Brand and Reputation
Management in the

Social Age

August 9, 2012
Dallas Lawrence @DallasLawrence
Chief Global Digital Strateqist

Burson-Marsteller



"I think I speak for all of us when I say what in
God’s name are you talking about?”



Social Continues to Evolve and Grow
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87% of the Global Fortune 100 Companies
Are Using Social

Percent of Fortune Global 100
Companies with...

Nearly Half of
82% Companies Have
79% Google+ Accounts

82% of the
Fortune 100 use
LinkedIn corporate
hiring solutions

0
[ 74%

65% 61%

54% o 7%

50%

And a Quarter of Companies
Have Pinterest Accounts
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Evolution from Broadcast and
Syndication to Engagement

Broadcasting Engagement

* Generic content Retweets and @ engagement
» Posting Press Releases » Convening groups on LinkedIn
» Uploading TV commercials * Moderated FB walls

» Tweeting without thinking * Issue and community specific

* Job postings messaging/videos
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Roadmap for Social Media Success

MEASURE
and report against

KPI's

How Is your
target audience
using social
media? whatcontentand soca

______ media channels make the /i

OPTIMIZE

and improve

/‘;\? DEPLOY program

i

most sense RESOURCES

Define up front the

staffing/resources

OBJECTIVES STRATEGY necessary for

What is the Define a clear sustained success
overall business set of KPI" s and N
Case/objective? measurement tools .{ z“:
LN t0 assess success. /L
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ROI Absent From Yet Another Marketing Meeting
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Structure Is Key

5 Key Organizational
Considerations

. 1/3 of

What is your business case for social? companies
GOVERNANCE: surveyed have

Who owns “it”? n O O n e

SUSTAINABLITY: .
Who will keep it going? In charge of

social media

i3
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METRICS:
How will you judge success or failure? n |
in

CHAMPIONS:
Who has the stomach to back you?




Reputation Management

S:)
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I'm not sure "everyone dies”

is a great emergency plan.
reodorant.com




79% OF Companies believe they are only 12 months from a
crisis —over 50% think this will happen in the digital space

=)

B | ikely to experience a potential crisis

@dallaslawrence

Controversial company developments

Online or digital security failure

Logistic difficulties
Intense regulatory scrutiny of your product or
company

Critical or negative new media campaigns

Danger to product safety
Technical accidents

Intense political scrutiny of your product or
company

Criminal actions

Global

47%

45%

43%

42%
40%

40%
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Inability to respond effectively is the biggest issue
facing companies in crisis online

Inability to respond effectively to new media
(including social media) 43%

Slow response time

New media (including social media) channels

flooded with negative commentary _ 34%
Lack of dedicated team to respond to new media
I o " Global

Treating old and new media types differently

Being undermined by employees

Not seeking the support or assistance from third

parties _ 19%

@dallaslawrence
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Digital crisis plans are only held by a third of

businesses

33%

—
<
M
O
—
©

Have a digital plan
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Corporate Approach To Employee Engagement on
Social Media

Only a quarter of companies encourage staff to use social
channels to share messages about the company.

All staff encouraged  Only marcomms Staff discouraged There is no specific

to use it to share staffers canuse it to  from using it to share approach to using it to
messages on behalf  share messages on messages on behalf  share messages on the
of the company the company’'s behalf of the company company’s behalf

PRWEEK Social Media Survey
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Issue Advocacy Groups Are Using Social

@dallaslawrence

Percentage of Advocacy Groups

Using Social media

3%

® Using at least
one platform

B Not using any
platform
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The Perfect Storm

/ know
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Lesson 1: Know & Engage Key Drivers Early & Often

“I routinely track down potential interviews
by sending out a Tweet. Most recently, we
came across a number of Toyota car
owners who fell under the recent recalls.”

—Chris O'Conell
ABC News Anchor / Reporter
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Journalists are Using Twitter

46% of Journalists use Twitter for sources

Sourcing new story leads

Facebook
Twitter @ Verifying stories already
being worked on
LinkedIn

Blogger you know
Other social media sites

Bloggers you don’'t know

Corporate spokespeople
PR agencies

Conversations with
Industry insiders

Other

o

10 20 30 40 50 60 70
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“All of the people should be

Executed
with piano wire around their neck.”
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Lesson 2: Actively Monitor Not Just Your
Reputation But the Activities of Your Protagonist(s)

HOME = NEWS > LOCAL

Threats to AlG: "We Will Get Your Children”

L wisal Hhes Tt Lraste amainet AT R
Documents reveal the level of threats against AIG employees

By Andrew Pergam | Thursday, Mar 26, 2009 | Updated 10:44 AM EDT

View Comments (0) | Email | Print 3 Tweet 0 K3 Recommend 1 Kl send

[HE” EXECUTE

EXEcuTIVES
[ |KE yO LS -+
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Lesson 3: Develop Clear, Effective and Platform
Appropriate Messaging

Ak

'Don’t Be :
This Guy | z . N g

“Yes, but take away the rodent droppings and the occasional shard
of glass, and you've still got a damn fine product.”
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Lesson 4: Own Your Brand in Social...
Before Someone Else Does

Pinterest:

Where women go to
plan imaginary weddings,
dress children that don't

exist, and decorate

homes we can't afford. 3rd Iargest social media site

2 likes 9 repins

. 104.4 million visitors each month

405 minutes spent on Pinterest monthly- tied with
Facebook for first and 316 more than Twitter

Pinterest beats Twitter, YouTube, Google+,
StumbleUpon and Bing in referral traffic
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Lesson 4: Own Your Brand in Social...
Before Someone Else Does

