How to Find Your Brand’s True Voice on Facebook
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Lauren Friedman
@Lauren_Hannah I
- EJ PINNED TWEET
Lover of language. Perpetual optimist. ¥M Lauren Friedman @Lauren_Hannah - May 7
Always opinionated. SF via CO. Social . . . I n
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the street. He was surprisingly amused.
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To search, type and hit enter

NEW? START HERE.

It's not goodbye...it's see
you around the office!
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Importance of a Brand Voice ¥ @lauren_hannah #PRNews

Blt puts your customers in the right frame of mind.

Blt helps create meaningful connections.

Blt sets you apart from the rest.
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Developing Your Brand Voice @lauren_hannah #PRNews

It’'s not what you say, it's how you
say It.

Determine
language and
tone (personality!)

ldentify your
audience and
expectations

|dentify your
values
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|dentify Your Values ¥ @lauren_hannah #PRNews

What is it you want to tell the
world?

d Why was the company set up in the first place?

d What value does your company have to offer?

d How are you different from your competitors?




Sephora’s Values ¥ @lauren_hannah #PRNews

Sephora knows who
they are on social and |

Kat Von D breaks down the difference between her

W h at V al u e th ey ad d _ new Ink Liner and her bestselling Tattoo Liner:

http://seph.me/liLHh5A

o Expertise

WEW
Ink's felt-tip liner lends itzelf 1o
a super-rich quick payaff.

e EXxclusive information from
the brands they carry

* Exclusive events (classes, \’\ et

Y

meet & greets, etc.) warvone

Like - Comment - Share 3 as
g5 1,805 people like this.

L) View previous comments 2 of 38

o Tips & tricks

e Customer-centric inspiration
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Sephora
May 13

Score a coelored liner look without the intimidation.
Here's HOW TO> http://seph.me/1mPvhlg

g1 1,599 people like this.

L) View 15 more comments




Identify Your Audience & Expectations ¥ @lauren_hannah #PRNews

Who Is your audience and what do
they expect from you?

d Who are you talking to online?

d What do they want from you?

d How can you tailor your communications to
your specific audience?




General Electric: Tallored Content

‘@lauren_hannah #PRNews

GE’s Audience: technical, educated,

curious

Content themes:
* Informational
« Educational
e Innovative

» Entrepreneurial
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GE
May 12

Sub-sea exploration requires you to take a deep
dive. http:/ finvent.ge/ lalpj4C

Like - Comment - Share Fas
="' 2B7 people like this.

3 Write a comment...
=

David Smith Is it not slightly less the 4000 tons dus to;
rho*g*h
Like - Rephy - May 12 at 2:37pm

Top Comments -

GE You should check out the link, David. There are
lots of fascinating facts to indulge your curiosity.
Like - &* 2 May 12 at 2:57pm

ﬂ Write a reply...

GE
May 12

Meet the little robot that could... check wind
turbines by climbing to impressive heights.

Like - Comment - Share @ a7
=y 628 pecple like this.

n Write a comment...

Kyle NunyaBusiness |s it a magnetic track on it?
Like - Rephy - v 2 - May 12 at 4:03pm

Top Comments -

m GE replied - 2 Replies - 3 hours ago

W Oussama Boucenna this is realy amazing
W Like - Reply - % 1 - May 12 at 10:40am

IGE Thanks, Oussamal This little robot can scale a
300 foot turbine. Quite an impressive feat!
Like -4 7 - May 12 at 10:44am




Getting the Right Audience @lauren_hannah #PRNews

Custom Audiences -

U . ey Facebook Targeting and
- Custom Audiences

Use your own contact list to
=l reach customers with targeted

ads on Facebook.
Retarget website visitors

e r—— Reach mobile app users on
desktop (and vice versa)

MailChimp Data File

Retarget Facebook users
based on search history
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Incentivizing Your Audience 9 @lauren_hannah #PRNews

Create a Facebook-exclusive
experience.

“Join our Facebook page for
exclusive sales and deals!”

“Join our community to get the
latest news before anyone
else!”

“Like us on Facebook for
Inside, never-seen-before
information!”
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Determine Language & Tone ¥ @lauren_hannah #PRNews

How do you to talk to your
customers?

J How formal do you want to be?
d Do you want to be technical?

d Wil you use colloquialisms and slang?

J How do your customers already talk to you?




Determine Language & Tone ¥ @lauren_hannah #PRNews

3] Taco Eel Btel, T Tiffany & Co.
mee| May b oy = May 9

Powerful apps are turning tablets into trusted travel

Chalupas. Gorditas. Gimme. companions. What are your favorite apps to use
when you travel? hrtp://intel.ly/ LHIdZX

Enchant her this May 11.

Shop #Tiffany Mother's Day gifts:
http:/ {bit.ly/ Lirz9XF

Look Inside
o
Like - Comment - Share [F 3o Like - Comment - Share @ 3,002 Like - Comment - Share [P 413
e Traci Roe and 11,157 others like this. Top Comments - <1 247,771 people like this. Top Comments - & 17.742 peaple ke this.

