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Presenter
Presentation Notes
-Founded 93 years ago by Conrad Hilton
-First Hotel – the Mobley – in Cisco Tx.  Conrad went to Cisco to buy a bank, after the seller increased the price of the bank, Conrad purchased the hotel, the rest is history
-First publically traded hotelier, Hilton Hotels Corporation listed on NASDAQ
-In the 60s Sold off the international part of the business, Hilton Hotels Corporate and Hilton International two completely separate companies
-Companies came back together in 2006 after 40 years apart, a year later BlackStone group purchases the companies outright.  New CEO, new senior leadership team, relocated the HQ, Oldest STARTUP COMPANY IN THE WORLD
-91 countries, more than 300,000 team members
-Opening new hotels every week




.

Hospitality is Social

Creating a Footprint
1. Making the case

2. Define Audience/
Determine Channels

Process & Implementation
Involving Stakeholders

Regularly Reporting
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Measuring Results
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VISION: To fill the earth with the light and
warmth of hospitality
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Presenter
Presentation Notes
-Our founder believed in something more than just selling hotel rooms.  
-There is a greater purpose to what we are doing and my role is to communicate that and use these new channels for communicating to tell our corporate story and share Conrad’s vision for the company.
-Telling the story and building the brand is more than just creating a Facebook page or a YouTube channel – it’s about involving and engaging people


Making the Case = HILTON

WORLDWIDE

* Engage target audiences already communicating in this space

» Optimize search engine traffic to expand the reach of key messages

 Differentiate Hilton Worldwide from competitors

* Hedge negative publicity by building community during peacetime to leverage during crisis

* Provide a transparent look at the “inside” of the company

» Position Hilton Worldwide’s team members as preeminent global hospitality thought leaders
e Support Hilton Worldwide’s growth efforts by showcasing the proven value of its brands

* Highlight existing partnerships to augment impact & attract new partnerships

* Build awareness for corporate responsibility successes
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Presenter
Presentation Notes
 Why Should Hilton Worldwide Participate?

Engage
Hedge
Position
Support
Build

Egypt Example – Arab Spring – Hilton suppressing the democratic voice in Egypt




Define Audience/Determine Channels = HILTON

WORLDWIDE

Company Mission

To be the preeminent global hospitality company — the first choice of guests, team
members and owners alike.

Goal

Communicate the value of Hilton Worldwide to key audiences and provide a platform for
two-way communication with the company.

Target Audiences

Industry Media Industry Enthusiasts

Hotel Management Companies B2B Sales (Strategic Accounts)
Hotel Owners Conference & Meeting Planners
Current/Future Stakeholders Regulators

Team Members Government Officials
Prospective Team Members Strategic Partners

Operational Niches (F&B, Spa, Fithess) Non-Profit Organizations
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Presenter
Presentation Notes
Who are we trying to talk to?
Match channels with our audiences – where are they already talking?  How do we want to reach them – video, photo, text?
Takes seconds to - create a channel, cultivate a community


Keep in Mind...

 Hilton Worldwide channels launched in August 2011 — brands active for years

» Channels reflect the global nature of the company — 24/7/365

» Zero paid engagement

» Networks are rapidly evolving and tactics change constantly

* The audience is much broader than “just kids”
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First Steps

Direct integration with guest assistance to manage guest issues

Social media policy integrated w/ communications policy — “How TO” not “Dos & DON'Ts”

< HILTON

WORLDWIDE

>How to protect yourself & the company when communicating online.

Listen first — daily online monitoring integrated into media clips

Maintain consistent look & feel, voice and channel names (HiltonWorldwide)

Mission control is hiltonworldwide.com

£E 9 S ar

,; Mentions

» Direct Message (Inbox)

SocHospitality [ ]
konliy 11:50am via HootSuite

RT @HiltonWorldwide: Congrats to

@HamptonFY| on their ribbon cutling of the

new hotel in Bossier, LAl Via @BossierPress

ow.ly/S9slon 4

m odwyerpr
> 10:55am via Web
' Hear from @HiltonWorldwide @Avaya
@Macys and more at the marcus evans
Internal Branding Conference! Learn more
here: bitlyxSNhiP +

Rhomba

10:24am via Twitter for iPhone

Two thumbs down for staying at the
@HiltonWorldwide in fort lauderdale.

P barbdelollis
Ll 2:27am via TweetDeck

[= Assigned to Anne-Marie Kelley by Chris Brooks

helenwoo?

