Daring to Be Social:
How your peers are using social media to
increase business

October 13, 2010
11:30 a.m. Networking and Lunch

11:50 a.m. Welcome
Janet Wyllie, Grand Rapids Area Chamber
of Commerce, VP of Programs & Events

Panel Presentation
Moderator:

« Stewart Healey, Handicomp, Inc. and
International Golf League Federation

Panelists:
e Amanda Rogalski, viastore systems, Inc.

o Scott Seifferlein,
GrandRapidsGolfLesson.com

e Bob Koch, Rim Guard, Inc.

e Jennifer Puplava, Mika Meyers Beckett &
Jones PLC

Question & Answer

1:30 p.m. Conclusion

2:00 p.m. Optional 9 holes of Golf

Sponsored by: *

Thank you for attending the 2010 CEO Roundtable Rally.
We hope you will discuss this information further in your Roundtable
groups and within your organization. Special thank you to our Panelists,
Moderator and the Steering Committee.

Blue Cruss
Blue Shield
of Michigan




Panelist Bios

Amanda Rogalski, viastore systems, Inc.

Amanda Rogalski is the Director of Corporate Development at viastore systems Inc.
She is responsible for marketing and communication strategy and implementation for
the North American market. At viastore she initiated and maintains all social media
activity as a piece of the overall marketing strategy. She received her Bachelor's in
Business Administration majoring in Marketing and International Business and is
currently pursuing her Masters in Communication at Grand Valley State University,
Amanda is also the current President of the Grand Rapids Young Professionals.

Scott Seifferlein, GrandRapidsGolflLesson.com

Scott, PGA Instructor has been in the golf business for 17 years. He has worked in
Michigan, South Carolina, New York and Florida. His current company,
GrandRapidsGolfLesson.com holds the #1 location for golf instruction in West
Michigan. Facing the 18™ fairway of The Highlands Goif Club you can almost hear the
sweet sound of persimmon as if the legends who walked these lands were still there.,
Bob Hogan, Jack Nicklaus, Lee Trevino and others have grooved their swings on the
same practice tee that now hosts GrandRapidsGolfLesson.com at The Highfands Golf
Academy. Scott has previously taught at White Lake Golf Club, Middle Bay Country
Club, Advantage Golf Schools USA, Poxabogue Golf Center and Mines Golf Club. He
was recently featured at the annual golf clinic for Ferris State University President’s
Golf Outing, the 2009 MIGCA Winter Clinic, and on Grand Rapids Fox 17 News. He
has authored his own EBook titled Seven Golf Myths That Are Destroving Your Game.

Bob Koch, Rim Guard, Inc.

Bob is owner, along with a partner, of Rim Guard, Inc. a national manufacturer and
distributor of a patented liquid tire ballast serving the agricultural and construction
industries. Prior to Rim Guard, Bob was an owner and Managing Director of The
Charter Group, a Grand Rapids based M&A firm. He remains active with Charter as
needed helping to manage certain investment funds erganized during his tenure.
Prior to joining The Charter Group, Bob was President of Leisure Life Limited from
1985 to 2000, a family owned manufacturer of recreational watercraft, During his
tenure of leadership, the company grew from $1.5 million in sales to $20 million and
was successfully sold to Johnson Outdoors (NASDAQ: JOUT). Bob graduated in 1972
from the University of Michigan with a BGS degree. He currently serves as a member
of the CEO Roundtable Steering Committee for the Grand Rapids Area Chamber of
Commerce. He and his wife, Julie, have three children ages 19 to 28 and just moved
to Holland.

Jennifer A, Puplava, Mika Meyers Beckett & Jones PLC

Jennifer Puplava is an attorney and a member of the iaw firm of Mika Mevers Beckett
& Jones PLC. Jennifer routinely assists clients with technology law and intellectual
property issues. She counsels clients regarding trademarks, copyrights, trade
secrets, domain names, cybersquatting, data privacy, licensing, use policies,
development, and other cyberlaw issues. Mika Meyers Beckett & Jones is a mid-sized
law firm that combines the friendly familiarity of a small firm with diverse and
flexible skills, These attributes enable MMB) to serve the legal needs of individuals,
businesses, municipalities and institutions throughout Michigan and the nation.
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Amanda Rogalski — viastore systems, Inc.
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Amanda Rogalski

viastore systems, Inc.

