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STEP 1:

Who are

6 Steps to Social
Media Marketing ROI
Matt Bailey 0 u
Narrative Narrative

PROGRESSIVE  “The Voice of Reason”

Staterarm  “Your Friend, Your Guide”
GEICO “The Entertainer”
Allstate “Fear: What if?”




Ask |

EXPERIENCE INSTANT GETIFICATION

THE ALGORITHM

uill Verizon % 8:00 AM [-=

PARK ‘N FLY. FOLLOW US
_ - FORWARD TO A FRI

PARKNFLYCORP

Explore

Enjoy More than Happening Now at Park ' )
Just Parking™! Fl 4 S 2
Uncovered Parking for

We keep things simple and convenient
i s A Low Rat
keeping you from making your flight.

Park N Fly
RESERVE YOUR More Than Just Parking
PARKING TODAY www.pnf.com
Enjoy More than HH = O PhotoMap >

Just Parking™!

We keep things simple and convenient for customers so
there's never anything keeping you from making your flight|

WE’RE
SQCIAL!




United News & Deals united.com: July 27, 2013

To: Matt Bailey

Reply-To: United News & Deals <unitedairlines_noreply@united.com>

Your social network, united

UNITED

Your social
network, united

Matthew, tell us about your trips, vacations and memories.
MileagePlus # XXXX2142

No two United customers are alike —
and we understand that there are
many different ways to connect with
us. Join in the conversation with
members of our team and fellow
United travelers on your favorite
social sites.

Stay current with United updates,
airfare deals and contests.

Like us >

Y Subscribe to our channel and take
ol flight with us. Get a behind-the-

Tube scenes view.

Watch us in action >

Be a part of our vibrant online
community and share your
United perspective.

Connect withus >

]

Getanswers to your questions
wherever you travel

Tweet with us >

Capture, share and comment on your
favorite travel photos.

Give us your best shot >

Learn about our products and
services, and view new United

career opportunities.
Network with us >

STEP 2 Who

are you
talking

to

Who is Your
Best
Customer




Q: How likely are you to recommend...?

e N

34.9%

Detractors Passives [ Promoters
(27%) J_ (28%) (45%)

12.4%
~——- 10.5%
5.1%
1.2% 1.4% 0.8% 0.8% .

-

Extremely Likely
to Recommend

Neutral

NotAt All
Likely to Recommend

Each of the 3 Groups:

Promoters, Passives, Detractors
use very different language to describe the product.

Promoters:
“Worth it!”

“This is saying a lot - it is
an expensive product,
and | am by no
measurement 'well off".

However, it is a matter of
prioritizing what provides
the most results and it
does just that.”

Passives:

“Too Expensive”

Product is good. Just a
little bit expensive.
Have had good results
with it.

Detractors:
“Price-Feature Gap”

| used for about an 8 month
period. Discontinued because
the minor results did not
warrant the high cost of the
product.

inding #1

Price iIs #1
Objection

Response #1

Money-Back
Guarantee




Finding #2 Response #2
Perceived
Benefits are gha{'g‘i
different from onien
Advertised to Match
Benefits Customer
Language
Finding #3 Response #3
Give Promoters a '
Loyalists Simpler message
breed more to make
Loyalists word-of-mouth

Easier




Results STEP 3: Wh at

Increased Visitors - up 600%
Increased Sales - up 400% d 0 the
Increased Buzz - up 2000% v

¢ | oyalists are Excited
¢ Passives are Engaged a n

e Detractors have a no-risk trial
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Tennis Day

Tootsie Roll Birthday (1896)

Nylon Toothbrush Birthday 1938
National Trading Card Day

Gordon's Birthday Sesame Street
National Tortilla Chip Day

Let's All Eat Right Day

Hudson River Tunnel Anniversary 1908
Quiet Day

Thermos Bottle Day

New York Subway Birthday 1870
Movie Cartoon Birthday 1909

National Pistachio Day

Levi Strauss' Birthday Born in 1829.
Tell a Fairy Tale Day

Mardi Gras New Orleans Birthday 1827
International Polar Bear Day

No Brainer Day

Car Keys and Small Change Day 1590 Pockets were Invented
Public Sleeping Day

Floral Design Day

DNA Discovery Day 1953

M*A*S*H Bites the Dust Day (1983 Final Episode)
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All Channels
are NOT Equal

Preferred 77%

. of consumers prefer to

| . " receive permission-

ﬂ QE @ ébased marketing
_communications

- through  @MAIL.

