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Evaluation of Social
Media Platforms

9:30 - 10:30 a.m.
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Every Minute, There Are...

2.8 MILLION
200 MILLION YOUTUBE VIEWS
m EMAILS
2 1 MILLION 5.6 MILLION
GOOGLE SEARCHES  ( i TEXTS

200K

FACEBOOK PICTURES

215K 1.7 MILLION

FACEBOOK POSTS [ #



Audience

Academics | Government Media Employee

Content creation
(Photos and Videos)

Conversation (Blogs,
Forums, Twitter)

Interaction
(Social networks)

Education
(Wikipedia and
Social Bookmarking)
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The Six That Matter Most

1 billion monthly users, 2 billion
posts/comments per day.

800 million users, 4 billion
videos watched daily, 60 hours

—

] 200 million users, 74 million in
the United States, 2 new users
per second.

http://ow.ly/g0PLD, January 2013

of video uploaded every minute.

500 million users, 200 million
active accounts. Over 1 billion
Tweets every 3 days.

Flickr hosts over 8 billion
photos. Facebook users
upload 9 billion every month.

Over 500 million users, about
343 Million active accounts,
more mobile than desktop.
Cost Google $585 million

to build.
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http://ow.ly/gQPLD
http://ow.ly/gQQDM

Social Channels




Facebook
| )

Four more years.

Like - Comment - Share e 4,442,810 [ 215,853 [5) 580,106

1 billion monthly users, 2 billion posts/comments per day

2 NMA 8



Faceboo

Shell

Welcome to the official Facebook page of Shel

Today marks the tck-off event for the 20th Shell Eco-marathon

Phalip £
Europe, to be held in Rotterdam, the Netherfands, Over 2,500 u cel e
students from 24 countries wi

compete on the cty's street arcuit
in May this yaar, to see how far they can go on tha least amount
of enargy. hatp

Adaen M, Sehars
helo sned

2 NMA
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http://www.facebook.com/Shell?fref=ts

Twitter

- Stephen Colbert & W Follow |

@StephenAtHome

I believe Ayn Rand's first love poem went:
Roses are red/ violets are blue/ finish this
poem yourself / you dependent parasite

4 Reply T Retwest W Favorite ®®® |jore

2RO B WeEraRa

841 p.m.-Jan 23, 2013




Tweets

y 1M ST R
. ‘ Follow ACT For Mining

DEPE
OM FOREIGN o3
IHE VITAL RAW MAT — = S——

- — — -
Worldwide Trends
) 4
eRioht-er
Sriing J E

| TR TSR ERE e T TR 1)

Twitter

ACT For Mining @

@MipingFan
MiningFan Is the Twitter & forghe NationalkMining Association's

ACT Oniinel rassfb
Washing > Y ywafacebook
actiormining

3,704 2,028 4,926 W Follow

Tweets i No replies
ACT For Mining

From our #Minerais Make Life blog: ow iy/hKVTV Tax credits for
mnerals dependent products

A ACT For Mining

.
LI INFOGRAPHIC. U.S. =minerals =mining is putbng Americans
back 1o work and helping to Improve the economy ow Iy hEZhe

R ACT For Mining
LI REPORT In 2012, the estimate value of »mineral production

increasedinthe US

for the 3rd consecutive year

A ACT For Mining
LR From our =Minérals Make Life blog. Minerais make good
neighbors ow Iy/hi

A ACT For Mining

.
a . A Applauds Bi-Partssan Critical Mine

11


https://twitter.com/MiningFan

PSY - GANGNAM STYLE (2t A~EFE) MV

o,

fficial 47 videos -

A officialpsy ide 1,336,398,335 6
.1 l‘ﬁ/ E Subscribe < 2,525,500 b 7.048 555 638.887

800 million users, 4 billion videos watched daily, 60 hours of video uploaded every minute

SNMA 12



YouTube

YOI.I Q Uplosd

SHIP>  DEALS > FIND A STORE >

&y BestBuy om e e o

Featured Browse woeos

Geok Squad

@ Geek Squad

Asking Amy: Extended 2013 Best Buy Game Day Commercial

Featured Playlists

TV Spots

Geek Squad

Tachnology Solutions


https://www.youtube.com/channel/UC5pK3w6QEq1bUMmU2Hs43Pw

Flickr

Flickr hosts over 8 billion photos. Facebook users upload 9 billion every month

SNMA 14



Flickr

thkr Yanno! The Tour Segn Up Explore Upload nd phot K

A\

ML NationalMiningAssociation's photostream o
" PROOStreem Sels  Favenles Galeries Profle  More

Audience Rod Eggert (left) Javier Blas

This Nasonal Mining Assockation (NMA) ({middie) Steven Ducios (right)
Minarals Maxe Life VML) infuancer al Mining Associaton & The Financiad
engagamant avent Qouthe forum, "Adaressing
antury Needs

Rod Eggert Steven Ducios

on & The Fmanaal Nr. Ducios, chief saenbst ana manages of
Orurm, “AdOesENg Nalens Sustanasist,. GE Globs

v Nesss Resaarch

N3ona Minmg As

shoste

2 NMA
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LinkedIn

ﬁ

' Interested in Adobe?
AR
Adobe
jol ng
PRODUCTS
hrng L MOS Specianst in F B Acrobat XI

) foliowers  Follow

200 million users, 74 million in the United States, 2 new users per second

SNMA
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LinkedIn

Linked in Account Type: Basic “

(oups Groups *

Argali Kharmng ~ Add ¢ nections

Pubic B=latons Master's gvance Your Communications and Public Relations Career With GW ADERYY Now!

n Energy Nation
e Discussions  Fromotions Jobs Saarch More

.t Let the world know what you think Join Group
4

Y3u can aready comment 5d e Nese ducussicny
Wiy 20t became & mrember of N Opes roud S¢ yOu CAN S1 your own?

Choose Your View ~ Show 3l RSS dscussions ~

Radioactive w raking at Hanford MNuck

Resenvahon pennenergy

- A leak has been discovered in a single-shell storage tank at the

4 o) Lice (2 Commaent 'gl_lzg v L3

Oxl and natural gas industry can help State of the Unon
pennenergy.com

Amenca )ation in ofl an0 natal gas openent can halp the
SOMINISYIRON Craale JobS 3D Spur SCONGNIC growth, Marty Durtin, APY's
Sxaculive vice president 104 reporters this stemoon Durtin s:d the

Sid Abma 1 4 - Stacy How many chimmeys are there poking out of the roofs of
commercidl buddings and Industry? How much HOT exhaust = gomg Intothe . »

See mere »

D Like

ANGA responds to State of the Unon Address pennenergy.com
W welcome Prasident ODama's continued acknowlsoganment of tremendous
OPOONMUNIKES that the ConBnued S3f@ anad responsiie development of
Amencan naural gas presents. From revitakzing e manufadunng secioe, o
gromng

Sid Abma + Stacy. The Prasident realizes how importart natural gas & 1o
Amencas economy, bt somahow v does not yet realize how efficiently natweal  »

Sae mere »

Share group

Manages's Choice

Ensegy Naion 15 now an opan group

e ..

Latest Updotes

Don "Luigl” Crusan started 3
discussion. Aluminum Foundry Cles
Fewances for Closng

Lke « Add comment ¢ | hour 8g
Stacey Schmidt stared a
discussion. Radicactne waste
leaking at Hanford Nuclear
f AElion
Lke 29 hoars 59
Stacey Schmidt started 3
discussion Chewon iz hinng
Las Asd comemant 2 0ays me
et aliplates »
Ads by Linkedin Members »

Events for Luxury Brands

'(' 10 years of @

prasioe &

ents and mastings for

rands with limiad dudgets

Public Relations Master's

Advanca Your mmunicalons and
Public Relabons

Carear With CW Apgpl:
Fow!