Weird. Witty. Smart. Classic. Elegant.
Irreverent Educational. Refined.
Inspirational.
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Determine Language & Tone ¥y @lauren_hannah #PRNews

] IdeaPaint
sant May 21
- IdeaPaint
part May 13 IdeaPaint CLEAR going up in Fukuoka, Japan. Hat tip,
Bunta, for the pix!

Note to self.

- Idea_P_aint
wseort May 12

City planning coming to life on ldeaPaint at the The
Providence Plan.

Like - Comment - Share

Y 44 people like this.

Like - Comment - Share

©) 63 people like this.

Entertaining.
Creative. Casual.

Like - Comment - Share
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Determine Language & Tone @lauren_hannah #PRNews

Wildlife 5.0.5
Wwildlife 5.0.5 May 21
Yesterday @ FILOUIFE $O
o

"Hey! Everything looks so small from up here!” 22

Lets go for a walk (2 These group of friends chilling
at #Elephant #Conservation and Care Center.

Wildlife 5.0.5
Yesterday

Wildlife 505 rescued a female Monkey and it's Baby,
from INS at Dalhousie Road in New Delhi. The
mother had fainted after delivering the baby.
However, the baby monkey is healthy and the
mother is under treatment.

MNext time you come across any #animal in #distress
in the Delhi_NCR Region, you know who to #call.
The #WildlifeSOS #Helpline No. is +91-8871963535

Like - Comment - Share

) 632 people like this.

Cute. Informative.
Shareable.

Like - Comment - Share
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Listening & Engaging ¥ @lauren_hannah #PRNews

Every good conversation starts with good listening.

7 possible listening objectives

Objective Definition

Radar Early warning system on product quality or service issues

Learn Learn keywords customers use to fine-tune search engine
optimization (SEO) and search engine marketing (SEM)

Track Track conversations through the lifecycle of a campaign

Identify Identify sites, key opinion formers, and peer influencers for
engagement

Support Provide information or answer questions where consumers are

online, such as forums

Ideation Attain ideas to innovate products, services and marketing

Connect Connect with industry influencers and build relationships
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Tactic: Listen and Moderate Regularly @lauren_hannah #PRNews

Paid tools like Adobe Social offer

Search for specific trends or topics. Wl e robust features and workflows.

Use Facebook, Google, etc. Moderation and escalation workflows
search bars for basic for customer support and
searches (try hashtags too!) engagement management

All interactions tracked in one place
Metics and anaiytc
Publishing and campalgn

Go gle #projectmighty management

Governance
I EI #creativecloud
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Measure Against KPIs Y @lauren_hannah #PRNews

Revisit your objectives to
ensure that your KPIs
\ allow you to measure

SUCCeSS.

Counting metrics (Likes,
Retweets, Views, etc.)

Business show program
Objectives performance, not business
performance.
Lead Outcome metrics quantify
generation the impact of social media

programs (reach,
conversion rate).

Conversion
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Tactic: Buckets for Questions @lauren_hannah #PRNews

Reach
Conversion rate
Acquisition: Engagement
« Gain Facebook
exposure
How can we » Generate | Conversion rate
drive interactions Twitter Share of voice

Marketing | Interaction rate
Cloud
awareness Awareness

Loyalty:
and thought Yoty

e Foster

Facebook Unique
leadership? Contributors

dialogue
Promote
advocacy

: Conversion
Twitter Engagement

Advocate
influence
Advocate impact
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Analyze & Optimize 9 @lauren_hannah #PRNews

Use data to drive actionable insight.

DD
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Tactic: Create Regular Reports @Ilauren_hannah #PRNews

Social Marketable Universe Community Size by Platform
Marketing Cloud / North America

i ARARR
0

Linkedin

1 4%
ila%k

Thousands
td
=
=

il

Followers % Change

Facebook 59,263 +15%
Mar Apr May Jun Jul Aug Sap Oct Mov Dec Jan Feb Twitter 141 760 $2%
m— Miig Cloud SMU Targst T YouTube 1,855 +18%
wittar
a8.9% Linkedin 2834 +2%
Total SMU Pacing to Goal
205,518 +5% +1%

Share of Voice Leads

= 0%
Sk y 1%

120% | —— D" 20%
B0% 5%
10%

40% l o

: l . . mE = =
i 0%
Mar Apr May Jun Jul Aug Sap Ot Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nav Dec Jan Feb
= Acdobe O —— Leads by Socal Vistors N Sccial as Last Touch i % of Total
Adobe Digital Marketing SOV Leads by Social Visitors Leads with Social as Last Touch
7% 24.0% of Total 7.6% of Total
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Key Takeaways ¥ @lauren_hannah #PRNews

Don’t start from scratch. Identify your core values, your
current audience and their expectations.

Write like you talk. Ask questions, tell stories, listen and
relate to people.

Be rich & smart (and amusing). Not quick and easy.

Remember the content cycle: write & publish, listen &
engage, measure & optimize.
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