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Social networks are not new....

vintage social networking

LinkedIn Pinterest YouTube
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Why empower associates to advocate for the brand in their own
social networks?

 Associates are an untapped social asset and are uniquely positioned to
drive positive sentiment and brand advocacy

— They know the company the best

— They have vested interest in good outcomes for the organization
— They are credible, trusted sources of information

— Deep, authentic connections to their networks

— They are online. And they are talking and sharing.

-

capifa/[one Confidential #prn bi g 3 3



Social Associates are an important communications tool for your
brand

B COF Social Associate (n.): Specially trained volunteer who
H advocates for our brand in his/her personal online/social
networks
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How do you build a community of social associates?

e Social Associates group

includes:
} (- Radian - Sacial MediaMoni... *J Google IO YouTube - CCapitalone's C... {# Shorten &Share bitly shor... | Welcome to Facebook -Log ... ¥ Twitter [ Suggested sites =

— Social media policy / code of e BB s
conduct

— Training materials
— Social media tips
— Approved shareable content

» Approved facts and key
messages

H Capital One Social Associates - 2 Share Following Leave this group

¥ ANNOUMCEMENT: Capital One Named One FORTUNE's Best Companies to Work For  Show Details

Overview Content People Reports Calendar ¥ Manage ~

Group Qverview Upcoming Events

= Create 2 new event

Categories

) Awards & Recognition
Hot Off The Press! = Community
—I Products & Senices

Capital One Named One of FORTUNE's

(=4 ™00 Best Companies To Work For” by Richard W. Pesce
This group is designed for Capital & days ago
[ ] S u ested tWeetS/ OStS One Associates, who after training Policies
are empowerd to participate in the — Capital One Wins Diversity Award .
social assoicates program as & 4 week ago EtE bl (E Social Media Policy
advocates for the brand
= Book By Book and R.A. Dickey by Richard W. Pesce
The program is designed to 2weeks ago
unleash the power of associate . Actions
. . brand advacates by equipping E] The 12 Days of Pinteraest...Unwrapped by Richard W. Pesce
o E n ab I eS an I n t e r aCt I Ve individuals to engage with Jar=HieTy Start a discussion
customers using their personal Its Time for #GivingTuesday
online social networks to drive =] by Richard W. Pesce

1 month age (=2 Write a blog post

customer retention and strengthen

C 0 m m u n Ity our brand __ Capital One Named 2013 Top 100 Military

. ndly Employer® by G.I. Jobs by Richard W
Bring tagether aur intemal 2 menths ago
expertise about our products and

senices and best-practice sharing Capital One Recognized as One of
-_ n g OI n g CO n aC WI for reaching customers “where they — America's Top 50 Community-Minded
=] § by Richard W. Pesce
are” in social networks such as Companies
Twitter, Facebook, and user 2 months ago

program liaisons ES— R

Owned by: 3 months ago
v

....... Eiineents Minlemed 101

— Information/content S
exchange among social
associates

alll Create 2 poll
28 Invite people to join this group

(£ Receive email notifications
B2 Track in Messages

B Group feeds

E \| Create an event

& Create an idea

Create a photo album

£
£
£
£
|Z) Create a page
£
=
£
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' Trusted sites

Confidential #prn b|93 5




What makes a successful social associate

— Gradual

— Over time - building real connections with people

— Continuity

— Consistency — full disclosure - identify as an employee

— Moderation

— Don't pitch or hard sell - you can’t reach everyone

— Self-control and self-restraint

— Know the facts - know what's proprietary

— Courtesy

— Fundamental in all we do
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Getting started

» Identify experts in your organization and empower them to share
information

— Training

« Partner with your key stakeholders.
— (Legal, HR, etc.)

« What kind of content should associates share?

— Community involvement

» One Week, Mascot Challenge, Book by Book (R.A. Dickey), COF a Military
Friendly Employer

— Sports Sponsorships
« Capital One Cup, Final Four

— Capital One is a great place to work
» Fortune’s Best Places to Work
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