Sealor Women Only
Apgly Now to the Natonal Assocation of
Professional Woemen. Regater Free

Top Influencers This Week

2 NMA
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http://www.linkedin.com/groups/Energy-Nation-3216730

% a2 Q@ 10:40 AM

O

Ve

Stream Huddle Photos Profile Circles

0 Notifications

Over 500 million users, about 343 million active accounts, more mobile than desktop
and it cost Google $585 million to build

SNMA 18



Gplus.to

Pepsi WWW.pepsi.com

It's oflcial girs run the world. Find out why » 2LiveForhiow Music Epssode 35

+624,622

W AUVEFORNOW
‘.

 TWEETEDE nnn w

FLivel orNOW Music Episode ¥35: Reunited Bands, Inauguration a

( Find out the hottest news and trends fom the past week on Twitter vath
e 5

4 comments *

“ William Matar
Ok rece page Pepsi. .. but | dont dnink or rarely pepsi or cola . not

haaithy

Argall Khanna n + Shane

u Start & hangout

New! Chat with the people
In your circles

You can now chat with the
peopie In your Circies (who alsc
have you in their circles)
Change which circles you can
chat with by choosing Privacy
Sentings from tha chat manu
Le

*h

2 NMA
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https://plus.google.com/111883881632877146615/posts
http://gplus.to/

Emerging Media

N Q,,#




AARP

357 sotowers, 42 followrg

AARP is leading a revolution in
view & ive life

the way people

LN AARP repinned Caregving
PEEN |nfographic to Caregiving

_’ 7 Y AARF repinned Who's active
L in .. to 50+ Technology

AARP Ikes There's no
question ... by Bartosz
Sokolinski

AARP started following Elleen
Culp

AARP started folloming Bartosz
Sokolinski

Pinterest

Pinterest

20 Boards - 256 Pins - 17 Likes

s S
rYx
bt &

Follow

Relabonships

Mowvies for Grownups

Follow

Foliow

Add « About ~

m David ~

50+ Technology

G ——

' Sl
WOl

Follow

Making a Difference

[

Quotes to Live By

s

e
s 2

E TEACH
K A auine

Follow

Follow

421 million page views, users spend an average of 89 minutes per visit, 80 percent of pins are re-pins

2 NMA
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Instagram

Instoarom

Fast beautiful Y photo sharing

Meet Instagram

It's a fast, beautiful and fun way to share your
photos with friends and family

Snap a picture, choose a filter to transform its look
and feel, then post to Instagram. Share to
Facebook, Twitter, and Tumblir too — it's as easy
as pie. It's photo sharing, reinvented

AAAAAA

Oh yeah, did we mention it's free?

GETIT ON

Available on the !
D App Store » Google play

90 million users, 4 billion photos

2 NMA



Path

Stay connected with
family & close friends.

& L3
for IPhone 5 Android

3 million users

SNMA 23



Tumblr
tumblr. Follow the world’s creators.

89.8 40.7 147

Million blogs Billion posts Employees

150 million users and 20 billion pageviews a month

@ NMA
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@ New Tout SEARCH TOUTS Q f Login with Facebook Login | Sign Up

Ly Featured = Today's Touts

Preschool graduation. 0 Likes VIDEO: General Richard Myers, 0 Likes Former Ohio Congressman Mike 0 Likes
USAF-Retired (Sigma Alpha Oxley (Sigma Chi) addresses
By: David Almacy 2 months ago By: David Aimacy 3 months ago By: David Almacy 3 months ago

#Spottheshuttle 1 Likes New "dogs!" And one pair has a 0 Likes All you need is love! 1 Likes
special surprise. Thanks,
By: David Almacy 3 months ago By: David Almacy 4 months ago By: David Almacy 4 months ago

2 NMA
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Vine

2

lan Padgham

Dying for a coffee.
#magic #vineart

Ll Sce & share beautiful Capture your world in
looping videos a fun & simple way

b et vrp——
shtamoon. Such & selaxing cey

SNMA 26


https://vine.co/v/bJwnA9qjYiH

Why Social Media Matters

10:30 - 11:30 a.m.







\ L=, .
»
O : 1
- & | b
N ¥ & Explosion

of Media Channels



We Livein A
Multi Screen World




Starbucks e
.‘..“- ‘ .‘\/ ;q‘ s
Cur Ve ¢our
PIC

Bkt i

e s s x o L ik

»
—
- B, f\ A
- . K] f‘ ’ ‘ < x'l',-k;l" ]
Fu( W
: A - l ) ((»

Every Company
Is a Media Company



: ’ dign

Stories Are Social



Shell Plans Crude Unit Turnaround At Anacortes Refinery

Hen Lefebwvre
HOUSTON (Dow Jones)-Royal Dutch Shell Pl
distillation unit offline for maintenance at its ref]
Shell to shut down crude units at US refinery §
Crude oil unit shutdown won't change BC price

Starbucks CEO Howard Schultz Reveals His Huge Global Grocery Ambi

Th{‘fl_' S

empire — and th

ey

Starbucks (
Starbucks Ey

Ben and Jerry owners bnng postcards demanding Fair Trade deal
Marv =aslan :
f Ben and Jerry's ice cream brought boxes of postcards asking for fasr trade in the new

to Progress lllnois, a proc

dent Felipe Calderon’s National Action Party, cnticized

cal governments ...

0 Twitter )

Former Kellogs

head Mack

Tied e

bty StOries
Last Forever




Things that
Changed













Interactive Learning
Part 1

11:30 a.m. - 12:30 p.m.




Interactive Learning

Survey
the Landscape:
Online
Conversation
Monitoring

Join the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!

2 NMA
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Survey the Landscape

11:30 a.m. - 12:30 p.m.




Survey the Landscape

Survey
the Landscape:
Online
Conversation
Monitoring

Joining the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!

2 NMA
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Survey the Landscape

In this section we will cover:
* Online monitoring
* Blogs

* Social channels
» Additional tools
» Best practices

SNMA 42



Survey the Landscape

Online monitoring is the
cornerstone of online
communications




Communications No Longer Flows from the
Top Down...

Pyramid of Influence Sphere of Cross Information

Opinion-Forming Elite

Manufacturing

Social National
Networks Securit

. Employers
Mass Audience

Community

Old Model New Model

2 NMA



Survey the Landscape

The crisis that was not

SNMA 45



Survey the Landscape

Why should you monitor?

* To understand what people are thinking in real-time

* To gain insights you can apply to your messaging

* To plan your online communications strategy

* To measure the effectiveness of your campaigns

* To manage your reputation

* To gain information on competitors or issues facing your industry

2 NMA
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Survey the Landscape

Blogs




STEP 1:
Develop an
Online Monitoring
Taxonomy

Identify a full list of
terms relevant to the
your company, including
key issues, local
executives and current
events and develop
corresponding taxonomy
of keywords

Survey the Landscape

STEP 2:
Upload Taxonomy
to a Feed Reader

After setting up a feed
reader tool, input the
new keyword taxonomy

into the reader so it will
aggregate all relevant
content in one place,
allowing you to easily
review this discussion.
Also, subscribe to key
sites and blogs

STEP 3:
Conduct Manual
Searches Daily
to a Feed Reader

In addition to reviewing
content in your feed
reader, be sure to also
conduct daily manual
searches of the keyword
taxonomy in
a variety of social
networks and search
engines

STEP 4:
Develop a Priority
Website Index

As you identify and track
key influencers, compile
them into an index of
sites to be reviewed
daily. This will ensure
that you review all
content updates, not
just new blog posts




Survey the Landscape

Monitor the online discussion
 Step 1: Develop a taxonomy

Sample taxonomy

* U.S. Mining

* National Mining Association
* Mining

* Mining and Economy

* Mining and Legislation

Google blogs facebook Cwitter

SNMA 49




Survey the Landscape

Monitor the online discussion
» Step 2: Upload the taxonomy to feed reader

Google i . . —
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Survey the Landscape

Monitor the online discussion
* Subscribe to RSS feeds




Survey the Landscape

THE HUFFINGTON POST

stex UL v Bise =D Wroeew
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Cacar MeSttors Dmbtowe + Pobscs B + Oppataady - TEDWeskares « DWH « GF S « Biack ¥aces - Gap yoeas « Cremw + Redpan « Green - Sports
rv
e

wr POLITICS

Teen Wno Pertormed At Inaugural Senate Gun Controd Hearing £1L02s1 3 Wounded In OMoe
Events Fasaly 3hot Features Jirords, Lakierre snaanng
i UK corth The gon? 0
RSS / XML

FRONT PAGE POULITICS  BUSINESS  ENTERTAINMENT MEDIA WORLD SPORTS TE(H GREEN  GAY VOICES

Politics © Pabeter + Elcaon Resuls « Poliics Bag « EXLThe Press « HUIFPCSIHIL » CF1 « The Agtator « The Road Forward « Firshana « Firs N 385 mases 1 povsivie I sutecrioe 10 3 web ie nstead of vissng 1 s an

<
K

Austerity Politics Puts U.S. On Mare in Politics: Mr. Popular... Bachelors  Montana Republican
‘Precipice Of Recession’ For sm.ooof_ Texas ;3:: impeach Draconian Law

ama..