®,  CGrand Rapids Area

£ % Chamber of Commerce

viastore systems - Global Supplier

* viastore systems is among the worldwide leading suppliers of
automated warehouses and distribution centers including warehouse
management software, material flow control, S/R machines and
conveyor systems.
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Why did we start trying social media?

» Budgets were Cut
*+ Extra Time

* We were already using the Internet and e-mail for marketing
purposes

+ Realized the phenomena of social media was happening not just for
people but for businesses

I

Started with Linkedln Company Page in early 2009
Started a Company Twitter Feed mid-2009
Started a Company YouTube page late 2009
Started a Company Facebook page late 2009

I

What are the results so far?

* Engaging and Connecting our Customers and Employees

+ Improved Search Engine Optimization (SEO)
— From Page 7 to Page 2 on Google Organic Search

* Number of Leads from the Internet increased from 1 per month to 1 per
week

« Editorial Opportunities

* Increased VisibHity in the Market Place
+  Stay Informed

* Promotion of Press Releases and Events

= Our end users were going to be on social media in some form eventually




What we were already doing —
Survey Monkey

* Engagement
* Asking our customers for feedback on our products and services
* Asking employees how we can improve project management

* Asking our entire database what information is most relevant to
them

— Helped us to divide our database into categories and send more
relevant messaging
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What we were already doing -
Constant Contact

* Tool to send information to our database
* Track who opened the message

* Track who clicked on what links

* Directly follow up with individuals

* Stay in contact with existing customers

* Getin front of new customers on a regular basis

Sdends v G Check g Tronslste v P <8 -

9

Page~ Safety Yooy

Bountes Spaam Repoits . Cpi-vuls _'op'un:: : : Clicks ‘Forwvangs

2 ean G 1075 @y auEn 0 g
Click-through Statistles
eskiik - s e o R L o ls:;'gf_::\‘g_n(::};i..tiarmsgzms o _a“;:;jf;-lliron’,ml’)iumsut_i{}_n_'.
2 9T%
32% g
2 /I £
3 aT% gb
4 194% g3
0 04% &
2 3 gY
3 Y [t
i 5% 0

3 100%




& o C 6 wwavusviastore.com
D wastone SRS, Comvn

i Seesforce - Profess.

G

=, Hpgeiny

sssteig 4 Paraing

< iger PGSy Syilon

e v Son

25042040
VASEIG DTS SRGIRT
. 4 Gelsbasned Crnnel tof Sedan
D AREGEY Surve et

PN 134012640
ServiceCorner VISt o

00 Jetie

 SirEpeROe R s

L fomaepd Bpatera

ag el buVIES

| vasgIEoT 4 Cstoomis Magaine
2 Servie T Brgetenes "!\mINDUWSTRY
e T Cave Buney s B s

e B T

edae easage
& B1cer Spost Ferty
Bie 5 Contar

&

y i Yotow viortsra
w Fiesd L e !

Coorit il
viastess on
(L)

i i

A KTE B g vhaboro sysms Rt <300 Ketdrick 8 Grand Rapkla, HIAGHIZ Proaw SIBSTT N0 nlnenflenshoelon

Fie Edt Yew
X Gogle|

g

v fppe - Safely + Toold

{‘S;arch ~wc§;"'

Vests for ol vistors - Goa...

GO()S‘@ Analytics viastore i e e Sedings Ty Account Help| 3

vy alkommarkatien

4 Dashboard

ACYARCAG BEGTAL
L Intalligance &%

Jul 1, 2609 - Jun 30, 2010
Compazng @ Jul 1, 2000 - Jan 38, 2009

Trenieyw

Boncimarkig
Hagr Oseriay
Hews Refurming
Languages
~isitor Trending

Shselule Unigues
Visilors

Pageiiews

Fugrage Pagenews : . . .
Time on Site i, 18,337 Visits 50.24 Visits / Day

o Pravious: YR8 (10107 Rieviots: 3325 (+54L075
Brouncs Rate P

¥ Visttes Laatty -
* Brawsor Capabities ; Jul 1, 2009 - Jul 31, 2009
¥ Hotwetk Propodiss ; 15,2098 - Jul 31, 2008

¥ Mobile

Aug 1, 2009 - fug 31, 2008 11.46% (2,101}

User Delined




C A T3 wwawdnkedn.comicon
M visstere ASRS, Conv..

