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Twitter

The company

thatcouldn'tkillitself /"

has finally turned
acomer

March 215, 2012:
Twitter 6 years Old

¥k Kk

WW 140 million active users
1 billion tweets every 3 days

%k ok %k

SuperBowl Feb 2012
12,233 tweets per second
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The Top 10 Twitter Trends of
2011: TV, Movies, Music,
Sports and News
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It All Begun During A Brainstorming

Jack Dorsey introduced the idea of an individual using an
SMS service to communicate with a small group.

The original project code name for the service was twttr.

just setting up my twttr

r_.‘ jack
. Jack DDFSE'}-’
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Twitter Is Not A Fad Any Longer g p
piarried

* Twitter Mission is “to instantly connect people everywhere to
what is most meaningful to them.”

— Everyone on Twitter is a marketer who wants to promote a link, a
piece of news, or a personal update

Dick Costolo = CEO

e 1000 employees

* $8-9 billion valuation
— vs. LinkedIn $ 8,9 billion, Google $23 billion, Facebook $ 100 billion

* Twitter is on pace to earn $260 million in 2012 (source: eMarketer)
— Income from licencing (Bing) and Creative advertising
— Infinancial loss

Jack Dorsey / Co-Founder
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Users: More Than 60% English Speaking

Top 20 countries in terms of Twitter accounts

(accounts created before 01-01-2012)
Rank & country

u.s.

Brazil
Japan

UK.
Indonesia
India
Mexico
Philippines
Spain
Canada
Turkey
Venezusla
South Korea
Colombia
Argentina
France
Metherlands
Germany
Chile
Russia

Real-Time Trends From: 34 countries
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Twitter Is Addictive, Similarly to FB

Frequency of use for users of different social networking site platforms
% of users on the following social networking sites who use thot site with the following frequency. For

instance, 3% of MySpace users use the site several times a day.

MySpace Facebook Linkedin Twitter Other SNS

Severaltimes a day 3% 31% 3% 20% 15%
Aboutonce aday 5% 21% 3% 13% 17%
3-5 daysa week 2% 15% 4% 6% 14%
1-2 daysa week 17% 17% 18% 9% 16%
Every few weeks 12% 11% 28% ) | 12% 19%
Lessoften 33% 5% 5% 23% 14%
Never 29% 1% 9% 18% 5%

Source: Pew Research Center’s Internet & American Life Social Network Site survey conducted on landline
and cell phone between October 20-November 28, 2010. N for full sample is 2,255 and margin of erroris
+/- 2.3 percentage points. N for social network site and Twitter users is 975 and margin of erroris +/-3.5
percentage points.

http://pewresearch.org/pubs/2025/social-impact-social-networking-sites-technology-facebook-twitter-linkedin-myspace
June 16, 2011
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Twitter in the CR Canibalized By Google+ in 2011

Duaily Uniquse Visitors Google Trends
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ca 70,000 users

Avg. Time spent 21 min.**

ca 219,000 users

Linked [T}).

ca 3,630,000 users
[ |

Avg. Time spent 37 min.**

-ghts BE3REEE00gle Trends. ** Ibidem



Czech Twitter Is Male, Created By 500 People

User Profile Czech R.

v' Active mainly 7-9p.m., Mo-Thu **)
v" vs.FBon Thu, 6-10 p.m.**)
Avg. Time spent = 21 minutes *),
v' vs.FB 37 min.
Issues on avg. 13,9 tweets per months

<

Every 10th tweet is retweet **)
% of tweets contains a link **)

Half of the Czech and Slovak Twitter
content written by 500 users **)

DN N NN

*) Source: Micromedia, **)source: Hl.cz, ***) Klaboseni
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Thought Leaders

@josefslerka
@cermak
@DavidGrundl
@Medvidekpu
@RadekHulan
@prchal
@beblav7
@mr_storyteller
@°Filipkraucher
@Michal Truban
@bigvilik
@ErikMeldik
@michalmesko

@dakrup
@stastnyblog
@trf

, Key Czech Twitter Influentiars
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Klout score: zapnout?