FORUIAT Wivy 10 RCCHES WAO0 MK WIS COffiet] Engeialy Aancog gests [

1001
e | B0+ B8
i NEVS Jnkoes
YOU Can get evenying on e Hufingion Post vSAND Oul weh SEe DUl we 350 prowde leeds MO POPULAR ON IRTPOST PP
for people who prefer raading the sie n an RSS aggregator
b

1 Yoar O Girl Wih
. Omabitses found s Lage:
A Copn
Breowws »

Poo G Lotiviay Mockle

-
ER LT Faher Of Newsoms Victie
. Bos =

Harry Reid: Replace Sequester With
Alternative Spending Cuts And Tax Together.w

ﬁ Dacher Shot Doad In Exam
Room

i Dngeal Regoiting 0 - "
Hikes you create —]] Ol T

Loty Gege Suigped OF
Wiloss Of YouTube Views
B«

y wary by e P fiegion Foaty Barmes & Nebie To Close
Hardrods OF Saores

ksl ey et

DSTIE] 8 29 pos o 1 5 st oy e Hol

Shom Fied Al Rapper
) Socwmesd 78

TERD | BLOG | MW
L e o e

NT& Art Imtitutes |

ar v aerw

SOCIAL NEWS

FoLLOw 15

MUCATY 3% U S Serate Vaprey Lanier Set 1y
Al ARty AT Sen R Durten (D-0) (2t L) b
accheas st e U 5 Caph

HV) Grd B sgeska 1 meTters
aler e weekly Seasls

Vastirgron, DO Serwse 8-Year-Old Girl With

Oervacrota pathered At e LA Cheos 1o Sacuns Sevats Demacraic sgendes 12 oy Alx WongOety ages) - Disabilities Found In cur.
~ Cops
52 143 3 '] 3679 QET POLITICS ALERTS . B Recommena 13

(£ st Jwpioest BRI @ =t | comrent | . Pro.Gun Activists Heckle

Father Of Newtown Victim

TOLLOW: Marry Rsid , Video, Marry Reid Automatic Cuts, Sarry Resd Sequester, Harry Rnsd Tas Cuns, Rowd, B



Survey the Landscape

The Full Feed from Huffmgt}qu.LnQK
d by FeedBumer

FeedBurner mares it easy 10 recehe conden! upasies
In My Yahoo! Newsgator, Blogines. and othes
reagens

Subscribe Now!

_with wes-Dased news readers. CHice your cholce Belon
Learn more about syndication and Fei | - CTAZ0=Ca) - e e
EDOENCTY O retbes
& Gosgk- |
_with e (880818
[[Chaosa Your Reader}
\/ Goaght ofrs twd SRt waryS 10 Koep Upa-date wth v
Current Feed Content Your Googhe homepope brngs toERweGE Google Reader makes i easy 15 baep Up wih th
Anctosalty and content ham acois the w3 Atast comtent bor & lge numbe of sites. sl on &
@ Kate Gosselin Expose: Reworked Ebook Manuscript To Be Released 3nghe poge. siaghe readng st
Fosted 2013-01-30 20'34 32 UTC
Add to Google homepage Add to Google Reader
Kate Gosselin mght have won the &5t dattie in her effort to hak the sale of a nasty ebook being wntten a
NEr — DUt $ha NBSNT yet won he war Sample
n Oclober 2012, Kate successiully halted the sale of the ebook In which wrer Robert Hoffman (a f w#“"’"-"—"'—» ==
of Kale's ex-husbana Jon) aleged Mal the reaity TV S1ar and mom of eght 1oossd e workd ™ Now, Rotd - oo, ==
has come back with a re-ediied version of the story he says, and he warns ‘s siE full of bombsheils -
“The book = Simost Srisned pang trough the re.ating process and mil be reisased in hardcover 88 m &

ebook format.” Robert tells The Huttington Post Tm achually enjoying e fact that Kafe has been staying
of the news. Perhaps it's the caim before e stom *

Reac More...
More on Jon & Kate Gosselin
+ Bradthiz - Sewmtoddcour - Digg Ths!

@ Gabrielle Giffords' Notes Show Message To Senate On Gun Violence (PHOT S g
Posted: 2013-01-30 20:33. 59 UTC .

Former Rep Gaonele Giffords (D-Ariz ) delverad brief but precise testimony on Caphol Hit Wednesd
P g an to a Senate g on gun violence

Amerkans for Responsibie Gun Sollions - an anti-gun violence super PAC recernty created by Giods
ang her husband, former asironaut Mark Kelly - later posted a photo to F g the ten
note Mat fhe foamer congrasswoman had Used. ACCOrTINg 1 the Washington Post te words were wntten
by Giffords” spesch herapist




Survey the Landscape

Google o o |

Reader C 10 new itg Mark all as read ~ Feed settings... ~

Home

Anjali Khanna n + Share m

Kate Gosselin Expose: Reworked Ebook M ipt To Be Rel d - Kate Gosselin might have won the first battle in her effort to halt the sale

Gabrielle Giffords' Notes Show Message To Senate On Gun Violence (PHOTQ) - Former Rep. Gabrielle Giffords (D-Ariz_ ) delivered brief but
™ All items (1000+) Bob Menendez Denies He Was With Prostitutes In Dominican Republic - WASHINGTON — Sen. Robert Menendez's ofice says he traveled on 3:40 PM

Starred it
'I T arrde tems Muslim Students Allowed To Pray In Maryland High School If Grades Are Good - A Maryland public school has drawn attention for its attempt 3:40 PM
ul Trends

Browse for stuff Obama's Flip-Flops On Money In Politics: A Brief History - Obama's Flip-Flops on Money in Politics: A Brief History by Justin Elliott ProPublica 3:40 PM

Wilmer Valderrama Then And Now: 20 Best Fez Moments In 'That 70's Show' And Life Today - Many remember him as Fez in the popular 3:40 PM
Explore ‘Girl Play," Lesbian Web Series, Premieres First Episode - “Girl Play TV fills the void of leading fictional black lesbian characters with 3:40 PM
Recommended items
Zaur Sadayev and Gabriel Kadiev, Muslim Chechens, Join Beitar Jerusalem Amid Protests - JERUSALEM - An |sraeli soccer club with an 3:40 PM
* I Recommended sources

Wiew all recommendations » Marriage Proposal Book: Man Creates Coffee Table Book To Pop The Question (PHOTOS) - Toronto couple Travis Hines and Rachel Longo-

15 Totally Bizarre U.5. Taxes - January 30 marks the official start of the 2013 tax season. And what better way to celebrate tax season than to
¥ Subscriptions

» [ ANWVJE (1)
* [ NHD (707
> [ NMA (229)
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E] "mining" and "mi... (€7

B "national mining ... (48
E "U.S. economy” ... (E7)
&1 American Resour... (15)

» [ Pebble Mine (154)

» [ Toyota (155)

» I vAE 213)

The Full Feed fro...
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Survey the Landscape

Monitor the online discussion
» Add search engines to your RSS feed

N - | s )+ [

Search tooly ’& s o

Al ti=aal ] NG ASs0ciiion Lpiad

W wngazetle Conviens 201 103 1006T2

1 day 330 by aebranter{lop o | The Associmed Sress)

CHARLESTON W Va — The National Wining Amociation says ghatal demand for
st and other ratural esources Sodes wel dor e ndustry partcudary n dwviopng
casetnes. Pregidam Myl Guna saye mprovement = .