P £

)
s h' Hs i J)
earcning "“sessions
% Of
Customers
Acquired .
SSs
® e
LastaDay
/\/\’\ Facebook
B o TWitter

or More




Customer Lifetime Value

Organic
Search
+54%

CPC

Displ; Facebook
Average Rind "

CLv

-23%

55% More

When to use Blogs:

® Increase Search Visibility

e Build for Long-Tail Content

« Community and Market Education
e Communicate High-Trust Content

¢ Build Lists, Conversions and Reach

¢ Build Brand Value and Equity B

Past 3 years
Increased by

300%,

Source: Experian Email Report




20%

Opens are
on Mobile

Source: Experian Email Report

largest Website

search
engine

YoulTiT3

most popular

When to use YouTube

“See it to Believe it”

Highly Visual

“Portable” reach

Re-Publishable

Influence Search Results

Present Content in Different Methods
Extend Reach

Earned Media Content You T[Iha

billion

hours per month

0/60
You[TT)




)) SMOSHB".00PERS, EXTRAS &MOREl | £ W "5 (1

Smosh 19,832,077
fideos Playlists Channels About

Channels you might
not hate

sssss

sssssss

Expectations for Twitter

1.Access to Celebrities
2.Access to News
3.Access to Brands

ExactTarget, 2010

Why Follow Brands?

1. Give Feedback

2. Provide |deas

3. Insider Information

4. Freebies & Discounts

ExactTarget, 2010

Reasons to Fan or Follow

Incentives 77%

Discounts  46%

Solve Problems 39%

Entertain 28%

fem A A Interact 26%
b /2‘ Market Directly 21%

Wik

Source: Cone, November 2010




Google trends

Hot Searches (/5A)

Oct6,2010 -

Hot Searches

huge explosions
sthoro baptist chy

3 dresser inc

* randy moss trade

5. fagebook i like it s

3. fi hel,
lisa tinna lips befo
Showing 1 - 10

Hot Topics (USA)

Search Trends

dresser inc

Related searches:
dresser

5 hours ago

Location:

11% - Schenectady, NY
9% - New York, NY

8% - Atlanta, GA

News articles.

Hoges to Bolster Fulure Earings With Acquisition

Ey Nick Gwiazda Oct 06, 2010°3.20 pr GE announced it wll acquire oibfeld
equipment producer Dresser Inc. for $3 billon dollars, the latest in ts ...

Who is th 1 of Diesser In

Drossor . hes Ml savarsl omors ovor the past few years: Halliburton, First

POT o oam

Blog posts.
Diesser Ing

DRESSER Inc has had several owners in recent years Hallbutton, First Reserve Corp.
to Odyssey Invesiment Patners snd Riersions Holdigs LLC. Now, Generl

When to use Twitter

Immediacy
Time-Sensitive Information
e Utilizing Follower Networks
Direct Consumer Contact with Brand
e Direct Consumer Contact with Experts
e Samples, Discounts & Freebies

