
COMMUNICATING  
BRAND VALUES AND 
VOICE ON SOCIAL MEDIA 
NOVEMBER 19, 2014 | JENNIFER MESENBRINK @editorthink 
SR> MANAGER, DIGITAL & SOCIAL STRATEGY, MOTOROLA SOLUTIONS 
#prnews 



AGENDA 
UNDERSTAND YOUR BRAND 
 
BE CLEAR … SPEAK WITH A HUMAN VOICE 
 
BE SPECIFIC 
 
SET UP SIMPLE RULES 
 
BE HELPFUL 
 
THINK VISUALLY 
 
VIEW YOUR CUSTOMER – NOT YOURSELF – AS THE HERO 
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At Motorola Solutions, we are 
guided by two principles:  
Our purpose and our promise. 
 
We help people be their best 
in the moments that matter.  
This is our purpose.  
 
We innovate to mobilize and 
connect people in the 
moments that matter.  
This is our promise. 

UNDERSTAND 
YOUR BRAND 
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• INCORPORATED  
Chicago 
• September 25, 1928 

• FOUNDER  
Paul V. Galvin 

• FIRST PRODUCT  
Home battery eliminator 

• FIRST CUSTOMER  
Sears, Roebuck and Co. 

HOW ‘MOTOROLA’ WAS BORN 
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Company founder 
Paul V. Galvin 
created the brand 
Motorola for the car 
radio by blending… 
 
"motor” 
for motorcar 
 
with "ola"  
which implied sound 
 
Thus, the  
Motorola brand 
meant “sound in 
motion” 
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SPEAK IN A HUMAN VOICE 
In every field – technology, health care, finance – it’s tempting to just swim 
along in the warm and familiar sea of jargon. Resist that urge! 
 
Your customers are not robots. Can they understand you?  
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BE HELPFUL 
People don’t want to be sold to.  
They do want to: 
• Get help solving a business problem 
• Learn how to get ahead 
• Share helpful information with others 
 
Best example: 
Our most popular blog of all time – with 
more than half a million views so far – 
addresses common concerns about 
protecting your  personal and 
professional information online and on 
social media.  
Called "Secure Your Organization by 
Securing Yourself on Social 
Networks", it tapped into an issue that 
people were having, gave them tips on 
how to safeguard themselves, and how 
Motorola y could help them get 
additional help if needed.  
Helpful blogs win. 
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3 Helpful Headlines: 

And 1 Not So Much... 

http://communities.motorolasolutions.com/community/north_america/fresh_ideas/blog/2013/05/16/secure-your-organization-by-securing-yourself-on-social-networks
http://communities.motorolasolutions.com/community/north_america/fresh_ideas/blog/2013/05/16/secure-your-organization-by-securing-yourself-on-social-networks
http://communities.motorolasolutions.com/community/north_america/fresh_ideas/blog/2013/05/16/secure-your-organization-by-securing-yourself-on-social-networks


BE SPECIFIC AND BE DESCRIPTIVE 
Judging by the descriptions, which one would you choose? 

“Barbeque Heaven” 
Barbeque chicken sandwich with fresh arugula, 
olive oil, caramelized onion and asiago cheese. 

“Lunch” 
God only knows what’s in there. 

Tip: Seize any opportunity to use delicious 
words instead of dull ones. 
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BEING SPECIFIC, FOR B2B 
Including statistics in our posts consistently drives a higher clickthrough 
rate, whether the stats are in the original post or related infographics 
• When you provide an infographic, readers get the facts at a glance 
without having to necessarily read the full article  
• Use Twitter cards to share graphics and images in-stream – and dodge 
the 140-character limit 

Tip: 
Data Scientist Dan Zarrella found that Tweets using pic.twitter.com links were 94% 
more likely to be retweeted 

http://blog.bufferapp.com/best-time-to-tweet-post-to-facebook-send-emails-publish-blogposts
http://blog.bufferapp.com/best-time-to-tweet-post-to-facebook-send-emails-publish-blogposts


BE SPECIFIC: USE THE RIGHT KEYWORDS 

Need a quick & 
dirty research 
option? Start 
typing your 
keywords into 
Google and 
take a look at 
the common 
search terms 
that surface 
there to learn 
what people are 
searching for.  Tip: 

Google accounts for 90% of 
search traffic to B2B websites. 
MediaPost 
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http://www.mediapost.com/publications/article/191761/google-not-provided-referring-keywords-rise.html?edition=55797


SET UP RULES BEFORE YOU START 

ABOUT TO SHARE? CONSIDER WHO’S LISTENING 

YOUR CEO 
Motorola Solutions 
CEO, Greg Brown 
 
Does your post reflect 
the values of your 
company or 
organization?  