Fore reasdts fraes Tve Chartenton Gazwtts - N

M 2T 0N 3y sy _aon

The Netional Assoclation (1A Se & st ar iy 20 theUS
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Survey the Landscape

Monitor the online discussion

* Step 3: Conduct manual
searches daily
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Survey the Landscape

Monitor the online discussion

» Step 4: Develop a priority
website index
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Survey the Landscape

Social Channels




Facebook

Survey the Landscape

* To search Facebook, enter your keywords and click “public posts”

* This will allow you to search Facebook users whose settings are not

private
facebook

e —
Natonal Mrang Assocation

., All Results

Mongofian National Mining Assodiation
D sanbastar, Mongola * Local Busness - 320 bes

~ Hational Mining Association
r\-_‘ Orgarzaton + Community Page - 581 es
A 4

National Mining Association

2 ) Mational Mining Association Pete Dye Classic

National Association of Mining History Organisations

National Association of Mining History Organisations

.)ohn&nnlh find fiends  Home

Find More I nends

John, Try the Frend Fnder

Fng Miends e 235y way
1 usiyg the automatic Siend
;-d:.
our Emed

Find Frends

Get Important News

Sec A
MSN
BRRETRR { 292,222 people lke the
) Lk

Ll History
) Lke
1sTorY

Y RE

- 0
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Survey the Landscape

Twitter
* Conduct manual searches using keywords from your taxonomy

* Twitter’s search engine combs through all Tweets and will list relevant
posts according to the search terms entered

& Twitter, Inc. [US]| https://twitter.com/search

Have an account? Sign in

See what’s happening right now

national mining association D

Tip: use operators for advanced search. ﬁ

Trends
#PickYourTeam Fromoted #BlackBerry10 Gayle Trotter #FLyricsWeAllKnow #100ThingsThatMakeMeHappy GDP
#MNBABands #icot Senate Chicago
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Survey the Landscape

Additional Tools




Survey the Landscape

Google alerts

* You can use keywords to receive email alerts when your topic is
mentioned

Google o s [ | + s [

Alerts
Search query. | | | Wonitor the Web for interesting new content
Google Alerts are emall updates of the latest relevant Google results (web, news, etc ) based on your
Result type: Everything - quenes
Enter 3 search query you wish 1o montor You vall see 8 prevew of the type of results you'l recene
How cften:  Once a day - Some handy uses of Google Alerts include
* MONItONNG 3 devsloping news story
How many.  Only the bust results - * kesping cument on & compettor of industry

o getling the latest on a celebrty o event
Delvest to: anfkhann@omat.com o * keeping tabs on your fmonte sports teams




Survey the Landscape

Paid search tools

* You can also use a variety of paid search tools such as Radian6,
Sysomos and Visible Technologies to do the basic monitoring for your
company

radian® WVISIBLE  sysomet

TECHNOLOGIES

www.radian6.com www.Visibletechnologies.com WWW.SYSOMOS.com
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http://www.radian6.com/
http://www.visibletechnologies.com/
http://www.sysomos.com/

Survey the Landscape

Best practices
 Listen

* |[dentify

* Plan
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Lunch Break

12:30 - 1:00 p.m.

* Lunch is in the back

 Edelman staff will be on hand
to answer any questions



Interactive Learning
Part 2

1:00 - 3:15 p.m.




Survey the Landscape

Survey
the Landscape:
Online
Conversation
Monitoring

Join the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!

2 NMA
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Content Planning
and Creation

1:00 - 2:15 p.m.




Content Planning and Creation

Survey
the Landscape:
Online
Conversation
Monitoring

Joining the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get ready!

2 NMA
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Content Planning and Creation

In this section we will cover:
* Content, what content?
* Get started

* Examples of content

* Best practices
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Content Planning
and Creation

Content, what content?

T




Content Planning and Creation

Create compelling
content

Measure Promote high-
performance performing content

Relevant

Visual Engagement Promoted Post

Tailored Sentiment Promoted Tweet

Actionable Featured Video

Earned
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Content Planning and Creation

Get started

*  Objective e Creative brief

* Audience *  Wireframe or storyboard
e Strategy * Text or script

e Content calendar * Design

 Message * Launch

* Type of content *  Promote

* Project timeline

2 NMA
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Content Planning and Creation

o N MEDIA WE TRUST

— RS
 INFOGRAPHICS ool

1 ——:Li\}wl: BIVOLUTIONART MARKITING TOOL e nd d“ ~ ’-
i 28 00 NP m 1 Wik W pérati and the smeraneent In WHch we e,

s

COMMITTED TO OUR EMPLOYEES

Enployses are the comentone of 115 minarals mining. and ther heoh and safety
& o top ety

£ g v Cwer Py T T
Y T CHICUE T Dt
= sy e

M Sy, T 3 o P o Ay
S, ey b e et enpye
o Y e, Gt €y

[ 003 JoN] mouerm et |
O

COMMITI’ED 10
THE ENVIRONMENT

i
®

minesatsmakedife org




Content Planning and Creation

?7? )’P

better %7
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http://www.youtube.com/watch?feature=player_embedded&v=uAfGH5CqGCc

Content Planning and Creation

at aglacial pace.
VOII know'how that thrills me.




Content Planning and Creation

PowerPoint Video
deck on speech on
Slideshare YouTube

Create a Transcribe
webinar or Announcement for blog

training post

Turn into a Extract
whitepaper, charts and

eBook or infographics
column

2 NMA
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Content Planning and Creation

Best Practices

* Evaluate upcoming events and activities into a weekly or monthly
calendar

* Develop unique, interesting and shareable content

* Make complex information easier to understand
 Create an entree into new or existing conversations

* Optimize content

* Share your content on your website and social channels

2 NMA
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Content Planning and Creation

Survey
the Landscape:
Online
Conversation
Monitoring

Join the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!
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Content Planning
and Creation

Search Engine Optimization (SEO)

T




Content Planning and Creation

SEO: The art being found

* Text and keywords

* Content
e Channel
* Measurement
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Content Planning and Creation

58.4%

of top three Significance

organic search of Search
results receive of all

clicks on Google

710%

of the links search users click
on are organic results

5%

of users never scroll past the
first page of search results

80%

of unsuccessful searches are
followed by keyword refinement

94%

increase in CTR when users are
exposed to both search and social
media
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Content Planning
and Creation

Text and Keywords

T




Content Planning and Creation

Optimizing web properties

Leverage insights from keyword research
Write first, then insert keywords
* Primary and secondary word assessment

Rule of thumbs for basic coding
* Meta data

* Titles, description, keywords

Headline tags
URL structure
Alt tags

Links

Embed social media content into your website / blog

2.4B

people across the world use
the Internet

81%

of U.S. adults use the Internet

18-29

year olds are the most of any
demographic to use the
Internet
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Content Planning
and Creation

Content

L LA




Content Planning and Creation

Optimize rich media and images so they can be found

PHOTO

[NAME IMAGE]
[NAME VIDEO]
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Content Planning and Creation

Optimize PDFs and text so they can be found
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Content Planning
and Creation

Channel

L LA




Content Planning and Creation

Twitter
* Apply keywords in:
« Twitter profile and username

* Bio / Descriptions / About / Contact Info.
* Tweets and hashtags

R
BN

ACT For Mlnlng (©]