7 |5 visstove systems Inc. Cortery

Salesforee + Profisss, Constart Comact i Hia *- {3 ong

candafippaish  Ady Connoctions  Selthgs - Mol Si

store. viastore systems Inc.

Syssemy

Qvarview  Followers (38} Anteity Cempanies Horma  Add Compaey
wastore sysloms is & leading manufaciurer of AS/RS, Conveyor Systems and WiMS Seflware Fullow company  2E
Solutions. Located in Grand Rapids. Mi, viastore systems, Ing. works ¢losely with aach client to
devalop full material handling systen: selubons utilizing one o many of our expandad

hilities. ASRS it and integeation. conveydr syslam dosign and integration,
contiol system desmgn. . axw

Laint o

Specialties
angineanng, design. sannulauluning

Cutrenl Employees (42 total, 27 in your netwark)

AT Ten Luwis
Director
Philipp Hehn Woemle 137}
Mamber of the Managamant Bosrd

Jeanotie Essink (G5
director Fop hacutions )

* Grealet Grand Rapide, Wonipan /red (78}
 Sulipat Avea, Seanany (13

o

tiaik Helloboe

ok M rer Akl

A LN A Gt o PR

T Heitin) Giend
€ 5 @ # O vanvinkedn.com
i askore ASAS, Cocd,

1 Detads { tickedin

it OBy

[ Boigstorce - Frofessio.,. - B Facebook famande d... 8 Homsate - ff Lopn-

Linked@ lome  Profile Comtacs  Groups  Jubs  Inbox {11} Mor... g(.muj_ty‘r:

(ﬁ Order Picking Warehouse Cperations
2 W
i _';«’"J Discussions  Fiembers Promehions  Jobs  Sewch  More. . < Blat & discus
«Previous  Pof i bel
wiastor has but logelner 3 sew compriaton of "goads 1o man” ar whai we cal
"praduct 10 persen (P2F) solubons from simple 1o snphisticated. Message me
for a copyt 8 pauple have joined the group.
oy : including HICHAEL IRULLEN, Tin

o e Blomme and Kichesl Onlz
Frinys e

Updutes: Last 7 Dnys

D Lice £ Comment Y Stop Fellowing % Figg v e Ram kilsinan commanled o
How do you measurs tha producliy
of an pider prcked?

IR AR - FBLoaven'y

2 7 commegnls

John Pack and 2 more commants

- on.
L How do you measury Use pruductiy
Do Dewns » Angnda, of an s.Jm P ? B
N fays 353 + 10 coweent
Serd me s copy 4tavs 55 soweenls

Thanks

Bes glupdel
Den Dewns

. Latosi Post
dondowns@askdci com : ”
i S

AXXGI OO

Livtens Brala Sea

AT I RN P




&
AL viastore AS-RS, Conv,
B8y Areount dpgrade

Linked Home  Proflie  Contacis  Groups  Jobs  Inbox {19} Mose... | pecpte, . i

Flng Paople  Advsnced Feapls Ssach  Refeonce Search d Sedghes

@ Levlsng for Sarvica Tachmician candidates? Pest your Service Tochnlelan ob on Liokedin

Seatch W resuty S Save Premium Search
Fing Lhe Aighit people i
Keyreo hall the time

Directer of Human Resources

Groater Grand Rapids, Michigan Area | Logislics and Supply . A
Sha anald
) e

* 2 shared comanchicns

isenice lechnicion -

tast Mame: Premiun Search

Teols:
Preméym fie:
Project Manager, PMPITPMIRCODIMTS ai Dematic Corp. : A:;m;; :;:,w skl
Graaler Grand Rapids, Michigan Ates | Logistics and Supply o Fuf profic actess

Chain

+ 1 shared connection

David Larink (23

System Engireer 3 - Controls ot Dematic
Greater Grand Rapids, Wichigan Avea | Logistics sud Supply
Chain

ot E ylhaced genaectien

Sarah Stark
Logistic Tachniclon at Totaf Logistic Control
Greater Grand Rapids. Michigan Area | Logistics and Supply

Do you wanl to mast
. - fans A fara wath nn o]

o 1 et

AL IS AT TR, U o

Gt E5h

! 5 vouribe - vinplorets's Chu.e

S

<« v TN Q‘:‘.\_.r\yw.youtut_)g._com;‘m i
v e Sesfocce - Professo,., B Facebook J Amonsa B... - ssoatsulte - B Logn - Hoover's -