3:19pm

Staying at the birmingham metropole. There
was loud music keeping me up on saturday
night and last night. Notideal.
helen.wood@talkpr.com

omarhuss
12:51pm
Omar@alkahily.com

omarhuss
4:21pm
** duty manager

omarhuss

4:21pm

And i talked to the duty he told me "we
always get these complaints” lIl It's like they

HiltonWorldwide

11:45am via HootSuite

Congrats to @HamptonFY| on their ribbon
cutting of the new hotel in Bossier, LAl Via
@BossierPress ow.ly/9slon +

HiltonWorldwide

10:40am via HootSuite

Here's a great article from @BostonGlobe
on how the @EmbassySuites
Boston/\Waltham is catering to the biz
traveler ow.ly/9sl4G +

HiltonWorldwide

9:20am via HootSuite

ICYMI: We're bringing an @doubletree by
Hilton to Cape Cod ow.ly/9sksu 4+ via
@mcmagtweet

13 1 retweets
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HiltonOnline

11:15am via HootSuite

Mr. Todiwala's Kitchen at #Hilton London
Heathrow #Airport Terminal 5 specializes in
Pan-Indian cuisine. ow.ly/St9|Z +

HomewoodSuites

A 11:15am via HootSuite

Check out our new video for ways to be at
home: ow.ly/9ptB3 + What makes you feel
at#home when you #travel?

HiltonHHonors

10:58am via HootSuite

You talkin' to me?Today we're giving away 2
tix to the @TimesTalks Q&A w/Robert
DeNiro in NYC! #HHTT #TimesTalks.Rules:
ow.IySuTit +

EmbassySuites
10:38am via TweetDeck




Management Process

Content
» Weekly content calendar

 Contribution from across the enterprise (global and
departmental diversity)

» Most content is repurposed from existing public
communications

* Digital efforts support and amplify traditional comms

Measurement
« Weekly/Monthly reporting

* Measuring engagement & growth

 Tracking web traffic referrals from social

© 2012 Hilton Worldwide Confidential and Proprietary
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WORLDWIDE

Hilton Worldwide Monthly Digital Report
8/1/12-8/31/12

d-s@

HILTON

WORLDWIDE

# Twitter Profile Summary

+ 509 Followers

13,375 Total Followers 4+ 4.0% Mom

+ 65 Following
2,349 Total Following +2.6% MoM

+ 306 Tweets
6,754 Total Tweets +4.7% MoM

+ 4 Lists
420 Total Listed +1.0% MoM

Twitter Highlights

* @HiltonWorldwide gained 509 new followers between August 1 and August 31, 2012.

* The "Fresh honey?” tweet was the most popular (based on clicks) with 35 total clicks.

* The spike on August 2 was likely caused by a mention of @HiltonWorldwide from
@AxelkKoster, a luxury resort and hotel marketer with 226,815 followers.

Reach
1,142,647

Top 5 - Highest Exposure

Top 5 - Most Retweeted

Confidential - For Internal Use Only 1



Presenter
Presentation Notes
Need to have a process – people hate process but it’s the only way to guaraetnee a consistent voice 
Consistency is key to building a footprint



Integration Across Owned

Channels: Corporate Website
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[ ] Network specific links for content pages
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Integration Across Owned Channels: Media Center < HILTON

WORLDWIDE

“HILTON

WORLDWIDE

InsideCounss]

&[5 [+

EiLike 2 ¥ Tweet <0
ﬁFollowlng 48,942

Photos

£ R Y in!

Connect With Qur Brands *

Connect With Us
On The Go

i
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[ Embedded sharing

[l Embedded media

[ ] Channel cross
promotion



Integration Across Owned Channels:

5 At Food and Beverage Masters Grand Final

Articles
2011 F&B Masters Winners
from HiltonWorldwide on Flickr
L v V ‘ ‘
Links

e
-

> =

BERLIN & MCLEAN, Va. - Hilton

[ ] Embedded Flickr album
[ 1 Embedded YouTube video

[ ] Embedded Tweet

y

. HILTON

WORLDWIDE

Press Release

MCLEAN, Va. - Don' let traveling be your excuse 10 let your New Year's re Hine
Hilton Worldwide
Head of Fitness, Jodi Sullivan answers your fitness ?'s. Watch this
VIDEO for tips 98YeX & follow # HW t @ 1pm EST Wed,
. e
» Get up and stretch on flights. Take a fow minutes avery hour of to stretch a
« Break your routine. Try new activities. Repeating the workout every day can b mo mundane and methodical. If the