(o)) llr‘lng an
s ihe Tw r»..uk W Nationa Minng A

ACT For Mining
1rv~~v~rv1r
WD 10 SOT0w - Rebash - View . C0pper, DAl

ACT For Mining
WATCH Permitting Delays Hindering Amenca's Economic Growth
‘ ynsOk T ¥ )

300K

new visitors daily

750

Tweets every second
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Content Planning and Creation

Facebook
«  Apply keywords in: 1B
* Name active monthly users

* Description/About and Contact Info
* Vanity URL and Page name

. Content ] 2.7B+

likes + comments per day

INV STINGIN =~

OUAEERE |

96%

: of consumers say that they
== are more likely to recommend

—— i W:g a company after becoming
SRR . A | == a fan
' 2= -5
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Content Planning and Creation

Google+
*  Apply keywords in: 500M USers

* Profile name
* Description
* Profile image

* Photos 68%

e Recommended links are active users

* Headlines

$585M

the cost for Google

- |
;
E cHeolEP R

s SNMA a1




Content Planning and Creation

YouTube

*  Apply keywords in: 800M

e Titles
Descriptions

active users

Keyword tags

4B

videos watched daily

60 hours

of video uploaded every
minute

Pastured Diaytists

2 NMA
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Content Planning and Creation

LinkedIn
* Apply keywords in:

Company profiles
Description
Posts

Photos and captions

Youtn 300 Gioaal Deveispment A Corversazen on
Prospenty ere.

2 new users

per second

1AM

users in the United States

200M

active users
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Content Planning
and Creation

Measurement

T




Content Planning and Creation

Measure success

Benchmark

|ldentify goals

Assess
Optimize
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Join the Conversation
2:15-3:15 p.m.

N\
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Join the Conversation

Survey
the Landscape:
Online
Conversation
Monitoring

Join the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!

SNMA
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Join the Conversation

The engagement mindset

Open
Honest Consumers/Customers
Credible Pundits/Thought leaders
Meaningful Employees/Franchisees

A company’s authéntic participation in the bublic dialogue

Listening Online
Co-creating Offline
Mobilizing News

Acting Media

2 NMA
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Join the Conversation

In this section we will cover:

* Blogger engagement

e Social platforms
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Join the Conversation

Blogger Engagement

- \\\\\\.‘, .

~

™




Join the Conversation

Conversation about your
company and its key issues

are occurring online—
regardless of your active
participation

SNMA 101



—————.

- -

But you-cannot
just dive in
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Join the Conversation

Blogger Engagement 101
 Reach out to online audiences

Determine key influencers in your community
Identify appropriate bloggers to engage

Prepare engagement materials

Draft personalized emails to bloggers that communicate key and relevant messages

Contact appropriate bloggers

Send engagement materials via email to explore mutual content partnership

Maintain relationships with influencers

Follow up with bloggers to provide additional insights and strengthen relationships
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Join the Conversation

Responsive engagement

* Through online monitoring, identify blog posts that merit a response
* Consider posting a comment on the blog when appropriate
e Say “thanks”

* |If there is misinformation, offer fact-based viewpoints to respectfully correct

* Avoid engaging in unproductive back-and-forth debates that may distract from core
issues
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Join the Conversation

Opportunistic topic engagement

* Opportunistic outreach will open
direct, topic-based conversations
with targeted online influencers
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Join the Conversation

Proactive relationship building

* This step is critical to building quality relationships with targeted influencers
* Relevant allied blogger
* Relevant influential blogger
* Neutral influential blogger
* Negative influential blogger

* Evaluate reasonable objectors
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Join the Conversation

Editor Sersh Worthmen sicsh. worihman@paich.com E)  Bues ss¢ paichmewsensr  Nestyw Jon Sgnm

° Drive more local traffic
FoxPomt-BaysndePatch . 10

oW+ Patch

Hews

Update

Dress Sizes?

Minerals Make Good Neighbors

bl
Posted on February 15, 2013 at 4.05 pm )

What's Weight Loss Goal?
BiRscommend <19 W weot (0] FJEmail A Print @9 Comment

People are the core of U.S. minerals mining

We respect and care for the health and safety of

Sponsored Links
our employees, the well-being of the m! Limited Disney Vacation!

communities in which we operate and the = Get a FREE 7-Day Florida Vacation Stay 1o
5 R . p— Disney

environment in which we live o 1 BRI COM

In 2012, minerals mining had the second-safest »“' i)

2 New Diet Pl Sales Soar

year on record. Our CORESafety® initiative sets L New “fast acting’ diet pil flying off sheives
the standard for commitment to our employees’ ] admist consumer frenzy

health and safety. We are seeking to eliminate TeonttnAifastyiaadigest.com

fatalities and reduce the rate of worksite injuries

by half in five years

Gun Control?

Should The Federal Government Regulate
Guns? Vole Here Now,
WWWE NeAIMax. com

The U.S. munerals mining sector also strives to
support local communities. Not only througl

@@ Vpload Photos and Videos




Join the Conversation

Guest blog posts/ comments

Consider introducing yourself and reaching out to blog/website editors that
post content relevant to shared issues and interests

Offer guest posts on relevant news and insights to be posted on a blog that
has shared readership

Read and post positive thought-provoking content on local blogs and message
boards that discuss mining issues
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Join the Conversation

wr BUSINESS

E us - amrcts Tha o F Hitse aox Whellow
FRONT PAGE POLITICS SMALL BUSINESS WORLD TECH MEDIA GREEN S ARTS SCIENCE LIVE ALL SECTIONS
Business * Small Busness « Money « Obamacare « Mark Gongiof! « Jeffrey Young On Hesthcars

ey T B
=W et

Cash-Str. U.S. Postal Service More In Business: FBI | ig Heinz... Iconic American Brand Lobbying
Hopes You Will Some Of Their Camival Cruise Taxes... Freaky’ Min Against Key Obamacare Provision
Dope All-Weather Gear Waae Theory...
| o7 on e 606 |
THE BLO G Fealuring fresh takes and reai-ime analysis Barry Levinson Dr. James Hansen
from HuffPost's signafure newup of contrbutors Pete Townshend Russell Simmons
‘ Mark Daniels GET UPDATES FROM MARK DAREL S llﬂl
e X wra =2 4 L Lke
Pdeih i o B = L B is Camn

A New Look at Plastic Bags ol biamcn el

React)> imspireg Greedy Typcal Scary  Owirag 3 9
Read more? Plashc Bags . Pasac Sag Recycing  Recycing  Susness News

Plastic bag recycling has caught some attention in
recent months as the ongeing discussion of plastic
bag legislation has become a highly debated topic.
To straighten out some myths regarding plastic
bags and plastic bag recycling, I wanted to respond MOST POPULAR
to Lisa Kaas Boyle's post here on Huffington Post
Green to explain the real benefits of plastic bag
recycling and what our company, Hilex Poly, is
doing to make the process easier and more
convenient for consumers across the country.
After all, this is a topic that Hilex is incredibly
familiar with as it is our job, and the job of more
than 10.000 emplovees of the plastic b
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Join the Conversation

Best practices: Blogger engagement
* Industry knowledge and personality matter most

* Be committed

* Be informed

* Be resourceful

* Be personable

* Be in touch

* Be informal

* Be conversational

* Be knowledgeable

* Be respectful

* Be helpful
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Join the Conversation

Social Platforms




Join the Conversation

Trendspotter
Identify pop culture/trends at large for the day

Designer
Develop content that addresses the topical trends proposed
by the community manager.

Analyst
Evaluate performance of content, including high-performing conten
that should be boosted with paid media

Media Expert

Identify which ad and targeting options are best as well
as a timeline for promotion

Understanding what topics will resonate
with their community. Identifying niche
trends specific to their community

Studio Manager

Assigns additional resources based on needs;
ensures timely delivery of engaging creative




In order to succeed, yo
have to be one the mos
interesting in the feed



Join the Conversation

VW is excited to celebrate the final

journey of the Shuttle Endeavour. What
an adventure it has been.
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Join the Conversation

Volkswagen USA
s September 21, 2012

SPOTTED: Shuttlebug.