14 viaslare RSRS, Con, 2 Conziant Contad

E:Sa:ch " Browse | Uplead Creats Accouat




Hemo viastore systems

- Location Grand Rapids, M0 USA
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Shocking Confessions of a
BANNED Facebook Member

GrandRapidsGolfLesson.com

At The Highlands Golf Academy
&
Champions Gate Indoor Golf

Gmnﬂﬁapids@; fLesson.com
Stop Slicing F;\:'gé%?mgs Guaranteed!
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Business Model

Business

Buslness odel
Lenvarting innevation ts Economle Yalue

Over 100 Other Marketing Actions

Beat The Pro Golf Outings
Golf Digest Free Lesson
Golf Fitness Class @ Escape Fitness Center
Golf Savers 2 for 1 book
Golfshow

GR Be Healthy Magazine
GR Chamber

GR Chamber Health Expo
GR Jaycees

GR Press AD
GRChristian Newsletter
GROW

GRpress release
GRpress sports signups
Health Motion

Highlands Members
Highlands Website
Internet Searches

Johnny Ad

BNI

CEQ Roundtable
Accountant

AWE

Direct Mail

Chamber Networking Group
Current Client Referral
Non-Client Referral
donated gift certificates
free lessons on the range
FSU Presidents Outing
GKIC

Yellow Pages

EWGA

Pen Club

Sports Clips

Advance Newspaper
Lions Club

Meijer Pro-Am




Confessions of a Banned
Facebook Member

* How | got started

Confessions of a Banned
Facebook Member




Confessions of a Banned
Facebook Member

What | Do (Do Being The Key Word)

“The only time you are growing is when you are
uncomfortable” - T Harv Eker
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FaceBook Tips
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Results

Tremendous Leveraged Exposure With Google &
Referrals {my top 2 resources)

Linkedin- 1.6% of direct business

Facebook- Exposure that helped produce significant
transactions. Created more fans and connections as a
sole proprietor than virtually all other area golf
facilities.

List Building- over 917 LinkedIn Connections, over 686
facebook connections, over 288 Facebook fans, over
87,860 YouTube views

Publicity- Newspaper Article, Podcasts
Added Value For Future Career Options

Do Something

“The Only Time is NOW
Time”"
- Dr. Edward Kramer




Bob Koch

Rim Guard, Inc.

Social Media Marketing

Report on getting started in Social
Media as a “non-believer” in a
challenging business environment




The Company

Rim Guard, Inc.
— Patented liquid tire ballast for tractors

— Sold to 700 dealers nationwide
* 50% Tractor Dealers
= 50% Ag Tire Shops
- Consumer base is 95% farmers
— Annual Sales @ $2.5M

— Marketing Budget $130K
* Pult through consumer print advertising

Challenging Environment

Don’t understand Social Media or how to use
it

Skeptical on how it can work for us

Can’t rely on local relationships for using

Social Media to grow business — national
customer base

Don’t think tractor dealers, farm tire shops
and farmers are into Social Media




Paradigm Shift

* This is NOT advertising or direct marketing

* Embrace Social Media as a way of participating in the
community that contains your customers

* Instead of targeting tractor owners or dealers with
direct ads --- engage the larger agricultural
community as another voice in the daily dialogue

* Use the power of leveraging networks rather than
one on one conversations

* Be patient and walk softly

Process

* Upfront Research

— Who are the active Social Media players in
Agriculture, Farming, Ag Tires, Tractors

— Twitter, Facebook, Blogs
* Some farmers, more Ag infrastructure

— Look everywhere and identify those most relevant
to follow and join

* Commitment
— One hour per day, everyday




Goals

* Develop Social Media relationships in Ag
community (Ag umbrella is broad, but..)