I powered

Source: Klaboseni, March 2012



Mozilla
Historie Zalozky Nastroje Napovéda

@ Miloz Cermak (cermak) on T

Soubor Uprgvy Zobrazeni

‘ S Seznam — Najdu tam, co hledam X i‘. Ppile‘l;g nam tip n,arzpré_v,u gﬁckeer(... x l ! Yahoo! Mail: The best web-based em... = l "_jana budikova - Hledat Googlem || ¥ Miloz Cermak (cermak) on Twitter x I + |
6 ‘l " 7 ’ Twitter, ln;. (US) [ https://twitter.com/=!/cermak - CV
## ois Q search g | '
made using
- A d b r —
Milos Cermak Following [P
cermak 2,299 1yzeTs
Czech Republic
406 rFoLLowing
11,346 FOLLOWERS

Favorites

% 8
Similar to Milo§ Cermak i§ o
<4
B D
iufanka zufanks
| =
S Follow )
[
ﬂ‘ suchosch fofs)
it Follow S e
* Adam Javirek adbar
Follow
=y
[of<]
1 )

Tweets
g3 Milos Cermak
'a &) Adalsi vyroci pro nas internetove dedky! Mimochodem, tuhle
> e espezetku Pavla Benesi chci. futurum.cz/clanky/prvni-i
Following PEY ) Miloé Cermak © cerr
56 &} Crowdsourcing na neklidnou noc. Jak byste vy resili DILEMA
Followers >~ DIGITALNIHO RIDICE? plus.google.com/u/0/1044071130

™ Miloé Cermak

ymatejsimek Uprimne doufam, ze ne!
< In reply to Matéj Simek

| Miloé Cermak
1 Americky televize me stvou, na Kavcich horach se rozhoduje o

svobode v Evrope a okoli, a tady ty ignoranti vysilaji porad jen
basket!

| Milos Germak ~ cerma

jilm Cougar craving. good for you!
 In reply to David Anto3

| Miloé Germak  cer

Zatracenej casovej posun, prej se dneska protestuje proti cesky
viade. Jediny namesti tady v Extonu je v obchodnim centru, ale hned
tam jdu!

Milos Cermak © cerma
Chapu. ze Schwarzenberga pobavila zprava, ze odchazi kvuli
Necasovi. Pote, co neodesel ani kvuli Cunkovi, je to fakt ubohy pokus
o vtip!

| Milos Cermak

Tomu rikam firma! Goldman Sachs ma 33 tisic zamestnancu, z toho je

12 tisic viceprezidentu. Tam viceprezidenti asi i uklizeji zachody.
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Q Home @ Connect # Discover

CZ vybér

Edit Delete
Tweets

List members

Recently added members -

Q Jindrich Sidlo
\ 1&'; '
-

u Antonin Bouchal

Michal Ischia

Lukas Jirovsky

)
A

More lists by @JanaBudikova - View all

Inspiring-People

Q Search

Tweets

A
X

ETOPACTA

STOP ACTA

©OR T @E

R

Petr Stanicek
Chtél jsem predkompilovat aplikaci, at se to pak nehoni na posledni
chvili - a v tom: mas kompilaci, dnes to spoustime...?

ProjekioveRrizeni

Martin Javorek
V3imli jste si, jak jsou ted hezky vidét v noci planety? V¢era pouhym
okem Venuse, Jupiter, Saturn i Mars :-)

Tomucha
Android market me nenecha vyplinit popis ve slovenstine. Neni to
podporovany jazyk I fail #fail #fail

Richard Bukovansky
Ja vam dam lazy! Mov, add, inc na vas! #modrivedi

Tomas Werner : £
Tak ja se venku potim v kratkem tricku, a nekteri jeste ani nesundali
zimni bundy. To jsou dneska lidi. Urednici, zasahnete, regulujte ! :-)