!IILI'
I'. ,
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Join the Conversation

Fascinating posts are:

0060

Relevant Timely Unique Insightful

0000

| p——







Join the Conversation

Facebook 101
¢ Assign a community manager or team

* Create an editorial calendar (plan posts around
events you know will take place, like the State of

the Union address) “Facebook has an interesting challenge when
*  Use monitoring and Facebook Insights to inform it comes to newsfeed products. They tend to
content reward images rather than links and the sort

of journalism we do. It means we spend more

* Promote content that is performing well to extend
its reach and build engagement

time about Twitter.”

* Answer questions and drive visitors back to Former Facebook executive Chris Hughes
your website

* Set expectations

Content

Update content at least once/day

Keep posts under 200 characters

* Use a consistent voice

Post photos, videos, calls-to-action, industry and
company news
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Join the Conversation

Facebook Filters
Myth:
100% organic reach

f

February 2012:
Facebook announces
average of 16% reach for
brand content

September 2012:
Facebook reduces reach
to 8% average
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Join the Conversation

Advertising on Facebook

News Feed
Mobile

Right-hand
Side Desktop




Join the Conversation
TW|tter 101

Assign a community manager or team
* Use monitoring to inform content
*  Build out your “follow list,” with like-minded groups, companies and organizations
* Encourage engagement within your Twitter community to build credibility
* Maintain your page, keep content fresh, relevant and interactive

Place links about 25%

Content of the way through.
| analyzed the length of 200,000 link containing tweets
> Time of Tweet and found the highest CTRs on links that appeared

approximately one-quarter of the way through the tweet

¢ 70% of Tweets that are engaged with have links
» Strategically position rich media links in tweets
¢ Shorten URLs using Bit.ly or HootSuite

* Use “via” or “HT” when crediting others

* Mention at least one other group or other relevant accounts oee

« Create hashtags pertaining to relevant events o0 skl
* Retweet (RT) followers and allies

* Share local news, insights and links to relevant photos and videos

Beginmng Middie End
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Tweets Resuits for National Mining Association

People
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Follow
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Expand

America’s Power anicasFosar an 16
National Mining Association's Hal Quinn “Let's keep all our
#energy players on the field " #SOTE!

Expand
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==
J
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(y PantnersdEnergy Famrecsabneryy Jua
w The National Mining Association recenty updated tis map which
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Check out Ihis great video Trom 1he National Mining Association
on the importance of mining to the US economy: b ly/w3agAg

Expand
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https://twitter.com/search?q=National Mining Association&src=typd

Join the Conversation

Advertising on Twitter

Rockin' respoﬁsive child themes for real estate, and very soon a
.Y new installation service w/ or wio 1DX setup! ow ly/hLgSg
Expand

Who to follow - Refresh - View all

khagey @keachhagey
Follow
Promoted

Account gg;;:ﬁrey Stevens (@shell_stevens
P =8

Sam Stein @ samsteinhp 52 seCs
Read the actual charges against Jesse Jackson Jr. via
@ryanjreilly huffingtonpost.com/ryand-reilly/....
Retweeted by Christina Wilkie
[ View summary

_ ACTJAC @ACTIAC
& BC ooy

- Wildfire by Google - wildfireapp Feb 11
[WIDEO] The key to social marketing success? Software that
helps you launch, analyze & optimize your social campaigns:
bit ly/Z4dH2Z Promoted
P Fromoted by Wildfire by Google
Followed by Christian Bergner, Roxo TCU and Shellie Blum. Tweet
Expand

e B2 &

Browse categories - Find friends

Trends - Change
#FishFriday EJ Promoted

Promoted #ifw

#RussianMeteor Traditional American . RightWinoAngs
Trend Herman Cain #Pray RT @persecutionnews Imprisoned pastor “might die
#tcot & unless he receives immediate attention.” #lraq ow_ly/hKn''h “rjc
#yzwhuzz Expand
Soccer Star Comes Out
Earth Shellie Blum 2shellieblum 4 mins
#ThoughtsInClass @Shicl_::oks @geoff_dewt_eauer @Gabriele_Corno @_busydoc
Han Solo @JenniferManieca @UntitledGd_ATx @OreBobby @TDG_1

@Mediacation1 summer yeal
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Join the Conversation

YouTube 101

Assign a community manager or team

* Create a branded YouTube channel for your company

* Send “friend” requests

* Share videos that show the personal side of your company

* You can also create playlists with information pertaining to a specific topic such as employees or
mining

* Syndicate the videos via social networking websites

Content

*  Optimize your YouTube channel

*  Optimize your YouTube videos

* Use YouTube to embed videos into your website

* Ask partners and online influencers to link to your video
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Join the Conversation

Advertising on YouTube

(1 Tube} a

Uploaded videos

Promoted
Videos

Pre-Roll
(Google)

CHRISTOPHER J. NASSETTA
President £ Chied Executive Officer
Serving in McLean, VA £ Watford, UK

Hilton Worldwide Global Week of Service 2012

bt Hilton Worldwide 44 wasos 1157
N: EI.’?.\ E Subscribe 7 Y >
Lo L2 About = { ~
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Join the Conversation

Flickr 101

¢ Assign a community manager or team
* Add, tag and organize your photos

e Utilize sets and collections

* Share your photos via social channels

Content

* Create a transparent and authentic identity

* Share interesting and original photos and videos

* Familiarize yourself with the Flickr Community Guidelines
* Engage thoughtfully with other members

e Join groups to share photos on a common theme

2 NMA
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Join the Conversation

Linkedin 101

* Assign a community manager or team

* Add your location/industry

* Foster an active community of company employees

* Enable blog RSS feed

¢ Use plugins on your website to grow and engage your audience

* Create LinkedIn Groups and invite people to join to increase engagement and grow your company’s
network

Content
* Use status updates to build an active, engaging profile
* Leverage analytics to optimize
* Enable sharing
*  Optimize descriptions and specialties
*  Focus on relevant industry news

* Participate in relevant discussions
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Join the Conversation

Advertising on LinkedIn

Linked [} Ads Do Amacy {indwye Linkadin Home - Cosfisct Linkedin - Help

1
Create Ad Campaign

|

@ e Feanue Try 2 vigeo campaign today! Setect Vigeo trom te Media Type drop down

£ g % Tol To2 T3 Tps
I ’iwm 1 Tip. An image can help your Ad draw more inferest
Narouios N P e T 0.20% morw cHks e
Mﬁ, ; e Tw'f | members won' see the FAG S
Engish [ (B ] Nnonzinipuay
Ads In This Campaign
Create up 10 15 3d vanalions o test which image and text perfoms Square | T | Lo Example Ads »
Ad Varation 1 Your Headline
Your Ad Descripion
Ad Destiration:
i st Closa Your Books Faster
= = Accounting Software for Smadl 8 Midsze
) Apage on Linkedin Companies. Got 2 Free 30-Oary Trat

.A:' - Chek 10 enter a descnption of up 1o 75

Clck to enter a headine ﬁ Invitation from Linkedin
- = 209 ol 7
characters to span 2 lines

HECH. AZQUID New

From: Edeiman




Join the Conversation

Google+
* Assign a community manager or team
* Create post headlines
« Utilize images and videos in posts
* Include keywords and relevant links on your about page
* Connect with your audience by using Google+ events such as Google+ Hangouts
* Post often and optimize for best search results

* ldentify relevant users and conversations to engage with

Content

* Produce and share compelling content
e Build authority
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Join the Conversation
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Join the Conversation

Survey
the Landscape:
Online
Conversation
Monitoring

Join the Apply what you
Conversation Learned

Content Planning Content Planning
and Creation: Get and Creation:
Found Get Ready!
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What is NMA Communications
Place in Social Media?




