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JAL’s Web & SoLoMo Strategy 
JAL e-Commerce : 
   providing sales and service  
        through every channel,  
        at every moment,  
        for every customer 



FY2012～FY2016  JAL Med-Term Management Plan 

Customer Satisfaction No.1  
by FY2016 

10% or above operating margin  
for  5 consecutive years and 50%  
or above Equity ratio in FY2016 

 
 
◆ Web Brand No.1 
 

 

◆ Shift to the Web  

Basic Policy for Sales and Marketing 

We have set personalization and Web interaction 

as our top priority and will optimize 

 our sales channels to maximize revenue. 
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Efficiency 

Airport 
In-

Flight 
Destination 

Daily 
Life 

Pre Flight 
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Touch Points for 

Customers 

Our purpose is Maximizing Customer Experience   

- A Day in the Life - 



Mobile Site 
Overseas Inbound 
Sites  WWW.JAL.COM  

in 26 countries 

3. Domestic Package  
Tours 

（Dynamic Package） 

2. International 
Air Tickets  

WWW.JAL.CO.JP 
in Japan 

“Value Web for Life & Travel” 「5 Products」×「4 Channels」 

1. Domestic Air 
Tickets 

More than 400,000 
Unique Visitors per day  

Domestic 
Corporate site 
 (JAL ONLINE) 

PC site 

4. International 
Package Tours 

(Dynamic Package) 

5. Ancillary Service / Shopping 
(Hotel, Rent-a-car, Insurance etc) 

No.1 Award  

for Web Equity 2012  

of 280 sites in Japan 

http://www.jal.com/
http://www.jal.co.jp/


International 
Package Tours 

Domestic 
Package Tours 

International Air Tickets 

Web Sales Share  in Japan  

Domestic 
Passenger 
Revenue 

Our Own Web Sales Ratio  
more than 50% 

Call Centers & Airports  

500 Billion Yen 

International 
Passenger 
Revenue  

400 Billion Yen   

Domestic Air Tickets 

WWW.JAL.CO.JP 



JAL Overseas Inbound Web sites : www.jal.com 

JAL is continuing to promote direct sales growth.   

We have launched Worldwide Web sites in 26 countries 

in Japanese, English and other local languages. 

We will continue to enhance these global sites to improve 

usability and higher look to book ratios. 
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JAL recognizes the significance of emerging SNS, Local and 
Mobile service models around the world.   
Our future solutions will be based on the feedback and needs 
of our customers.  
We’d like to cover every touch point of customers. 

Social & Local & Mobile  

 a day in the life 

× 
WWW.JAL.CO.JP 

Social 

Smart phone, Apps 

Local & Mobile 



Copyright© by 2013 Japan Airlines Co.,Ltd. 

■in1999 

   JAL Mobile site launched 

       Booking/Purchasing 

       /Seat arrangement 

      /Canceling and Refund 

      /Flight status information etc 

■in2005 

   WEB Check-in 

     QuiC :touch & go service with IC/NFC 

■in2008 

   QuiC :  touch & go service with QR 

■in2010 

   Smart phone web site  

    Smart phone App launched 

  

14 years history of JAL Mobile Solution 



357% 
JAL Domestic Flight Sales from smart phone 

2011 

2012 

Introduction 

*individual market 



Android 60% iPhone 40% 

PC WEB 

85％ 

Mobile 

15％ 

Domestic Air ticket Mobile vs. PC WEB Domestic Air ticket Smart phone vs. mobile phone 

Mobile phone 

28％ 
Smart phone 

72％ 

Domestic sales 

Web Site 75% App 25% 



11 

30million page view per month（mobile phone + smart phone) 

Mobile web Page View 

74.2% 

1.8% 

15.7% 

5.7% 

モバイルサイト 合計PV ドコモ au Softbank PDA・スマートフォン Mobile Total PV DoCoMo KDDI Softbank Smartphone 



Revenue Redemption 

Revenue 

Dom Dynamic Package 

Dom Hotel 
reservation 

JAL On-line 
Shopping 

Int Hotel 
reservation 

Dom  
rent-a-car 

Other mile 
partner 
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Int Dynamic Package 

International 

Dom Tour 

Int Tour 

Other service 

Domestic 

Other contents 
Travel 
guide 

Movie 
contents 

専用サイト 

最適化 

凡例 

Dom & Int flight 
booking app for 
Windows8 

・amazon 
 
・Information terminal  
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Transit to Web site 

JAL×787 live wallpaper OKINAWA 

NFC 

ISLAND 

Inflight 
meal search 

Transit to Web site 

Web site and App  
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Schedule 

International Low fair Domestic Navigation Countdown 



Smart phone site  

13 

Design was renewed  
in MAR 2013 



JAL  
smart 

phone App 
strategy  



By 2005  Book    Purchase        Shop       Board 

Traveling style  



Traveling style with Smartphone 

       Shop  Book    Purchase       Board 

Entertainment app 

Schedule app 

・Book 

  ・Purchase 

          ・Shop 

               ・Board 

Countdown app 

Book & purchase app 

APO Navigation app 

Guide & coupon app 

Tap & Go 

The number of 

down-loaded App 

is more than 

1 million. 