* Build Brand Recognition through Social Media
connections

*» Establish position (eventually) to gain
followers of Rim Guard as farm tire ballast
expert / resource

Getting Started

* Mindscape provided Ag Social Media research
week of August 16

» Set up Facebook and Twitter accounts Aug. 24

 Started “following” from day one, needed to
begin filtering almost immediately as we
learned what was relevant to us

* Set up Tweetdeck to organize




Listening Phase

* Daily following of Twitter and Facebook
activity
* Monitoring of forums

— Before Facebook/Twitter, Farmers found chat
rooms to be a great way to communicate with
peers

— Today there are about a dozen prominent
tractor related forums
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Participation Phase

Started Tweeting occasionally in Mid
September — frequency is growing
Weighed in on several Forums

— Misinformation difficult to recover

Continuing to refine who we follow and
adding additional relevant sites

Next Steps

Tie web site into Social Media strategy
— Links to our Twitter and Facebook accounts
- Links to other Twitter and Facebook accounts

— Add interactive content and collect emall addresses, invite
followers and friends

- Surveys and video demonstrations (YouTube}
Add a blog — enables us to put a bigger more
targeted voice into the community

Engage our dealers and consumers more actively
through multiple platforms




Learnings to Date

* It took a paradigm shift to see where the
value in Social Media comes from

* It takes time to learn the lingo — having help is
good

* |t takes time to develop a presence but being
a little shy is not a bad thing

* You must make a commitment of time and
apply it consistently

Jennifer Puplava

Mika Meyers Beckett & Jones
PLC

@y Grand Rapids Arca
o ‘: Chamber of Commerce
@, 6.
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How Should the
Employer/Employee
Relationship be Managed?

What control will your business have over employees’ use of social
media?

For example...

Option 1. Telt employees they are not allowed to use social media
{(during work time, ever, etc.)

Option 2; Tell employees they are not allowed to discuss anything
work related online,

Option 3: Counsel employees on what is appropriate, how to use
good judgment, and who to talk with if confused.

How Should the
Employer/Employee
Relationship be Managed?

Examples of best practices for guiding employees’ use of electronic
media:

*Implement a company policy for email, internet usage, publication of online content, and
use of other social media

*Use filters/blockers
*Designate gatekeeper(s} who will be responsible for company online posts/content

*Understand that not all employee online activity can be controlled

*Understand how a business can {and cannot) use social media in regards to its
employees

*Counsel employees on appropriate and tnappropriate conduct




How Can a Business’ Use of
Social Media be Managed?

. Some guestions to ask before posting:
- Would you put the content of the post on a billboard or in the newspaper?
- Who owns the content that is being posted?
- Will the post invade another person’s privacy?
- Wil the post cause brand confusion?
- Is the poster complying with the rutes of the social media site?
- Will the post result in the disclosure of sensitive or proprietary content?
- i¢ the post an unsolicited advertisement?
- is the post truthful and not misteading?
- Will the post violate applicable regulatory reguirements?

- Does the company's insurance policy cover the types of risks described above?

Grand Rapids Area
Chamber of Comimerce
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MANAGING THE RISKS OF SOCIAL NETWORKING

Social networking is a great tool, and employers should accept the presence and use of
social media both by a business and its employees. Wise employers also identify the legal
pitfalls of social networking and manage the risk involved.

1. How should the employer/employee relationship be managed?

a.

b.

06017191 }

Summary/Quick Take:

Determine how your business will use social media, and how the
business’ employees will be permitted to use social media.

Manage expectations: counsel employees on what is appropriate,
how to use good judgment, and who to talk with if confused. (This is
often a better approach than to prohibit employees from all use of
social media.)

Examples of best practices for guiding employees’ use of electronic media:

Draft, circulate and enforce a company policy for email, internet
usage, publication of online content, and use of other social media.
For example:

(1)  Clarify what privacy (or lack of privacy) employees can
expect.

(2)  Give instruction regarding how to protect the confidentiality of
sensitive, proprietary or trade secret information owned by the
business.

(3} Advise employees when (if ever) they are permitted to use
social media during the work day.

(4y  This type of policy can be included in an employee
handbook, or can be a standalone document or agreement.

Have filters/blockers on the company’s network restricting the
access/use of inappropriate sites.

(1) Filters may not be workable if employees will need access to a
restricted site for business reasons.

Counsel employees on appropriate postings and the consequences of
inappropriate postings. Also counsel employees on appropriate and
inappropriate use of company equipment (computers, cell phones,
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PDAs, etc.), and address ownership of the device bheing used by
employees to connect with social media.

{1y In addition to instructions to employees about protection of
confidentiality, give instruction about other common sense
use of social media (e.g., do not sexually harass others, do not
let social media use interfere with job responsibilities, etc.).