Count on Coal

SCOAL = s e AMERICA’S COAL

MEANS ELETRCITY.

Join Us in Our Figh
Affordable Electric

il
i L
Count on Coal pa
FACES of Coal

Articie: Coak The cleanest energy source tere Is7 - Fox News

Feb 20th, 2013 'I

| : osi
P m——— e b e o0 1 Aoecates enengy! Sgn
oo n
Follow Count on Coal

Articie: New technologies reduce environmental impacts of coal-firad plants - Engineer Live

Feb 11h, 2013

F ' ) he re f clean r energy At

_ 2y w '

.‘ - W
Articie: Feds continue funding lilinols clean-coal project « Fuel Fuox

Feb 11th, 2043 Sign g

TWeels « 1w sem
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1 Drovert redstiod made ie

FuturaGen clean-cod project
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CORESafety

CDRESAFETY.

WHY CORE SAFETY CORE SAFETY
® rome ® Core sarery ® overview ® [ RAMEWORK

What is
CORESafety? ‘ -

A commitment to the CORESafety
safety and health of 7 ' @NMACORESalety

for e N w's
mining employees. Follow CORESafety : o 2y and heath of

Sign up Tweets

o CORESafety
. ok eopeTeny T Luchy Wy Mne
:D\ vty the Industry benchmars $¢ o A

enchmars for operason

Achleving a Core Value Latest Resources

The CORESalety nitialive s an ® e
Industry-wide partnership built on a
foundation of leadership, culture and
health and safety systiems

6 t‘l .

" CORE uvfx.

SNMA 134



Break

3:15-3:30 p.m.

* We will resume promptly at 3:30 p.m.,
please grab coffee and a snack



Social Media Governance

3:30 - 4:00 p.m.




Governance

“It takes 20 years to build
a reputation and five
minutes to ruin it. If you

think about that you’ll do
things differently.”—Warren
Buffet
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Governance

The exciting portion

of the program
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Governance

“Spectacular achievements are
always preceded by

unspectacular preparation.”
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Governance

Who benefits?

* You

* Your employees

* Your organization
* Your industry
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Governance

dooce

 [doos] verb, dooced

» —-verb (used with object) 1.to fire or
sack an employee for the contents
of a weblog: She got dooced for
writing about her coworkers.

* Origin: 2002: Weblogger (and
current HGTV personality and
author of www.dooce.com) Heather
Armstrong, is fired from her
graphic design job.
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Governance

70% % of recruiters who have rejected candidates based on
information found online
VS.
% of consumers who think online information affected their job
search

41%

Reputations are
Ilke dlamonds ‘ .. Consumers

13% 14%

L Recruiters
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Governance

It is not just your

reputation at stake
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Governance

* 2007: Whole Foods CEO John Mackey is
caught using a pseudonym online to
attack a competitor in financial news
forums

* After significant reputational harm,
Whole Foods moves to restrict all
employee communications online

Whole Foods to restrict online postings after CEO
brouhaha

Heather Havenstein (Computerworld) 09 November, 2007 11:24 ® Commen ts (5) El Like ‘

<< Arguing Over The Constitutionality Of Online...

Whole Foods CEO Caught In Embarrassing Message
)4 Board Brouhaha

from the lydpt
" The FTC's decision to pp e Whole Foods® acquisition of Wild Oats is the result of a misguided
Stupidity and myopic df ition of what constitutes the relevant market. Ar dwhl any expect Whole
by Joseph F ods to lt tlyp ail, the proceedings hav h L tf the company's CEO, .J hn

......................................................................................................
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Governance

In today’s political
environment, we cannot
afford unforced errors or

self-inflicted reputational
wounds
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Governance

g'

ALY

:
o R

W/

It's not all

o 4

.\ \
~downside \\1 - 4
b '.'*. _ *;i O

ISRV ISl Y 47 °0
l' '\ ! '. E ’
L LW ¢
. ‘..;:'7},1‘:{ /
A
.! '

A

““*Guidance drives
» aparti‘cipation

.‘ .

Participation drives
connection

Al
Y

Connection drives

relationship
!

Relationship drives
trust
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Governance

EMPLOYEE
RESPONSIBILITY

TRANSPARENCY PERSONAL VS.
PROFESSIONAL

SOCIAL MEDIA GOOD
CITIZENSHIP BEHAVIOR
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Governance

Require it
universally

Identify and
motivations



Governance

It’s a blurry line

Personal vs.
PrOfeSSionaI Audiences will hear

you based on their
own biases
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Governance

Employee
Responsibility

Proprietary
information

Communities are
global and
diverse

Safety first
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Governance

Social Media
Citizenship

Not just laws
but mores

Give credit

The Internet never
forgets
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pvernance

The
Internet=freedom
(or not)

Long live the
employee
handbook

Y 1 N C



Governance

Mike
Krempasky
General
Manager,
Digital
@krempasky
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Crisis Simulation

It can get ugly on social media...

Adt1 Tips

Total: ..V

/TA

Applebee’s

Jamuary 31 @

ﬁ

We wish this stuation hadn't happened. Our Guests’ personal

information - including their meal check - & private, and netther
Applebes's nor its franchisees have a right to share this information
publichy. We value cur Guests' trust above all else, Gur franchiszs
has apologized to the Guest and has taken disciplinary action with
the Team Member for viclating their Guest's right to privacy.

Like * Comment ' Share 0 1,084

i 5,965 people like this,

P

21,550

?J.

[J View previous comments

Alford Kessinger Should have fred the manager for lack of
training employess properhy,
Yesterday at 12:04am * Like * 37

Comet Vaughan LOL at the website stories zbout how
Applebees has committed socizl media suicide by their gross
mishandling of this PR, fizsco! Has Applebess reprimandad or frad
amyaone in therr PR departmeant?

7 hours 200 I.lkE

ViTIE & Oomment. ..

- =

~
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Crisis Simulation

Assume that it will always get worse...
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Crisis Simulation

What keeps you up at night with social media?

[‘R Amencan Rifleman ¥ Follow A~
" nan

'\ /f1

Good morning, shooters. Happy Friday!
Weekend plans?

& Reply L3 Retweet W Favorite

B e CHNE HUESS

SNMA 157



Crisis Simulation

It can be a scary world out
there...

Upset Disgruntled
community staff

Labor-related members Regulatory

1 Safety issues changes
issues

NGO criticism Legal issues or
(strikes, class action
protests, etc.) lawsuits

Rumors or
lies
spreading

i) Attacks on Product
leadership boycotts

Controversy
regarding :
comments Financial 1) Accidents

Controversy Supplier made by issues or major

regarding relations leadership CnsIS
marke’émg or event
a

campaigns

Social media is a channel for all of these
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Crisis Simulation

Crisis defined

Any situation that runs risks of:
¢ Interfering with normal operations

Falling under intense media and/or online scrutiny
* Government and/or legal scrutiny

Putting reputation at risk

Escalating in intensity
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Crisis Simulation

New reality #1: How people learn about news & info has changed
* Search engines are the new homepage

GOL)SIQ oil rig explosion Ak S

- 10 of zbout 3,650,000

Spongorad Links

Oil Rig Explosion Lawyer Sponjorad
wwe.oilrigexplosion ory  Expenenced In Oil Rig Explosions. Get Help 868-\5231803

INews results for oil rig explosion
P Lawsud filed against companies for oil rig explosion - 2 hours ago

A federal lawsuit is claiming the companies connected to an oil 1ig exNosion

in the Gulf of Mexico were negligent. The suit was filed in Louisiana ... Sed vourad here

CNN (blog) - 2655 rzlated adicles »

Oil rig that had explosion sinks. 1}

US APNewsAled - The Associated A . . o i
Injured in an oil rig ace

Latest results for oil rig explosion - Payse o e TR s

lineback: There's a ramotely operated vehicle undery
after oil rig explosion off Louisiana
Twitter - 1 minute ago

www.doyleraizner.com

Robot battles to stern Deepwater Horizon oil spil 50  tes
Times Onfine - | minute ago —
Deapwater Honzon rig, which had been dnfling for o
night, collapsed and sank yesterday after being engulfed by 3 ...