Starbucks
Coffee

196 folowers, 11 folowng

Less
than 1/3

| of the
35 Interbrand top

”w, . : 100 companies
% ﬁﬂﬁﬂiﬁ%ﬁg}%?ﬁay have registered

their brands on
e e

Pinterest
Barack Obama’s profile on Pinterest
hijacked again
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Lesson

5: People Not Logos

Omutpun MepBenes &
@MedvedevRussia Poccua, Mockea

Mpesudenm Pocculiokoll @edepayuu
hitp: krermnlin. g

. About @MedvedevRussia

450 25 323,158 8,358

Twveets Follasying Followers Lizsted

Dmitry Medvedev &

@MedvedevRussiaE moscow, Russia

President of Russia
http:ffeng. kremlin.raf

. About @MedvedevRussiak

349 18 103,697 5,004

Tuvests Falloairg Followers: Lizted

[Mpe3naeHT Poccun &

@KremlinRussia Mockea, Poccua
Hpenat, Oduyuaastbie Hoeocmu

) About @kremlinRussia

673 23 68,603 1674

Twveets Followaing Followers Listed

@dallaslawrence

President of Russia®

@HKremlinRussia_E
Official Kremlin news

Total: 511,666 Twitter followers

@) About @KremlinRussia_E

381 15 16,654 705

Tuveets Falloving Follovwers Listed
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Lesson 6: Integration Is Key

1 Million+

YouTube Videos Tweeted Every Day
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Lesson 7: Be Sure You Know What You Are
Talking About

Ashton Kutcher Tweeted His Outrage
After Joe Paterno Got Fired, But Then He
Admitted He Knows Nothing

Tony Manfred Nov. 10, 2011, 9:53 AM 504 0 B3
B Recommend ﬁ Share | 3 A Tweet 0 +1 [ 0 =) Email aAA

Ashton Kutcher criticized Joe
Paternc’s firing on Twitter last

night. But then took it all back
when America told him about the
events that led to his firing.

"How do you fire Jo Pa? #insult
#noclass as a hawkeye fan | find it
in poor taste,” he first tweeted.

But shortly thereafter, he deleted
the tweet, and ostensibly went and
learned about the scandal.




Lesson 8: When You Blow It, Own Up To It Quickly

@dallaslawrence

@aplusk
ashion kutcher &

As of immediately I will stop tweeting
until I find a way to properly manage this
feed. I feel awful about this error. Won't
happen again.
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60 Seconds, Thousands of Tweets, A Million Views

THE REPUBLICAN PRESIDENTIAL DEBATI

I “b”_ﬁ
VOTE

e

TE)18.37 ¥ 0.60 Intecrys Enerey (1EL)5L12 ¥ L70 5 e
UP THE BIG BANKS. DID A CHECK NOT CLEAR?  genme
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Lesson 9: When All Else Fails, Don’t Forget Humor

GovernorPerry Rick Parry

Really glad | wore my boots 2nite because | stepped in it out
there. | did still name 2 agencies to eliminate. Obama has never
done that!

@dallaslawrence
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Lesson 10: Integrate Paid And Earned

297K 2,313 18 9

Tweet Impressions Clicks Retweets Replies

Show: | Al -]

160K

80.0K

o Story Published « Campaign ends:
e Promoted Tweets - 297,000 Impressions
Campaign Launched - 2,313 Clicks

@dallaslawrence
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Lesson 11: Make Some Lemonade

Eml::tlzgglt:r?s f‘r::::otrfsi:lrs by type, according to a Bazaarvoice 3 / 4 S O f

analysis of more than six million pieces of user-generated content.

bt oJe, STS

contain

potentially
actionable

~ product

improvement

Improvement in
product experience

-

Fundamental
problem; quits

working; intrinsic —— Wish for older version I 1 h
improvement 1.0% I n S I g tS
Comparing product to other similar ones Maintain inventory

2.5% 2.5%

Source: Bazaarvoice's Conversation Index The Wall Street Journal
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@dallaslawrence

“Before, it would have
taken us months and
months to figure out If
something was wrong
with the product
through returns, if we
ever would have known
at all ”
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Remember: Have a Plan - Just Because You Build It,
Doesn’t Mean They Will Come.

‘1 don 't even

o like Baseball, )
Not if we this plan is all 1f You

don 't go to wrong! ” Tweet It
them first. ” ] They Will
E Come...”

‘What ’s
our
strategy? ”

32



Reputation Team Exercise

y
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You work for a large B2C company with a significant online sales division
and your team just discovered that your website has been hacked. The
hacker has not only breached your security, they have deliberately
crashed your site. You immediately realize that your internal security
protocols have failed and old customer records that had been forgotten
and archived in less secure areas were potentially exposed.

At least 20,000 credit card numbers from customers from every state
linked with names and other personally identifiable information were
potentially exposed. The media has begun calling wondering why your site
Is down. It is 2pm Pacific on Friday, February 17. Tens of thousands of
consumers may have been exposed; credit cards may need to be
cancelled, it is a holiday weekend, and reporters are now calling.

34



Work together to develop the building blocks
of a digital communications response plan by
considering the following questions:

What internal team members need to be included on your team?

What audiences are you going to engage”?

What are the budget considerations you need immediate approval on?
What platforms will you be using and why?

What type of content do you need to create to tell your story effectively?

o gk~ W e

How will you measure success?

35



Roadmap for Social Media Success

MEASURE
and report against
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How Is your
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media? whatcontentand soca
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Breaking news:

Bloggers are beginning to report a massive rash of email hackings via
stolen passwords. Facebook pages, banking accounts and a number of
other online accounts for consumers start to fall in a coordinated hack.
An anonymous hacker takes credit for the coordinated attack and says
all customers of your company will share in the same fate.

It immmediately becomes clear that Pll was breached and thousands
of consumers on a holiday weekend are in danger.
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THANK YOU!

Dallas Lawrence
Twitter: @dallaslawrence
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