YOUR CUSTOMERS 
Home Depot CEO,  
Frank Blake 
 
Would your post 
encourage your 
customer to want to work 
with you, or to take his 
business elsewhere?  

YOUR LEGAL TEAM 
MSI’s General Counsel, 
Mark Hacker 
 
Is there anything about 
your post that could be 
considered illegal? 
Libelous? Slanderous? 
Confidential?  

YOUR FAMILY 
What will Grandma say 
when she sees your 
post on Facebook? 
 
Honey, what does ISSI 
mean? You need a 
chocolate chip cookie.   

Write up your Global Social Media Policy and share it with all employees.  
Create a Social Steering Council with regular group meetings to review 
company initiatives and best practices. 
Establish checks and balances – for example, new posters may require review 
of every post. Trained posters may seek out review from PR and Legal before 
sharing certain posts. 
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THINK 
VISUALLY 



WHAT WORKS FOR FACEBOOK 
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Multiple-photo posts on 
Facebook are Motorola’s most 
successful posts. 
 
•Tip from “Convince and 
Convert”:  
Photo Albums play to the 
EdgeRank algorithm – clicks 
count for EdgeRank and partially 
determine how often FB serves 
up your posts to fans and 
increased reach by 5.1x 
 

• Using photos provides a 37% 
increase in Facebook 
engagement and 14% increase 
in news release pageviews. 
Heidi Cohen 
 

       
       

 
       

      
       

      
       

 

More than three-quarters (77%) 
of brand posts shared on 
Facebook are photos.  
iMedia Connection 

Graphic by Buffer 

http://www.convinceandconvert.com/social-media-tools/multiple-photo-posts-increased-clicks-1290-facebook-case-study/
http://www.convinceandconvert.com/social-media-tools/multiple-photo-posts-increased-clicks-1290-facebook-case-study/
http://heidicohen.com/5-facts-prove-visual-content-is-a-guaranteed-winner/
http://www.imediaconnection.com/content/35471.asp?imcid=nl
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POLICE CARS & ROAD TRIPS 



MAKE YOUR CUSTOMER THE HERO 
If you’re writing a business blog 
and you start out with “We are 
excited to announce…” then 
you’re starting out with the 
wrong focus. 
 
Turn the story around. Focus on 
how the customer’s problem was 
solved; tell the story of how they 
are using your product or service 
to make their lives better. 
 
In the case at right, MSI had 
made a donation to a public 
safety group – but the real story 
was about the people there, the 
day spent together, the sense of 
community. 

#prnews | @editorthink 



KEY TAKEAWAYS 

PAGE 17 

TIP 1 
UNDERSTAND YOUR BRAND 
Know your brand’s purpose and 
promise, and carry that tone throughout 
your social media content.  
At Motorola Solutions, we help people be their best 
in the moments that matter.  

TIPS 2 & 3 
SPEAK WITH A HUMAN VOICE – AND BE CLEAR  
Consider your audience. They might know what every 
one of your acronyms mean, or they might not. They 
might know every insider term, or they might not. Don’t 
risk confusion – write the way you would speak. If you 
can’t figure out how to write it, turn to the person next to 
you and talk it out. Once you’ve said it clearly – write it 
that way. 

TIP 5 
SET UP RULES & FOLLOW THEM 
Don’t urge your colleagues to dive headlong into the social 
media pond until you teach them how to swim. Give them the 
rules of the road and show them the way to do it right, so they 
don’t have to learn the hard way. 

TIP 7 
THINK VISUALLY 
LinkedIn reports that 
clickthrough rates on 
Sponsored Posts go up 
by more than 80% when 
an image is included. 
Use infographics and 
imagery to your 
advantage! 
 

TIP 8  
MAKE YOUR CUSTOMER THE HERO 
When you find yourself starting out a story about your brand 
or products or services, think first from the customer’s 
viewpoint. They want to hear it from their perspective. 
Consider  
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TIP 4 
BE SPECIFIC 
Hold the pickles, hold the lettuce, special orders don’t 
upset us… Remember the old Burger King commercial? 
People don’t want to guess what you mean, so be 
specific. Does your remote speaker microphone have 
Bluetooth? Say so. Does your radio battery have LTE 
capabilities and an 8-hour battery lifespan per charge? Be 
specific – people won’t buy what they can’t undersatnd.  

TIP 6 
BE HELPFUL 
By far, our most popular and successful social media posts are 
the ones that are HELPFUL. They focus on common problems 
in business and in life, problems we can help them solve. Ask 
yourself: Why write that blog if it’s not going to help someone, 
somewhere? 



THANK YOU 
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