Transocean Rig Explosion Update:
Major Oil Leak Continues

Phato gallery: Images from the Gulf rig explosion
al.com - 6 minutes ago

lance arm|

lance armstrong

lance armstrong news
lance armstrong doping
lance armstrong oprah

o oil 1ig explosion. (0.33 secongs)

Rig Accident Law Firm
Years of Experience Helping

Mantime Famlies - 883.571.1001

PAID SEARCH

View customizatipns

OPTIMIZED
SEARCH

SNMA
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Crisis Simulation

New reality #1: How people learn about news & info has changed
* Breaking news drives online searches

Interest over time -
The number 100 represents the peak search volume [ | News headines Forecast -:_f )

100

&0

Ed

40




Crisis Simulation

New reality #2: There is a vacuum for content online

If you don’t fill it...somebody else will

00:14/102:40 | SHARE W‘T)){E
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http://www.colbertnation.com/the-colbert-report-videos/24039/october-17-2005/the-word---truthiness

New reality #3: The new customer

Crisis Simulation

service hotline

Satisfaction guaranteed...or at least broadcast
* An entire generation is growing up that will

never dial a 1-800 number to reach

customer care or to report problems
* Frustrations will be shared online and in

real-time

* Viral videos may spark media attention,

regulatory involvement, litigation

* Social networking sites are avenues for

crowd-building and activation

More OSHA violations from Faulconer Construction

ajohndough ; 4512

- m Subscribe ¢ =

i Lixe B About

Uploaded on Aug 26, 2009
3 aat wdeo taken befo

25 3 great wdeo taken before the (F-set z-9oems collapsed. Se
) faot . { b {




New reality #3: The new customer

Crisis Simulation

service hotline

Satisfaction guaranteed...or at least
broadcast

GO Ugle |united airlines

Advanced Search
Preferences

| ’ Search

Web [ Shaw aptions...

United Airlines - Airline Tickets, Airline Reservations, Flight ...

Airline tickets, airline reservations, flight airfare from United Airlines. Online reservations,

airline ticket purchase, electronic tickets, flight search,

.. B Show stock quote for UAUA

sy, united. comnd - Cached - Similar -

4 Two months after its
release, “United Breaks

Guitars”
was still the third listing on
Google for “United
\_ Airlines.”

Beqin flight search

Senices & information

EasyCheck-in Onling

Eannane

Mileage Plus
Iy itineraries

Iore results from united. corm »

ltineraries & check-in
Change yaur travel plans

United Airlines: Mileage Plus, United Mileage Plus Travel Rewards ...

Earn airline bonuses and reward miles for airline travel and hotel discounts. Airline
discounts, flight pramations and more with United Airlines Mileage ...

SONG 2 s posted C|ICk herel YA youtuhe com There is now a video
response; wnw, youtube. com Full Story: wsw. davecarrollmusic. com - In the
SpANG ...

ey youtube. comfwatch?=5Y GedzOgozo -

€5

Byt

Atale of two planes: Review of United Airlines business class - 22 hours ago

But on my recent buginess class flight fram Washlngton Dulles to Londan Heathrow an United
Airlines, | thought the tide had finally turned. .

Examiner.com - 33 related articles »

The Plain Desler Ajrline travel: Luggage fees expanding to international flights -

- cleweland.com

Chicago Tribune - 23 related articles »
United’s Mew Service to Madrid: Flights from $193 OWY - Cheapflights.com

2 NMA
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Crisis Simulation

New reality #4: Transparency & access is the new standard
* Opposition/critics are very sophisticated

®

4" Coal News 0 &

ol al adad al ad

Facts on *Clean Coal

The Dirty

Top Ten Reasons Clean Coal is Dirty

#1: "Clean” Coal Increases Rates of Disease
The Unted States
every person i the country, every day

Seanch

#£2: "Clean” Coal Kills Jobs

Cheow ot what [ Coal hat b2 say
a00ct 1 Mk berets of oo oo
Tou rd yoer taniy!

Despete coal industry clamms that coal mnng creates lots of ybs, the truth = that
dos to noreased uss of machnery nstead of

Cumect has nb penabed fram 108 000 minees o 1048




Crisis Simulation
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Crisis Simulation

Crisis principles have not changed...maybe just the pace

* The public wants to know:
* What happened?
* Why?
* Who or what is to blame?
* Who is in charge?

When did you know?

What are you doing about it?

How do | know it won’t happen again?

;_A -



Scenario #1: Discrimination Gone Wild

A Latina single mom with two recently applied for a position within your operations. She did not get
the job due to her inexperience and lack of availability to fill the required hours. Recently, her
husband died of cancer after fighting for months through treatment; he worked at your operations.

After finding out that she did not get the job the woman turns to her Facebook page to tell her 125
friends/followers that the company is racist and that she was not hired due to her race; she implies
in her post that several racist and sexist remarks were mentioned during the interview process.

Several of her friends pile on to the post and start commenting. A number of them decide to start a
Facebook Group titled: “Company X is racist”

A blogger picks up on the story and triggers some local media coverage of the issue. The local media
goes out to the woman’s home and interviews her and her kids. The main TV station posts the story
on its Facebook page, which triggers hundreds of comments.

As a result, the company’s Facebook page starts to receive hundreds of “drive-by” comments calling
the company racist and heartless. Every proactive post by the page is met by dozens of negative
comments.

CNN picks up on the story and the producer starts posting comments on the Company X is racist
page looking for people to appear in the segment.
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Scenario #2: “OSHATube”

Upon arriving to the office on a Monday morning, you see a number of incoming posts from
overnight on Twitter and Facebook sharing links that lead to a video on YouTube that is starting
gain traction.

The video allegedly shows a number of your employees taping OSHA violations at one of your
work sites. In the video they claim that violations are rampant and that despite multiple
attempts to communicate to management, no one is taking notice. They decided to post a
video following a recent accident where one of their comrades was hurt - albeit minor, but
enough for them to feel uneasy that something worse is brewing.

The workers in the video have name badges that are legible and after confirming with HR it’s
confirmed that they are indeed employees.

No reporters have called, but you are starting to see viewership on the video increase by 100
every 30 minutes and 10-20 new Tweets appear every 15 minutes.

After doing some research you notice that one or two of the workers mention on their own
Facebook pages that they are talking to an attorney for guidance on what options they have as
whistleblowers or even getting the company to change its ways.
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Scenario #3: Imitation is a Form of Flattery?

At 3:30 p.m. on Friday afternoon you get an email from one of your colleagues congratulating you on
the cool new website that the company just launched. You are a little perplexed, the company recently
launched a new marketing/ad campaign, but that was three weeks ago.

After a bit of Google searches you find a site that looks just like your marketing/ad campaign, but it is
saying the complete opposite of your message. The campaign has a website, keyword ads displaying
on Google tied to simple searches of your company name, it has a Twitter account and a YouTube
channel. The people behind the campaign even sent out a press release on PR Newswire listing your
name as the contact and including a fake quote from the CEO.

The campaign is gaining traction and more awareness than the original campaign. Environmentalists
are speaking out in support and enthusiastically sharing this campaign and excited that your
company has finally changed its ways.

Upon further investigation it appears that the campaign was launched by a small coalition of 2-3
environmental NGOs (e.g., Greenpeace). They have not come out publically stating that they are
behind the campaign.

Sure enough, within minutes of discovering this you get a phone call from a local hewspaper asking
for a comment about the change in heart in your company’s messages. The reporter is looking for

comment.

Hundreds of people are now going to your company’s Facebook page congratulating the company.
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If you have any questions or would like further
information please contact Michael Krempasky,
general manager at Edelman
Michael.Krempasky@edelman.com

» Edelman
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