1. logitech Reserve Corp. with Odyssey Investment Partners and then Riverstone Holdings  Reuters IndiaGE Energy absorbing Dresser Inc. in $3B dealAlbany Business
oifflee ReviewGeneral Electric Co. plans 10 buy energy infrastructure technology and service
i trendytwits. com/
maxhal mpanies stllwaiting on § 2 5M in funds lke d !
4. pattinson stews Breal ay Tre 5 t GE Energy absorbing Diesser Inc_in $38 deal - Albany Bysiness - 1
ish network One year after receiing federal money to help small businesses hut by ninutes a
N e Hurricane Ike, the city has yet to pay a dime. Can you help me? .. General Electric Co. plans to buy energy infrastructure technology and senvice provider
> (LSMEROZ.CO0 Dresser Inc. in a deal worth §3 billion. The move boosts GE's energy offerings, gring it
souray Major News of The Day (COST. General Electne, YHOO, STZ) Dresser's $40 billion portfolio of technologies for gas ...
acapulco Hhwww.mmewsbreaker. com/
N This morning the company said that has agreed 1o acquire Dresser, Inc. for §3
e bilion. The deal includes all of the Dresser businesses, which provde .. g
10. duoid pro
Maote Hat Tonic:
Web Images Videos Maps News Shopping Gmail more v Annanoyes,
] ]
GOL ,8[()_ ressring =
About 333000 resuts (025 seconds) -
4 Everything Qusser Inc
S i gty and noration. o he enorgy ndusty we soethough nfastucture
@& images b e ehusiasic sp, Dessar,Inc s abo Explore Dr{
B Videos wow. dresser.comy brande up
- vates ‘About Our Company dressers b
News Gas Meters and Instruments.
 More Pipe Gouplings and Fitings  Mtrs and Intrumen .
Contact Us Worldwide Operations
Any tim s i L
Past 24 hours. LS
24 hours are saying about working for Dresser. About Us, Making the Choice, Working for Dresser,
v/ More search tools Emp!nlymem, Quick l;nks = le‘ssel IT Dresser Product Lines
wwww. dresser comlindex cim/goflash../dresserpage/careers - Cach
Dresser Industries - Wikipedia. the free encyclopedi.
Dresser Inc. is a corporation headquartered in Addison, Texas. Dresser Industiies was @
mlinatonl corporaton headquarered i Dalas, Texas, .
wikipedia orgwkiDre: tres - Ca a
-
Nevss for dresser inc (13 7 (13 7
Hopes to Bolster Future Eamings With Diesser Inc. Acquisition
By ik Gmazda 0ct06. 2010320 pm GE snacunced il acqure i ld equiprrt
pro |I\( for 53 mHuon doHavs the latest in its ..
g0 e s e hr ot Inc.? 77 - Examiner com ,
el Electic 0 acque ressa o §3 bllon
ong Island Pro ated arlcle
Google Analytics FS— My Accoun HepI Sion O
Wy Anaytics Accounts: ST
ashboard Export v | () Emad | BB Add to Dashboard Advanced Segments: | Page © Number ~
L. Intelligence °*** o
T Visits for all visitors Ot 6, 2010- OKt 5, 2010
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Vep Oveey Viska =] Poge O uir [© BIEIE
Nowvs Roturing s
Lanes
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Absobse Uricue Vistors
5 \.\.n"——.
[— SR
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Treonste

social network




Social network users, hy age

Facebook Twitter LinkedIn Instagram Pinterest

Linked [T}}

“
\v'l

- "

|

A

...IS more popular
than Twitter
among the core
age demographic;
30 - 49.

B 18-34 B 35-54 L 55+
SUNIVER (63
NORDSTROM LOVIN
' SRUE e

= — 3 —

Pinterest
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f
Connection

elf Expression
&ntertamment

facebook.

/ facebook.

0% Fans of Brands

Being a FAN
does NOT mean

Marketing

ExactTarget, 2009

A

facebook.

You own all of the content and information you post on
Facebook, and you can control how it is shared through
your privacy and application settings. In addition:

For content that is covered by intellectual property
rights, like photos and videos (IP content), you
specifically give us the following permission, subject to
your privacy and application settings: you grant us a non-
exclusive, transferable, sub-licensable, royalty-free,
worldwide license to use any IP content that you post
on or in connection with Facebook (IP License). This IP
License ends when you delete your IP content or your
account unless your content has been shared with others,
and they have not deleted it.

Facehook Users:
11 Hours a Month

FaceBook Eating Other  Working Sleeping

FaceBook Pressroom




When to use

« Conversation

e Sharing

e Social Interaction

e Reach Targeted Segments
- Stories

Multi-Ghannel
Marketing

will you
Engage
them

Channels

are Jools




Social Media Actions leading to Gonversion:

[ # of Posts ]

[ # of Impressions ]

