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Commercial considerations of Social Media 
To engage or not? 

Neil Ward 
VP/General Manager 
Skype Business Operations 
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1.  Skype 
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•  In 2010, approximately; 
•  207bn Skype-to-Skype, Skype-to-landline & -mobile, voice-and-video minutes 
•  176m texts sent 
•  Skype-to-Skype calling minutes equivalent to 20% of all global international PSTN calling minutes* 

•  As of March 2011, c30m concurrent users are logged into Skype at peak times 

•  In the 3 months to June 2011, more than 170m average connected users  

•  Through the 1st half of 2011, video calls accounted for approximately 43% of all Skype-to-Skype minutes 

*Telegeography 2011 

About Skype 
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“At Skype it is all about the customer and their network effect.  On the 
journey to 1 billion users everyday, a healthy and engaged community is 
a core pillar of that strategy.” 

Tony Bates - CEO 

the challenge ahead 
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2.  Social 
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93% of social media users believe a company should 
have a presence in social media 
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believe it or not, that doesn’t mean 93% of social media users think companies 
 should treat social media as yet another channel for  

broadcasting bullsh*t. 
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it’s supposed to be a dialogue,  
NOT A MONOLOGUE. 
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there’s a lot going on 
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and a lot of experts… 
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so expect some surprises… 

 Slide  12 2011 © Skype. Commercially confidential. 

“Social media is like teen sex. 
Everyone wants to do it.  Nobody knows how. 

When it’s finally done there is surprise it’s not better” 
Avinash Kaushik, Analytics Evangelist, Google 
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3.  Skype & Social Media 
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2010 
Ignore 

2011 
Like 

2012 
Love 

A fundamental shift 
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from ignoring 

Consumer Skype 

Own Create Receive 

Skype Skype 

Distribute 
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to liking 

Consumer Skype 

Own Create Receive 

Consumer Skype 

Distribute 
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and even loving consumers… 
Facilitate Create Receive 

Skype 

Distribute 

Consumer Consumer Product Skype &   
Consumer 
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75 million unique visits in 2011 
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4.  Considerations 
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Get organized, 
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be human 
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engage, engage, engage… 
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5.  Summary 
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to engage or not to engage…? 
We did it to 

1. drive advocacy and harness network effect to grow 

2. better understand our consumers and their needs 

3. deliver innovation and insight to everyone @ Skype 

4.  reduce our costs and create new revenue channels 
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what worked for Skype might not work for you 
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discussion and questions 


