

Craig Kreeger: CEO: ‘Plan to Win’ 
film message to Virgin Atlantic 
managers

As a communications leader, you 
may have recently invested in your 
infrastructure or your brand. But do 
colleague behaviours match up? In 
whatever way you position your brand 
to customers, this needs to be reflected 
in employee behaviours – otherwise how 
will customers experience the best of your 
brand.

Virgin Atlantic faced these similar 
questions, and chose to act on them, with 
our help. The airline recently invested in its 
fleet and routes. This investment needed to 
match both brand identity, and the reasons 
customers choose to fly with them. However 
impressive their planes, the customer 
experience is down to people. So, Virgin 
Atlantic’s ‘Plan to Win’ campaign included an 

investment in people and behaviours.
 Words&Pictures stepped on board to 

support Virgin Atlantic. From our research, 
we found the key to success would be 
manager engagement. They would be the 
main influencers and drivers of change.

We helped to develop and launch their 
Plan to Win campaign at a leadership event 
with an engaging film and support material, 
to provide the context and reference for all 
future communications.

Managers then delivered the key 
messages to teams, using tools we had 
developed. Then we helped managers 
maintain colleague engagement through 
exciting, quarterly communications, including 
graphics, manager cascades and films. 
Colleagues across the business could now 
experience how Virgin Atlantic was ‘planning 

to win’.
As a senior communications or HR 

executive, you’ll recognise, through your 
experience, that behaviour change takes 
time. The challenge is finding a way to 
keep the ‘drum beat’ going until desired 
behaviours become normal. 

Our clients have found 
that the best to do this is 
through our Lifetime Employer 
Communications™ approach. 
We work with clients from 
induction and onboarding 
through to performance 
and recognition; linking 
behaviours to strategy 
and culture. Recent 
projects have included 
ethical behaviour, 

collaboration, customer service and senior 
manager behaviours.

Our solution for Virgin Atlantic, like all our 
projects, was entirely bespoke. If behaviour 
change is a key priority, then we’d love to 
help develop the right solution for you. 

Please call our Business Development 
team on 01943 854800. 

Words&Pictures’ Case Study

CHANGING BEHAVIOURS