To maximize customer experience 



■ International Ticket reservation 
All flight(include code share) 

All Class(F/C/Y) 

All Fair 

 

■World clock 

 11different country with  

 weather and currency    

 information  
 

JAL International 



■Countdown the remaining time   
    for the flight 

 →JMB member will automatically   
       retrieve the reservation 

 →Guest member can also use it by   
       setting the flight manually 

 

■Display the latest flight status 

 →sync with web information 
 

■Sync wit other App 

 →Launch QR code for boarding  

 →Launch navigation app to gate 

JAL International 



■Calendar App 

 →sync with Google 
 

■Event information   
    around Japan 

 →Information gathered  
      by local JAL staff 

 

JAL Schedule  



■Navigate inside the HND airport 

 →2D MAP mode and 3D AR mode 

 →From your position to your gate 
 

■Airport facility  

 →smoking area, toilet, and other… 
 

■Linked from countdown 

 →Countdown app will hand over your   
      departure gate so the navigation will  

      direct you automatically 

 

JAL AiRport navigation 



■Tap & Go App for Smartphone with NFC 

 →Available to use it as boarding pass 

  

■Global standard reguration 

 →Type A/B also Type F 

JAL NFC Tap & go 



1. Each app have their own 

unique function  

so that it can be registered 

on multiple app category. 

Ex) 

 Booking app   →Travel  

 Schedule app   →Utility 

 Navigation app→Map 
   

2. Each app equipped with 

common function which 

can be linked each other. 

 

 

Customer can easily  find 

JAL’s touch point !  

 

APP Strategy 



Summarize all information for your next flight 

Boarding QR, and 

flight status. Able to 

upgrade by paying 

difference.  

Live video feeds 

from all airport for 

weather check. 

Live picture of 

security lane.  

Dedicated for Smartphone 

QuiC Navi (Flight Navigation) 



Security Gate 



JAL & LINE  :   JALION 

Download : 2013/3/19 – 4/15 ( 8 stickers ) 

Duration of Use : 6 months after downloaded 

5,700,000 Downloads approximately 

( 2013/3/19 – 4/15) 

JAL HP Character “ JALION “ 

Favorability Rating : 2nd, (43.4%) 
(Corporate SNS character) 

Source : MacroMill N=500 

To enhance JAL brand recognition for young generation  



Want to fly 
with JAL 

Loyal customer 

Engagement 

Fan 

 

Like！ 

Like！ 

Fly with JAL 

＊ Domestic corporate brands where number of fans is more than 100,000 

JAL Facebook in Japan 

• Our Facebook presence is a good example of JAL’s focus 
on the customer.   

• We currently have 830,000 fans which is ranked as the 5th 
largest in the Japanese market.   

• In terms of “engagement ratios” – JAL is ranked: No.1  



① Backstage information   

② Timing of delivery 

③ Timely information 

④ Participation of all employees 

⑤ Sincere attitude for customers 

Harmony / Share 

Communication with customers 
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Also we have JAL Facebooks In Asia, Taiwan, Hong Kong. 

To maximize the JAL brand in the market 

Managed by cross 
functional organizations 
including 7 departments 



Customer 

JMB AD 

  PR 

Facebook  
cross-functional team 

Customer Marketing 
 Web Sales & 

Marketing 

AD 

 

 

 

PR 

 

 

 

CS Legal Mileage 

WEB 

Organization 



We believe the best way to engage with our customers is to 
give timely information and to deliver news which the 
customers can empathize with.    

Engage with customers in Facebook  

 
 

The highest engagement in 2012 

Earning 32,000 likes and 2,000 

comments  



Involving senior management like CEO 

The JAL official Facebook pages awarded the Grandprix 

of social networking in Japan in 2011 and 2012. 

CEO message 



< Display Ad. > 

< JAL on YouTube > 
 

< Mobile  > 
Rich Media 

< SEM >  
Social Extension 

  
 

< JAL Google+ > 
 Fans(+1)  28,000+  

< JAL Trip-Plus Navi > 
Members 1.5Mil 

The JAL Eco System:「Recognition × Harmony 」 

Optimizing JAL’s 
customer touch points  
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Fly into tomorrow. 

Innovation 
and 

Hospitality 

－ Challenging with Japanese hospitality－  



Thank You ! 