«» Be conscious of your caloric intake. It can be challer

» Pack your sneakers firsl. Packing

= Walk during meeting breaks. Make good use of tho time in botw

+ Siay hydrated. Travelng car y st

= Gaot a good night's sleep. Try 10 keep your waking a 5 ¥ Juilar f
Sk tany Addaalon baaiiu blase s Leallaos Leoattoo allaasl b loaabl boute ol oo
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Driving Awareness Internally & Externally #< HILTON

WORLDWIDE

“~ HILTON Executive communication
 WORLDWIDE
hiltonworldwide.com Ema” Signatures
CONNECT WITH US
Printed collateral
facebook.com/hiltonworldwide
b Digital productions
twitter.com/hiltonworldwide
Interactive video displays

‘ youtube.com/hiltonworldwide

Promotional materials

(¢

flickr.com/hiltonworldwide

Media boilerplate

linkedin.com/company/hilton-worldwide

New Hire Information

O O O o o o o o O

How To Guides for Departments
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Presenter
Presentation Notes
Need to drive internal/external awareness
This is key


< HILTON T™e**

WORLDWIDE
” \\\. CONRAD Favorites
Hi::"" 2 Tweet to Hilton Worldwide
- ﬂ - B
—) o
HOMER] . o

twitter.com/HiltonWorldwide TLHILTON

HILTON

WORLDWIDE

@HiltonWorldwide rouows vou
Official account for Hilton Woridwide, a leading global hospitality
company. Filling the earth with the light and warmth of hospitality
since 1919.

McLean, VA - hitp//news.HiltonWorldwide.com

7,652 1,997 15,882

Tweets -  No replies
- Hilton Worldwide wicH _
"1 VIDEO: @ HitonWorldwide Joins (FamilyGateway for Global WK of
HILTON g
womcwee  Service ow.ly/fpgNl velwPurpose

[ »

Hilton Worldwide
Gettina Paid To Travel? Here are 8 Travel Careers You Can Beain

[ 10 — 20 posts/day

[] Relevant to time and place

[] Mixture of engagement & “static” [] Real-time conversations #HWchat

content

© 2012 Hilton Worldwide Confidential and Proprietary 12




#HWchat — Starting the Conversation = HILTON

WORLDWIDE

YW #HWchat

Regular Twitter conversations with Hilton
Worldwide insiders. Follow @HiltonWorldwide H HILTON
and join the conversation using #HWchat. WORLDWIDE

™)
e e ?),

Thursday
9/27
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Quick Tips for Engaging Media on Twitter

* Create a Twitter List

Travel Media . List members
il
A public list by Hilton Worldwide =
Top Travel Media _ M.ar'y Jane Credeur @MarylaneCredeur
Airlines reporter at Bloomberg News
94 2
MEMBERS  SUBSCRIBERS { "-_"l Andrea Petersen @andreaapetersen
2 ¥ I'ma Wall Street Journal reporter covering
Subscribe travel, health, parenting and other random
things I find interesting. I bake pies, too.
Tweets Maxton Walker @madonwalker
b Subeditor, occasional blogger; very occasional
List members > writer; extremely occasional tweeter

List subscribers 9 masadasiegel @masadasiegel

Reporter for Newsweek, New York Times, San
Recently added members - View o Francisco Chronicle, CBSnews.com, Jerusalem
Post, Toronto Star....Writes Travel and Fun - as

Mary Jane Credeur ~ Mary ane. much as possible
2 Follow
= Dave Orrick @0utdoorsNow
[Jls A Andrea Petersen :ancreaspeter.. Outdoors editor for the Pioneer Press, fishing,
g Follow hiking, paddling, hunting, skiing and romping
a

across the region while staying on top of
Maxton Walker © maxtonwalker outdoors news.
Follow

Jill Schensul @jschensul

Lowell Thomas Travel Journalist of the Year, The

masadasiegel masadasieoel
Follow Record (NJ).Travel's my life & best way I know
toward a kinder world for all who live upon it.

