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®
WHO WE ARE

World’s largest credit union: Field of membership:

e 4.2M members Department of Defense and Coast
* 10,000 employees Guard

e $54B assets = Active duty and retired
 Fortune 100 Best Companles to = Civilian Personnel

Work For | = Contractors and
Their families

@jcsadler  @navyfederal
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Presentation Notes
Who we are
Who our members are—field of membership
Social timeline



®
FACEBOOK TIMELINE

January 2011 June 2012 TODAY
Organic Growth Paid Growth Over 590K Fans
Organic Engagement Paid Engagement Over 30K PTAT

@jcsadler  @navyfederal
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Presentation Notes
Social timeline
2009 Twitter (NF/NFH);
2011 Facebook – Organic Engagement
2012 Facebook – Paid Growth and Engagement
2013 Facebook / Twitter – Where we are now…



®
GRAPH SEARCH

Graph Search is a way for users to use simple phrases to
search for sets of people, places, and things that match
specific characteristics.

Q People who like Cycling and are from my hometown\

@jcsadler  @navyfederal
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Presentation Notes
Graph Search is a way for users to use simple phrases to search for sets of people, places, and things that match specific characteristics.

Graph Search is available only to a few users during it’s limited beta program. But that doesn’t mean brands shouldn’t start preparing for it’s public launch.




®
GRAPH SEARCH

How are we preparing for Graph Search?

Restaurants i

NAVY &
FEDERAL

®

Credit Union

Explore
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Presentation Notes
Navy Federal has over 230 branch offices and close to 500 proprietary ATMs worldwide. In order to be relevant within Graph Search, we’ll need to create local pages for each branch and ATM on Facebook. That way when our members do a search in a certain area, our locations may get pulled in the search query. 




®
GRAPH SEARCH

How are we preparing for Graph Search?
e Update your page information
e Create Local Pages -
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Presentation Notes
Navy Federal has over 230 branch offices and close to 500 proprietary ATMs worldwide. In order to be relevant within Graph Search, we’ll need to create local pages for each branch and ATM on Facebook. That way when our members do a search in a certain area, our locations may get pulled in the search query. 




®
FACEBOOK ADVERTISING

Know your fans
Build you fan base
Engage your fans
Respect their space
Think mobile

@jcsadler  @navyfederal
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Presentation Notes
Increasing our fans on Facebook is important;

But we’re more focused on the Engagement than the # of Fans on our page

Simplify your message or call to action. If it’s too complicated, your fans will move on.

We made sure to nurture the relationship with our fans

NF culture of member experience in all channels

Over 60% of our fans are mobile
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FACEBOOK ADVERTISING

Location: United States
Country
(=) State/Province
City
Zip Code

District of Columbia Virginia

Precise Interests:

Broad Categories: Activities
Business/Technology
Ethnic
Events
Family Status
Interests
Mobile Users (All)
Mobile Users (Android)
Mohile Users (i0S)

Connections: ! Anyone
Only people connected to Mavy Federal Credit Union
Only people not connected to Navy Federal Credit Union
Advanced connection targeting

Friends of Connections: Target people whose friends are connected to

Computer Programming '
Owners of Old Computers
™ Personal Finance
Real Estate
Science/Technology
Small Business Owners

Technology Early Adopters

Education: (=) Anyone
In High Schoal
In College
College Grad

Workplaces:

@jcsadler  @navyfederal
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Presentation Notes
With these ads, we’re able to target our fans by geographic area, interests, 
We’re able to pull metrics to adjust our targeting 
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FACEBOOK ADVERTISING

Page Like Ads:
Fan Growth

Joe Smith and 3 other friends also lik

Hli- 1 18

! Jane Smith likes Navy Federal Credit Union.
Mavy Federal Credit Union
Un.dil,l'rl.rl ? This

Like Page - Find More Pages - 3 hours ago - Sponsored

@jcsadler  @navyfederal

Sponsored Stories:
Engagement

Sponsored Create an Ac

3 Mavy Federal Credit Union
Check out our referral offer for
Coast Guard members! Click
here: http:/ fbit.ly/100QDISo

v

»

5,248 LJ)265 3372
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Presentation Notes
We used Page Like ads for fan acquisition and;
Sponsored Stories ads to generate engagement and conversation about the post we created.
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@jcsadler

FACEBOOK ADVERTISING

Seal of Honor's * | #

P MNavy Federal Credit Union st
L phato
April 5

April is the Month of the Military Child - join us in
recognizing the contributions and sacrifices these children .

MNavy Federal Credit Union
make as their parents serve our nation! ary

lary £0
Headed to Afghanistan to get our Daddy! A special shout-out to Corrine 5. of Ridgecrest, California,
for being our 500,000th fan! Thank you ALL for allowing us
to serve you on Facebook!

Like - Comment - Share 761

g1 Wais Omar, Jessica Briseno, Northside 'L’ Federal Credit Union and
8,504 others like this.

Family.