Response
by Channel

Keyword Visits Bounce | Pages Per | Avg. Time
Rate V|$|t

oogle.com 1,991 49% 0:40

( linkedin.com 1,003 66% 1 66 1:40

yahoo.net 985 68% 1.52 1:56

(_facebook.com 947 ) 76% 1.48 1:06

yahoo.com 716 66% 1.65 1:40

C t.co 633 ) 79% 1.45 1:11

live.com 632 65% 1.61 1:37

Company Efforts:
60% Blogs

40% FaceBook & Twitter

0% LinkedIn

Resource Assessment

1. Full-time hours/channel
2. Part-time hours/channel
3. Ad Buys/investment

4. Planning/Strategy

5. Return by Visitors

6. Return by Conversion

Develop 5

Marketin
Schedule




Keywords Schedule
Tr;-nd 201 f s content & ChannEI

s
1234 1 1
567 8 9101 2345678 2345678
— 12 13 14 15 16 17 18 910 11 12 13 14 15 910 11 12 13 14 15
rem— 1920 21 22 23 24 25 1617 18 19 20 21 22 1617 18 19 20 21 22
- amm 26 27 28 290 30 3 23 24 25 26 27 28 0w 25 26 27 28 20
APRIL mMAY JUNE Trends -
SMTWTES SMTWTES SMTWTES
123 45 123 1234567
67 8 910 1112 456738 910 8 910 11 12 13 14
13 14 15 16 17 18 10 1112 13 14 15 16 17 15 16 17 18 19 20 21 Exlore trends )
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Hot searches The number 100 represents the peak search volume v/ News headiines
JuLy AUGUST SEPTEMBER
Search peaks EEEEEY : :
123 45 12 123456 F‘q ”»
soniuns Wziansss Wzissaan ofMexico Vacation sy 2011

13 14 15 16 17 18 19 101112 13 14 15 16 1415 16 17 18 19 20
Demand curves 20 2t 2.3 24 28 38 Ve m Jo g
27 28 20 30 31 w25 26 27 28 20 30 28 2 30 Pxi:o VBR(iOI
earch /O S OCTOBER NOVEMBER DECEMBER + ea s
smTwTEs smrTwTEs smTwTEs
S w. + Othercomparisons

12 3 4 1 12345

= mexico vacation: 78

>

5678 amm 2aase s 7aswnnn .P bl'

590 8 36 948 50 4 .38 14048 NPty unlis y ate uctoner ( earch)
Known events poupuere Menaunus Qusers e

26 27 28 29 30 31 2% 24 25 26 27 28 29 28 29 30 31 Limit to

Annual events e..Develop in November/December (racebook/Twitter - blog)

Industry events oClose-the Trend-(Facebook)

Mo Content Intro Introduction . ., Development Close
date/distribution date/distribution date/medium
Article 1 Nov 1 article 1: Twitter Dec 1 article 1: Blog Jan 3 - return to School: Twitter
Jan Article 2 Nov 10 article 2: Facebook Dec 10 article 2: Blog Jan 10: T/FB
Article 3 Nov 20 article 3: article distribution Dec 18 article 3: Article article 3: T
Article 1 Dec 1 article 1: Local Newspapers Jan 3 article 1: Blog Feb 3: content: T/B
Feb Article 2 Dec 5 article 2: Facebook Jan 10 article 2: Blog Feb 14: Valentines - T/ FB
Article 3 Dec 15 article 3: Magazine, Contest Jan 24 article 3: Article Feb 23: FB
Article 1 Jan 10 article 1: YouTube Feb 10 article 1: Blog Mar 3: FB
Mar Article 2 Jan 15 article 2: Facebook Feb 20 article 2: Blog Mar 10: T / FB
Article 3 Jan 20 article 3: Facebook - Twitter Feb 25 article 3: Article Mar 24: T/ FB
Article 1 Feb 30 article 1: Facebook Mar 5 article 1: Blog Apr 3: Spring - T
Apr Article 2 Mar 10 article 2: article distribution Mar 10 article 2: YouTube Apr10: T/FB
Article 3 Mar 20 article 3: Facebook Mar 20 article 3: Article Apr 3: FB
Article 1 Mar 1 article 1: Twitter Apr 10 article 1: Blog May 3: School pics- FB/ B
May Article 2 Mar 10 article 2: Twitter/Facebook Apr 16 article 2: Blog May 10: T/FB.
Article 3 Mar 20 article 3: article distribution Apr 20 article 3: Article May 13: T
Article 1 Apr 10 article 1: Facebook May 5 article 1: Blog Jun 3: Schools Out: T/ FB -
Jun Article 2 Apr 18 article 2: Twitter May 16 arlicle 2: Blog Jun 10: T/FB
Article 3 Apr 25 article 3: Facebook/Blog May 24 article 3: Article Jun 30: T/FB
Article 1 May 10 article 1: Twitter Jun 1 article 1: Blog Jul 4: Independence Day: T/FB
Jul Article 2 May 18 article 2: Facebook Jun 14 article 2: Blog Jul 10: T/FB
Article 3 May 23 article 3: article distribution Jun 20 article 3: Article Jul31: FB
Article 1 Jun 10 article 1: YouTube Jul 1 article 1: Blog Aug3: T
Aug Article 2 Jun 18 article 2: article distribution Jul 15 article 2: Blog Aug 10: T/FB
Article 3 Jun 20 article 3: Article Jun 25 article 3: Article Aug 3: School - T/FB
Article 1 Julg article 1: Facebook Aug 1 article 1: Blog Sep 3: Labor Day: T/B
Sep Article 2 Jul 15 article 2: article distribution Aug 11 article 2: Blog Sep 10: T/FB
Article 3 Jul24 article 3: Article Aug 24 article 3: Article Sep 16: FB
Article 1 Aug 10 article 1: YouTube Sep 1 article 1: Blog Oct3: T
Oct Article 2 Aug 14 article 2: Blog Sep 12 article 2: Blog Oct 10: T/FB
Article 3 Aug 21 article 3: article distribution Sep 18 article 3: Article Oct 31: FB
Article 1 Sep 6 article 1: Facebook Oct 1 article 1: Blog Nov 3: holidays - T/B
Nov Article 2 Sep 15 article 2: article distribution Oct 10 article 2: Blog Nov 25: T-Day - T/ FB
Article 3 Sep 22 article 3: Facebook Oct 26 article 3: Article Nov 26: Black Friday - T/FB
Article 1 Oct 20 article 1: Facebook Nov 15 article 1: Blog Dec 3: holidays: FB
Dec Article 2 Oct 28 article 2: Blog Nov 20 article 2: YouTube Dec 20: shopping - T/ FB
Article 3 Nov 4 article 3: Twitter Dec 3 article 3: Article Dec 26: christmas - T /FB