Neviditelny pes
Absurdarium: Panorama s King-Kongem goo.gl/mehMx9

Jenda Perla
The State of LinkedIn - 150mio users worldwide pinterest.com/pin

Vtipy, vtipy, vtipy
NeZ zatnete fiiukat nad ubohymi zotro€ovanymi ¢inskymi détmi
uvédomte si, Ze mély novy iPAD v ruce o hodné dfiv neZ vy // via

stary_mrzout

Neviditelny pes
Aj ty podnikas v aj ty? goo.giiZ1qw

Daniel Docekal

Kdyz vidim to po€asi jel bych okamZité k mofi. Nikdy mi po letech v
Holandsku neprestane chybét

Q from Germany

Vaclav Moravec
Teprve pfi venéeni psa si vZdy uvédomim, Ze jsem se rano nestihl




How Twitter Works

Communicate

. Tweet
. Retweet
. Reply

. Share your blog post / other attached info (www.bit.ly for shortening URL)
. Share your photos and videos

. Linkage from news sites / blogs / ...
. Cross linkage to FB, G+, LinkedIn
. Direct Messages

Filter tweet stream/Search (Twitter Users Post 100,000 Questions A Day)
. Hashtags

. Keywords

. Lists

. Favorities

. Trends — by chosen location
. Mentions

Expand / build network

. Follow

. #followfriday / #ff / #ff_cz
. Who to follow

. Browse Categories

. Find friends

. Authorized user
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Twitter’s Real-Time: Advantage or Issue ?

World's First Live-Tweeted Open-Heart Surgery is a Success
Twitter Revealed Epidemic Two Weeks Before Health Officials
The Best Tweets About The D.C. Earthquake

Recruiters Use Social Networks to Screen Candidates

Using Twitter Improves Students' Grades

Russians Tweet, Post Video of Anti-Putin Protests

Hackers Seize NBC News Twitter Account, Falsely Report Attack on Ground Zero
Hackers Break Into Fox News Account, Tweet Fake Obama Assassination News
Twitter Is In Trouble In Brazil Because Drivers Are Tweeting To Avoid The Cops
London Olympics Restrict Volunteers Twitter and Facebook Use

Man sued for keeping company/ yet private Twitter followers

Twitter Ordered to Give Up WikiLeaks Data

Associated Press reporters told off for tweeting

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.



Companies’ Reputation Maker or Breaker ?

Can Twitter Stop Chiquita From Splitting Cincinnati?
McDonald's Twitter Campaign Goes Horribly Wrong #McDStories
Vodacom's CEO Replies Directly To Angry Twitter Followers

How a Tweet Turned Into Kellogg's New Cereal

v

Vel
Yt
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Impact of Twitter Presence Positive If...

Understanding The Twitterverse

Get More
- e e U

Followers

$
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Succeeding Companies
Understanding the Need
for Speed and Action

® o

49%
No action required
General chatter

77%

No action required
General chatter

L380888 49%
L3488 46%
32%

Company comments Product feedback
(for the attention of media/PR)

62%

Customer
service issues

*

6%

Company comments

(for the attention of
Product feedback media/PR)

Source: C social s' facebook pages and twitter accounts, Ja

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.
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Succeeding Companies Create Interesting Content

NEED A

The best way to get followers Is Through Retweets
What Makes People Retweet?

RETWEET? 92% - Interesting Content

84% - Humor

66% - Personal Connection

21% - Celebrity Status

32% - Offered Incentive (Tangible or Virtual)

26% - “Please RT!”

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.



.|
A Strategic Approach to Using Twitter

STRATEGY FOLLOW

Your customers and

Customer Relations potential customers

CREATE

Content relevant to
your customers: tips,
company info, etc.

ENGAGE

Answer questions,
respond to comments
about your brand

TRAIN!
MONITOR!

Your brand, products

Crisis Management
and relevant issues

Direct to additional
resources, updated
information, explanation

Answer questions,
respond to comments,
raise issues, provide info

ACT FAST!