- Leo Almeida God Bless Her & Her Daddy & A Real American
Like - Reply - &3 30 - April 5 at 4:41pir

Becky Thornburg-Abair Sweet Baby Girl! YOUR DADDY
LOVES YOU.. HE WILL BE HOME AS 500N A5 HE CAN

SWEETIE.. Like - Comment - Share
Like - Reply - ¢330 - April 5

[J View more comments 2 of

72,861 people saw this post

Write a comment...

109,152 people saw this post Promote Post +

@navyfederal

g0 1,380 [J28 F36

Promote Post +

Navy Federal Credit Union

December 20

Take a good guess! How tall is our tree?

Those who respond with the correct answer will be enterad
in a random drawing to win a $50 Navy Federal prepaid
card. We will randomly select four (4) winners tomorrow,
Friday, December 21, at 12:00 pm ET. We will announce the
actual height of the tree and the winners at 1:00 pm ET.

Hint: Katie in the photo below is 5'2" tall.

Cood luck and happy holidays!

g 1,702 0J5,587 597

Like - Comment - Share

104,046 people saw this post Promote Post
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Presentation Notes

Frequency can be a challenge
In social streams you can’t republish the same post twice like you can with almost every
other piece of creative. You can promote the same content or product but the post needs to
change, at least a little.
Driving frequency requires a consistent and disciplined posting cadence and a focus on
content that engages and converts. 

It’s essential to remember that your brand has been invited in and you must earn the right
to stay. In the context of mobile devices, which themselves are very personal, streams are
sacred real estate and should be respected as such. Consumers will not tolerate blatant or
irrelevant marketing, bold selling or perceived spam. But, it can be assumed they have a
level of affinity and that they’re open to a wide range of posts from you. A more thoughtful
content strategy is required.
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FACEBOOK ADVERTISING

VOTE NOW

FOR YOUR FAVORITE VIDEO!

To honer our four million members, Navy Federal is sponsoring a Video Challenge.
In August, we asked our members to submit a video telling us why they love

Mavy Federal for a chance to win $4,000! We had an overwhelming response

and now they need your help! It's time to votel

T | -ﬂsn

= SUBMISSION |

|| G “I Navy Federal
CAMERA. because :

ACTION!

SUBMIT YOUR VIDEO.
BE CREATIVE.
WIN PRIZES!

Six first place winners get $4,000 each.
Six runners-up get $1,000 each.
Ten honorable mentions get $100 loyalty card.

@jcsadler  @navyfederal
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Presentation Notes
A good example on how we leveraged a combination of Page Like ads, Sponsored Stories, and user-generated content was during our Member Appreciation Campaign in September last year.

Blah blah blah


FACEBOOK ADVERTISING

* VIDEO

@jcsadler  @navyfederal




®
CUSTOM AUDIENCES

Custom audiences let marketers find their offline customer
segments among Facebook users.

Audience Name:

Description:

File: | Choose File | No file chosen
: (=) Emails

UiD=
Phone Numbers

Files need to be in C5V or TXT format with one entry per line.

Ay personally identifying information will be hashed before being
uploaded to Facebook. Learn how this works.

@jcsadler  @navyfederal
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What’s custom audiences
Brief how it works – explain how it works, what needs to be done, etc.
Briefly say why we want to use it
  Why do WE want to use Custom Audiences?
To explore new ways to personalize our fans’ experience.
Target ads/content that’s relevant to certain segments
Not-to-SPAM; Deliver relevant, engaging, actionable, and measureable content




®
CUSTOM AUDIENCES

How it works:

1. IDENTIFY the people you want to reach using your CRM
2. FIND them on Facebook by using Facebook’s matching process

3. REACH your target with relevant Facebook ads

1 Jane Smith Navy Federal Credit Union
Navy Federal Credit Union
Cradi Linion

- . Joe Smith 3 other friends
I - L0
ili yE i wmwc
ﬁmmm‘@mﬁm&ma&m
mmmmmqh T L
Wmmmsqmmmmm - -I Like Page - Find More Pages
sl g e o D i1 | |
n-stharmmsl AT | ~ 1 1 ~
i iaddameei Bty 7 | 3 e 7z PO T r —
WO ey i F | h I I N N
ST A J i e "“... M MNavy Federal Credit Union
“Lm w-lm‘-'““ f 1 1 e Check out our referral offer for
* iioad e L 1 Coast Guard members! Click
b here: http:/ fbit.ly/ 10QDI8o
mlmm‘@r&léhmrﬁ*hm ismg

T

55,248 01265 5372

@jcsadler  @navyfederal #prnbig3
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Presentation Notes
Pilot campaign – Mobile App installs
Pull a list of our member emails who haven’t downloaded our iOS and Android banking apps.
Deliver App Install ads to their news feeds.
Second campaign: to deliver educational content for our Account Access redesign



KEY TAKEAWAYS

* Prepare for Graph Search

— Update your page information

— Use iImages

— Create local pages
 Know, Acquire, Engage, & Respect your fans
e Leverage your existing customers

@jcsadler  @navyfederal




QUESTIONS?

NaY S Jennifer Sadler @jcsadler

el Vanager, Social Media Marketing & Strategy
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