3! If employees are aware that their online activity and use of
company resources may be monitored by the company, they
are less likely to use those resources inappropriately.

(3)  If an employee does use company equipment inappropriately,
the conseguences will not be a surprise, and the business will
more easily be able to enforce the rules it has previously
communicated to emplayees.

Designate gatekeeper(s) who will be responsible for company online
posts/content.

(1) Having a single source for company posts helps to ensure that
messages are on-brand and controlled.

(2)  The gatekeeper can function as the quarterback and
coordinate the oniine business effort of other employees.

Update policies relating to harassment. If the company harassment
policy does not reference online harassment, the policy should be
reviewed by the company’s attorney,

Understand that not all employee online activity can be controlled. Some
employee speech is protected. For example, the National Labor Relations
Act protects employees who engage in concerted actions, which often
inctudes the right to discuss the terms and conditions of the employee’s
employment with coworkers and outsiders. Whistleblower laws also protect
employees who complain in certain situations.

Understand how a business can (and cannot) use social media in regards to
its employees.

i.

Monitoring employees. An employer can check up on employees
through social media, with some limitations. For example, an
employer can check for postings that may be viewed as harassment
of other employees, misrepresentation of whereabouts, etc.  An
employer can also investigate the actions of employees who have



iii.

claimed workplace injury, and information could be useful to show
that an employee has misrepresented the scope of his/her injury.

Recruitment. An employer can’t use information revealed in social
media in a discriminatory way. For example, if an employer
discovers via sacial media that a prospective employee is a minority,
race cannot be a factor in the hiring decision. Some examples of
steps that can be taken to avoid allegations of discrimination include:

(1) Keep track of what information is reviewed and used in hiring
decisions.

(2)  Use a gatekeeper to screen information from social media and
then provide a report to the person/committee making hiring
decisions.

Recommendations. Recommendations made via social media {e.g.,
recommendations via LinkedIn) should be consistent with traditional
human resources policies in regards to letters of recommendation.
For example, if the business has a standing policy not to give letters
of recommendation, employees should be instructed not to
“recommend” via social media.

2. How can a business manage its posts?

a.

006017191 }

Would the business put the content of the post on a billboard? In the
newspaper? Posts via social media should be considered the same as any
written advertisement or message. In fact, they are sometimes more
dangerous, because they never truly go away, and they can be discoverable
even after deletion,

Who owns the content that is being posted? (Will the posting violate
someone’s copyright?)

Copyright laws apply to use of social media. The original authar of
material owns the copyright to that material (including posts on
social media).

(1) An employer generally owns material created by its
employees in connection with the employees’ duties, but
address this in an employee handbook or employment
agreement,

(2) if a third party {including an independent contractor) creates
wark for your business, get a transfer of copyright to the
material {or at least a license),
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(3)  Just because you find something online does not mean that
copyright law does not apply—you may be prohibited from
using that material.

(. Best practice is to confirm that all appropriate permissions have been
obtained for text, graphics or other content that will be posted by the
business.

iii. If you allow others to post content to your site, best practice is to
have a procedure in place for doing so, including a procedure for
reporting and addressing copyright infringement.

v, By posting, are you allowing a social networking site to retain or use
the submitted content? (Always refer to the Terms of Use of the social
networking sites that your business uses!)

Will the posting invade another person’s privacy?

The State of Michigan protects people from intrusion into seclusion,
public disclosure of private facts, appropriation of image or likeness,
and publication of false statements that put a person in an
embarrassing false light.

ii. The safest practice when using an image is to obtain a release from
each person in a photo or video before posting, particularly if the
content is for a commercial purpose or use. However, this is not
always practical or possible,

iii.  Confirm that the content to be posted does not contain information
that is protected by one of the many applicable privacy laws,
including: health privacy laws such as HIPAA, financial privacy laws
such as Sarbanes-Oxley Act, online privacy faws such as Electronic
Communications Privacy Act, education privacy laws such as FERPA,
information privacy laws such as the Patriot Act.

Is your company’s brand being protected?  Use company trademarks
carefully and with an effort to increase goodwill. Marks should not be used
in a confusing way, and posts should help rather than detract from your
company’s branding. Monitor third party posts for use of your brand. If use
of social media results in confusing customers about a brand or creates a
negative message about a brand, it reduces goodwill.

