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Keeping Control of your Brand.
On-line Reputation Management.

David Hughes
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Areas to Cover

e

 Why worry?
 How do you monitor your reputation?
 What do you do when it goes wrong?

StamfordGlobal
never & stop ® learning



Reaching Customers Through New Media Le Méridien

Central & Eastern Europe, Russia & the Baltic Region Vienna
) . - 18 g — x o o o

The next slide could save
your career...
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* One In five employers admitted that they used
social networking sites to search for information on
candidates

« Two thirds said the information they found
Influenced a recruitment decision

o 25% said that they had
and someone
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Careers Advisors...

Fesults 1- 10 of about 1,050,000 for online reputation management.

e

SN Attenalert

Who is talking about you?

Protect Your Reputation
Defendmyname Program

Control top listings In search engines
Competitors posting false information
Angry ex-employees or clients £
Terminated personal relationship o

Unfortunate “one time” negative blogs , ‘ﬂ REFUTAT,O" HA“

Unreasonable Customers

Internet{Reputation Management
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Digital Marketing Summit April 7-8 2008
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Would you employ David Hughes?

£
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David Hughes was a Fifties pop
idal ...

: : David Hughes - Fareign shores
david hughes illustrator. David E. Hughes
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(I wish | was a Fifties pop idol)
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“Google Is not a search engine.
It’s a reputation management engine.”

Wired Magazine April 2007
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How can | make sure that most of
the content people are looking for
IS controlled by me?

Sounds more like Search Marketing
than PR
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We need to know all about
search

The Basics for Reputation Management
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The Blg Three in the World

e

e Google
* Yahoo
« MSN

Will be others In local markets
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A Search Englne Results Page
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Reputation opportunities

 Natural Search
— Credible, Impartial
— Longer to change

e Paid search
— Buy yourself out of a situation

— Being used tactically more and more
— Your guality score is important



Paid Search and Reputation

« Campaigns up and running in minutes
* Presence on first results page possible

e The bigger the problem...
— The more clicks needed
— The more money you’ll need!



How do Search Engines work?

ney send a “robot” to look at your site
ney gather lots of data

ney put it in an index

ney apply a mathematical formula
ney rank pages from top to bottom




Google Uses over 200 Factors

e Text
e Links

e Quality



Visible Text — what will people see?

« Domain name
e Title Tag
 Headings

* Body copy

* |mage tags



Visible Text
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Meta data — text you want Google
to see

e Description
 Keyword



Meta Data.
(Right Click/View Source)

<meta name="keywords" content=

"digital cameras, digital camera reviews, Digital Camera, review
digital cameras, compare digital cameras, digicam, cheap digital
cameras”



Links — the company you keep

“Google interprets a link from page A to
page B as a vote, by page A, for page B.”

Lots of Links Is Good
Links from Good sites Is best



Google Quality Score

Do people click on this page link when |
show it for a search term?

he more clicks, the better the ranking



You then get a Page Rank based on
all these factors



Your challenge

e Create text that matches search terms

e Build links with sites that Google ranks
high



Reputation Management Guide

Know where to look
Monitor all the time
Know what to do if there’s bad stuff



What information?

* About your company
— Products

— Reputation
— Staff

 Marketplace
— Competition

— Political, Economic, Social, Technological,
Legal, Environmental



Know your market

e Customers
— Who are they?
— Where do they get information?
* Opinion-formers
— Journalists, Analysts, Industry figures?
— Where do they talk?



24/7 Monitoring

e Use traditional PR techniques
* Trade press, off-line media
e Add on-line tools...






Real Time Reputation monitoring

Blogpulse.com
Feedster.com
Google/blogsearch
Technorati.com

Yahoo News

Trade or specialist media



Pull them Into an RSS Reader

 Newsgator
 Google Reader
e Outlook 2007



And lots of others...

 Forums and message boards
— Boardtracker.com

e Search ideas and trends
— Google trends and Google suggest

e Social bookmarking
— Digg, Del.icio.uk, Reddit



What if you find something bad?



Don’t panic!

 Don'’t delay either
« Work out what Is really happening
o Get to the content first...



It's all true

Talk to sites

Phone and mail as well

Be honest, open

Don’'t make threats

Improve your product /service?

It's all lies!

Be polite

Tell the site they’re wrong
Ask them to remove content
Most will do

Lawyers become useful!



If you can’t get rid of the bad stuff...

Make sure good stuff ranks higher



It’'s search marketing...

What phrases give worst results?

Build content on your site to rank higher
Buy bad domains

Buy good ones and fill with content

Build content on other sites

— Blogs

— Social Networks

Link to Amazon, Facebook, media sites



When It all goes wrong...



Some problems won’t go away...



What would you do?



Be nice to Jake

Let him know you’re watching
Remind him of his brand advocacy
Hope Jake is nice

Keep watching...and hoping!



Matthew Peterson takes on Apple

flawedmusicplayer.com

OK, so Its just a few production flaws,
what can one bloke do?



* National Press in UK
 All over the USA
 \Word spread fast...too fast for Apple
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Kryptonite

Open bike locks with a pen
Make a video of it

The world Is laughing at you

10 days later an offer to replace
10 days too late?



Everybody’s talking about you!



Summary

* You have to keep monitoring
 Know what to do If it goes wrong
* Doing nothing Is very, very bad!



Good Luck!

David Hughes
davidhughes@nonlinemarketing.com