#{_HILTON

WORLDWIDE
A~ W Foliow
1~ W Foliow
4~ W Follow
A~ W Follow
i~ W Follow
L~ W Foliow

© 2012 Hilton Worldwide Confidential and Proprietary
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Presenter
Presentation Notes
Costs Nothing
Allows you to keep track of influential industry media



Quick Tips for Engaging Media on Twitter = HILTON

WORLDWIDE

* Mention journalists and publications in Tweets
7 Hilton Worldwide @ 1-

< Hilton Worldwide @ 2~ IR @HitenWorlawide
HILTON  @HiltonWorldwide 1
e .@barbdelollis profiled how @Hampton
Pets with celeb status: @FoxNewsTravel HomewoodSuites Silver Spring MD
talks pet-friendly travel, incl. @ HiltonHotels prepared for #HurricaneSandy
Pet Friendly program ow.ly/fhHjD ow.ly/eYRX4n
¥ Hilton Worldwide @ L 58| Following hd . . . :
HILTON  @HiltonWorldwide - 121 Hrzlii‘::wﬁﬁﬂig:“de o -
TT: Smart TVs, Lamb: ini hotel. . :
ma S orghini igtels among UK travel industry growing as economy
5 top travel trends in the next 5 years: . .
comes out of recession: ow.ly/faxVH via

ow.ly/faGzv via @tnooz
travelnewsuk

e Journalists will mention you back

Hotel Business a barbara delollis

Sustainable Brands

SustainBrands Business (@hotel business barbdelollis
Hilton Institutes Mattress Recycling - 95% of young chefs who have graduated My @usatoday piece re #StatenIsland
@Bart_King | ow.ly/f3IZM #hospitality ~ from the @HiltonWorldwide Apprenticeship @ HiltonWorldwide hotel that refuses to
@HiltonHotels @HiltonWorldwide Academy have found jobs in hospitality. oust #Sandy victims for #marathon runners:
#LightStay #CSR #hotel hotel-magazine.co.uk/95-of-hilton-a... usat.ly/QZvOAj
. . s Green Hotelier |
Lodging Magazine 9 h . hospitality News
E LodgingMagazine ‘:5 Green_Hoteller hosﬁ]italitﬁ

Gre_at new mattress recyclmg scheme Via @BTN_ News: @HiltonWorldwide
@hiltonworldwide @sertamattress - great o \
announces signing of Istanbul’s largest hotel

example of the many uses of unwanted
] - & conference center ow.ly/2t1u4m
goods! owly/eXPBq 15

Hilton Cartagena Completes Multimillion
Dollar Rooms Renovation Project:
tinyurl.com/abskjby @HiltonWorldwide



Twitter Tools - SocialBro #{_HILTON

WORLDWIDE

% Your account: @HiltonWorldwide | v

All commumity

CEEETEEE ST
Fitters Adv. Saarch Tags 15885 ag? 1997 ;!; 16733 +$K

followers friends community

Dashboard > Your account @HiltonWorldwide .

Time Zones: Language

Followers, Friends and Tweets evolution
y

Pubiic / Privats: Click and drag in the plot area to zoom in

1. Jul

‘_ -»- followers

Since Last Tweet:

Save Fitr

vil4.0 B e24Apps Network

it New Followers §* i1 Influence Stats ¢

B81 £ new Folowers 47 * 51 & - l 66 l

: ' S e M—— ilkivea a authority
=L PN o bl B2
el | i &"'_ ! . il Influence indicators evolution

» Manage Your Twitter Community * Import Lists
» Best Time to Tweet » Geographic Breakdown
» Track Growth — followers/unfollowers « Audience Insights
* Find, Filter & Sort * Real-time analytics
* Free & Paid Options
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Twitter Tools- Muck Rack

ook B
47 MUCK RACK

» Google alert for journalists on Twitter

» See what journalists are saying about
any topic

 As it happens or daily alerts

* Free & Paid Accounts

= MUCKRACK®

< HILTON

WORLDWIDE

http: f fmuckrack.com/

Hey Chris,

We've found 2 matches for "Hilton Worldwide"

[

Here's your free Muck Rack once-a-day alert.
For as-it-happens alerts and more ways to find
Journalists, sign up for Muck Rack Pro.

Marilyn Terrell, Chief Researcher, Writer for Intelligent Travel Blog
tweeted...

RT @HiltonWorldwide: PHOTO: A team member paints Dewey
Elementary in #Chicago during Global Wk of Service
http://t.co/kqHimQPa#TravelwP ...

Forward | Tweet | View on Twitter | Reply

Movember 14, 2012 at 7:32 a.m. ES

Angie Goff, Weekend Anchor from NBEC Washington, D.C. tweeted...