How can this article be supported?

What is the primary medium?
What are secondary?
3 ways to engage - primary
2 ways to engage - secondary

Schedule your “drip”
Get early, talk thru the trend, close

Gtravel

nnnnnnnn

nnnnn

Content

Content
e Lists: tips, packing list, Must-have’s
¢ Series: history, recommendations
e Reader feedback
e Best of...

¢ Updates

e Interviews

Interaction

Fan Feedbhack

¢ Fan’s favorite vacation

¢ Best vacation experience

e Best sunset

e Most romantic wedding

e Network: pictures - stories - contests
e Add related links, galleries, content




Email & Social

¢ Previous Customers

¢ Insider deals

e Announcements

¢ Personal, Relevant, Timely

e Match the message to the customer

Metrics

"66%
52%

. B
41% 350,
, Zi%

Website Social Timeon SEO Subscriber Sales
Visits Sharing  Site Rankings Growth Leads

Content Marketing Institute and Marketing Profs: Benchmarks, Budgets and Trends

|

Black Hills of South Dakota
[0 M < | blackhilsbadiands.com

s -
e S
BLACK HILLS& BADLANDS

| )

MAPS & DESTINATIONS

Your Family Vacation Begins in the Black Hills ;-

sssss

Initial Analysis

Anchor term: Map 14,392 visitors
2.13 minutes average time on site

4.5 average page views

43.6% of visits less than 5 seconds
72.7% (10,466) enter at old landing page
20.2% (2,909) enter at HomePage

5.8% (834) enter at Maps

0.46% (67) Conversion Rate




Anchor Term: map

E ““ GOL}SIC Insights for Search baileymail@gmail.com | My Accourt | Help | Sign out | (] Download as CSV | English (US) v
Term
6510 South Dakota Compare by Search terms Filter
Of south dakota 1760 ® 3 Tip: Use a comma as shorthand to add comparison items. (tennis, squash) Web Search 2
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Road Of south dakota 582 map black hills Jon 6112007 & - | Apr &) 2010 ] Reeet
south dakota 566 @ \map badlands All Categories
+ Add search term
dakota deadwood south 516
Road south dakota 412 ; . Totals Q@
243 rapid city sd Web Search Interest: black hills maps, south dakota maps, map black hills, map badlands black hills maps 14
222 black hills Worldwide, J_a” 2007 - Apr 2010 . south dakota maps EEE— 3
Of rapid city sd 211 Categories: Gar . Recreation, Reference, Society, Travel map black hills 439
3 badland —
I need a of were the badlands national park 207 Tap,SaCants
Street m Of rapid city sd 202 Interest over time @ @
Ineeda of were badlands national park 200 Learn what these numbers mean
146 Sd
Of sd 109 100
51 Badlands
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