Does your post cause confusion about another business’ brand? If a post
confuses customers of another business about the source or origin of
products or services, it could be trademark infringement or other tort. This
confusion can be created through postings and through more subtle use of
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others' trademarks (e.g., Geogle Adwords, Keywords, metatags, domain
names, etc.)

Is the poster complying with the rules of the social media site? Again, a
business should have its social media gatekeeper review the terms and
conditions of any social media site being used for business purposes. Some
sites restrict the types of posts that are allowed (for example, requiring
advance approval before advertising a sweepstakes or contest, etc,
restricting “spam”, etc.)

Will the posting result in the disclosure of sensitive or proprietary content?
Trade secrets can be easily (and inadvertently} leaked through use of social
media. Once certain confidential information has been disclosed, it is very
difficult to recover the value of such information. Precautions should be
taken to protect the disclosure vatuable confidential information, such as:

i. Draft, communicate, and enforce a confidentiality agreement with
employees that explains to employees how to identify and protect
your business’ confidential information.

i, Use nondisclosure agreements with third parties to make them
promise not to disclose confidential information.

Are the postings negative or positive? Defamatory/libelous statements made
by an employee or a business put the business at risk. Although truth is a
defense to defamation claims, and true opinions (rather than statements of
fact) are not actionable, they could still end up as a basis for a lawsuit if a
plaintiff's feelings are hurt, Be careful when posting mean or critical things
about people or business, and think twice before doing so.

Is the post an unsolicited advertisement? Determine whether CAN-SPAM
(which regulates unsolicited email) applies to a post and take appropriate
action to comply with the requirements of that law.

Is the post truthful and not misleading? Certain advertising laws, including
the FTC Act, prohibit “unfair or deceptive acts or practices”. For example, if
your company uses third party bloggers to endorse your products or
services, that relationship should be disclosed or you risk violating
advertising laws.

Are you violating applicable regulatory requirements? [f your business is in
a heavily regulated industry (such as health care, financial institutions, etc.),
be mindful of violating applicable laws,

What actions are being taken to ensure compliance with applicable law?
Employers should examine the activity of employees online to assess if there



is a problem with information being leaked or inappropriate messages being
posted.

m.  Does your insurance policy cover the types of risks described above?

Review your insurance coverage and consider expanding it if online activity
is not currently covered.

{RA601719 1 }



Social Media Glossary

App — is simply an application that performs a specific function on your computer or handheld device.

Blog - is an online journal that's updated on a regular basis with entries that appear in reverse
chronological order. They typically contain comments by other readers.

Crowdsourcing -~ refers to harnessing the skills and enthusiasm of those outside an organization who
are prepared to volunteer their time contributing content or skills and solving problems.

Digg — is a popular social news site that lets people discover and share content from anywhere on the
Web. Users submit links and stories and the community votes them up or down and comments on
them.

eBook - is an electronic version of a traditional printed book that can be downloaded from the Internet
and read on your computer or handheld device.

Embedding - the act of adding code to a website so that a video or photo can be displayed while it’s
being housed at another site,

Facebook - is the most popular social networking site in the world, with more than 500 million
members.

Feed — (or RSS feed ) is a format that provides users with frequently updated content. Content
distributors syndicate a Web feed, enabling users to subscribe to a site’s latest content.

Flash mob - is a group of individuals who gather and disperse with little notice for a specific purpose
through text messages, social media or viral emails.

Flickr ~ Founded by two entrepreneurs and purchased by Yahoo! In 2005, Flickr is the world’s premier
photo sharing and hosting site. it's members have uploaded more than 3 billion photos.

Geotagging ~ is the process of adding location-based metadata to media such as photos, video or online
maps. Geotagging can help users find a wide variety of businesses and services based on location,

Hashtag — is a community-driven convention for adding additional context and metadata to your tweets.
You add them in-line to your Twitter posts by prefixing a word with a hash symbol {or number sign).

Hosting - A blog, video, or podcast needs a hosting service before it can appear online. This service
allows the content to be housed on servers and broadcast on the Internet,

Metadata - refers to information — including titles, descriptions, tags and captions - that describes a
media item such as a video, photo or blog post.



Microblogging - the act of broadcasting short messages to other subscribers of a Web service such as
Twitter.

Moblog - a blog published directly to the Web from a phone or other mobile device.

MySpace - an online social network similar to Facebook, MySpace caters to artists and bands, who
enjoy the flexibility of creating an individual “look” for their page.