Get your EZ Pass people! RT @InsideNoVA: The 495 Express Lanes
are set to open Saturday: http://t.co/B4ktzoLM

New Beltway lanes seek to break gridlock in DC - INSIDENOVA.COM: News:
headlines,

other than avoiding traffic. For instance, the Express Lanes provide better access points
to Tysons Corner — a burgeoning commercial hub that is home to corporations
including Gannett, Hilton Worldwide

Forward | Tweet | View on Twitter | Reply

November 13, 2012 at 2:23 p.m. ES

© 2012 Hilton Worldwide Confidential and Proprietary
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Twitter Tools - TweetReach < HILTON

WORLDWIDE

TweetReach Report for
i #HWchat since:2012-09-24

reach o eXposure o

459,988......

85,258

accounts reached 9,491 14,429

65 P

1 tweet 2-4 tweekts 5-7 tweets B+ tweets
Each bar shows how many accounts received how
many tweets

activity o
10/21 10/24 10/27 10/30 1172 115 11/8 i
7 7 tweats 29 contributors 4 days
Create Tracker a0
50 37 tweets
. . 40
@hiltonworldwide 1.2M 85M 3 .
18 retweets
= = o
M I @ gxo 4%0 3 Sep 24 Sep 25 Sep 26 Sep 27
top contributors e most retweeted tweets o
highest exposure b4 @HiltonWorldwide 2 3p }—L"—rr;",iuﬂﬁg;ta#—“|ﬁf‘5n§rf;d§,jg,htapwaml
it bottles. #HWCh
273-6Kirr'pressior5 MicTon  EE |15 B¢ Follonr :Eg?;lrla?neantﬁv:;a = e
maost retweeted b4 @HitonWorldwide 2 . %mg%ﬁgﬁ;ﬂ;gﬁmq
927 at 2 ET - we're talki
L J— RLTN |7 Follow] 15,81 follow #sustsmabilty: ow WdZKIO
about 1 month ago
How far did vour tweet travel? gostmeioned o omomoroe | e oo
-~ 2 FL1 - ‘re talking #sustainability: ow.by'd X6pB
31 mentions HITON [ 15,0k Tolowe! HILTON PI;ERI:F!cc{;It?'ee;tsgga;nraﬁlcreenrrHntelier
@greenlodging GGreenBiz
about 1 month ago
contributors e tweets timeline o
Tweets RATs Impressions
1 HiltonWorldwide 34 & 278,601 Sep 27, 2012 at 8:40pm UTC
G Fi + AT iple pundit: # v trends i
2 HiltonHotels 2 2 107.222 & e oSy thp mtar anosrage
it over bottles. # HWChat

* Free & Paid Options * Nice, easy reports =~ ;s .

i 5
nickaster 2 4.850 HiltonWorldwide: Thanks for all the great questions

b
F  everyone. We're working hard to constantly improve
. . . . 5 thebestplease 2 0 2,330 : f
© 2012 Hilton Worldwide Confidenti HLTSE haw we Live Sustainablyl ow.ly/e2TED # HWchat
. about 1 month ago
6 ConradMaldives 1 2 2,244



Twitter Tools - HILTON

DDDDDDDD

’SocmlBro CISIO N
5 MUCKRACK  paper.li
tweetreach

How far did your tweet travel?

TRAACKR ro) d | ) n6

social media monitoring

© 2012 Hilton Worldwide Confidential and Proprietary


Presenter
Presentation Notes
Radian6
Traackr
Cision
Paper.li


If you only remember one thing... = HILTON

WORLDWIDE

« Content is currency — make your content valuable

 Twitter stalking has an unfair bad rap — listen first

© 2012 Hilton Worldwide Confidential and Proprietary


Presenter
Presentation Notes
Only reason a reporter will follow you is if you are saying something valuable – insights into the business, exclusive news, otherwise unattainable access, etc

No one likes someone who talks to much, no one likes a pusher, you have to be a good listener and you will be surprised what you will discover

And both developing inspired content and listening are best done poolside at the Hilton Los Cabos Beach and Golf Resort


Questions? #<_HILTON

WORLDWIDE

@chrisobrooks
chris.brooks@hilton.com

“To accomplish big things | am convinced
you must first dream big dreams.”

-Conrad Hilton

© 2012 Hilton Worldwide Confidential and Proprietary 21
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