OpenlD — a single sign-on system that allows Internet users to log on to many different sites using a
single digital identity, eliminating the need for a different user name and password for each site.

Pay Per Click Advertising - the placement of paid ads for a business or service on a search engine results
page. An advertiser pays the search engine if the visitor clicks on the ad.

Podcast - a digital file {usually audio but sometimes video} made available for download to a portable
device or personal computer for later playback.

RSS - Really Simple Syndication is a Web standard for the delivery of content — blog entries, news
stories, headlines, images, video — enabling readers to stay current with favorite publications or
producers without having to browse from site to site.

Search Engine Marketing - (SEM) a series of online tactics that, when combined with SEO, helps to
attract customers, generate brand awareness and build trust.

Search Engine Optimization - (SEO) the process of arranging your website to give it the best chance of
appearing near the top of search engine rankings.

Short Code - a mobile shortcut. Consists of a telephone number with four to six digits that makes it
easier for subscribers to vote, subscribe to a service, order ringtones and the like via SMS.

SMS - stands for Short Message Service, a system that ailows the exchange of short text-based
messages between mobile devices.

Social Bookmarking — a method by which users locate, store, organize, share and manage bookmarks of
Web pages without being tied to a particular machine.

. Social Capital - a concept used in business, nonprofits and other arenas that refers to the good will and
positive reputation that fiows to a person through his or her relationships with others in social networks.

Social Media — works of user-created video, audio, text or multimedia that are published and shared in a
social environment, such as a blog, podcast, forum, wiki, or video hosting site.

Social Media Optimization - a set of practices for generating publicity through social media, online
communities and social networks.



Social Networking - the act of socializing in an online community. A typical social network such as
Facebook, LinkedIn, Myspace or Bebo allows you to create a profile, add friends, communicate with
other members and add your own media.

Tag Cloud — a visual representation of the popularity of the tags or descriptions that people are using on
a blog or website.

Tags — keywords added to a blog post, photo or video to help users find related topics or media, either
through browsing on the site or as a term to make your entry more relevant to search engines.

Tweet — a post on Twitter, a real-time social messaging system.
Tweetup - an organized or impromptu gathering of people who use Twitter.

Twitter - a popular social network, unveiled to the public in July 2006, that lets members post updates
of no more than 140 characters.

Twitterverse - is simply the universe of people who use Twitter and the conversations taking place
within that sphere.

Videoblog - (Vlog) is simply a blog that contains video entries.

Web 2.0 - refers to the second generation of the Web, which enables people with no specialized
technical knowledge to create their own websites to self-publish, create and uplead audio and video
files, share photos and information and complete a variety of other tasks.

Webh Analytics - the measurement, collection, analysis and reporting of Internet data for the purpose of
understanding who your visitors are and optimizing your website,

Web Conferencing — used to conduct live meetings or presentations over the Internet.

Webinar - Short for Web-based seminar, a webinar is a presentation, lecture, workshop or seminar that
is transmitted over the Web.

Widget - sometimes called a gadget, badge or applet, is a small block of cantent, typically displayed in a
small box, with a specific purpose, such as providing weather forecasts or news, that is constantly
updating itself {typically via RSS).

Wiki — a collaborative website that can be directly edited by anyone with access to it.

Wikipedia — a Web-based, multi-language, free-content encyclopedia written collaboratively by
volunteers.

WordPress - a popular open source blog publishing application.

YouTube - the world’s most popular video hosting site, making up 10% of all bits that travel across the
entire Internet.



Social Media Resources

Social Networking Sites

Facebook
Twitter
LinkedIn
MySpace
Flickr
YouTube

FourSquare

www.Facebook.com

www. Twitter.com

www.linkedin.com

www.MySpace.com

www. Flickr.com

www.YouTube.com

www.FourSguare.com

Blog Publishing Tools

WordPress
Blogger

Posterous

www. WordPress.org

www.Blogger.com

www.Posterous.com

Listening / Management Tools

Tweet Deck
Hoot Suite
Co-Tweet
Social Qomph
Google Alerts
Radian 6

Alterian SM2

www.TweetDeck.com

www.HootSuite.com

www.CoTweet.com

www.SocialOomph.com

www.Google.com/Alerts

www.Radian6.com

http://www.alterian.com/products/social-media-marketing