Corporate Industry leaders,
Reputation similar interest
Management

groups, news/media

Insights, expertise,
become a thought leader

Jump in the conversation.
Be transparent and add
value

Those interested or

Event Coverage attending event, media

Event information,
updates, behind the
scenes coverage

Set up Tweet-ups, talk to
attendees, ask and
answer questions

Current and potential
customers, those
interested in similar
products

Product Promotion
& Sales

Links to online promos,
insider info on upcoming
sales, discount codes

Check replies and DMs,
answer questions,
provide info when needed

Issue Advocacy

360

DIGITAL
LA

Those interested in
your cause, industry
leaders, news

Copyw

Added value: health tips,
disaster alerts,
fundraising info

Source: Ogilvy Public Relations WW

Know your followers,
thank them for support,
get them involved

eserved.
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g the Wheel TOO - Mozilla Firefox pe—

-l v  — -

| S gethtachment spplcaton/pcf obje. * | 3 Reinventing the Wheel T0O <[+
8 paper.i/ChrisZane/1306373125 #4 - picture facebook
Saturday, Mar. 10, 2012 Bk <2 Ssend [#71) 1]  WTweet{1601| [ share| 71

>mmunity / blog / newsstand

Reinventing the Wheel TOO

Published by Chris Zane - 61 news spotters today

Next update in about an hour

HEADLINES

Playing the Customer Service Rating Game - NYTimes.com

blogs_ny )m - | have a good friend who recently had to do
one of the most painful and stressful things we have to do in life. She

had to make funeral arrangements for her husband, who had died

unexpectedly. Att...

n arourke

What Is Customer Service -
An Extreme John Feature

om-Onceina
while here at Extreme Johnl take
the time out to give my opinion on
something that | feel | am qualified
enough to give advice on. By no
means do | consider myself a
know all, but the fac...

7, CatchDriverMarketing

extremejonn.c

Stop your belly achin’ and
bring me my food -
Baltimore customer service

examinercom -1 was in a local
restaurant over the weekend. |
was looking forward to a quiet
lunch in the midst of a busy
morning of home maintenance and
running errands. However, | was
disappointed in more th...

:
ﬂ Mel

STORES EDUCATION BUSINESS TECHNOLOGY LEISURE #CUSTSERV  #CEM

The Final Frontier:
Customer Expectations -
Forbes

forbes com - Comedian Louis C.
K. does this marvelous bit where
he berates consumers about how
spoiled they are about technology
today. How folks have come to
take for granted what a mere
decade ago would have ...

Playing the Customer
Service Rating Game -
NYTimes.com

om-1have a
good friend who recently had to do
one of the most painful and
stressful things we have to do in
life. She had to make funeral
arrangements for her husband,
who had died unexpectedly. Att...

ﬂ Frank Eliason

cxjourney.b

CX Journey: Strike 3 - You're Out!

Seeall

m - Strike 3 - You're Out! | was shopping at a Ralph's (a
grocery store in the Kroger family) last Saturday. As | was waiting in the
checkout line, the line started to get longer; there was one person ...

ed Chris

. Subscribe . Embed w
( Editor's note

Reinventing the Wheel: The Science of Creating
Lifetime Customers

Zane

Chris Zane

»

Bl Chris Zane
e=4 ChrisZane

ChrisZane The Simple Complexity of Outstanding
Customer Service | Brass Tack Thinking
shar.es/gSOvP

yesterday * reply ' retweet * favorite

CEOShow What CEOs Can Learn From Jeremy
Lin - Forbes onforb.es/wpOMhR
12 days ago * reply  retweet * favorite




€9 Storify
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Twitter Usage By Companies

Creative advertising

Advertisers content along with other users free of charge + pay extra to be more prominent.

1) “promoted tweet”
A] Original promoted tweets
B] Sending promoted tweets to targeted subsets of people
C] Distinctive purple check mark for political ads
D] Sending promoted tweets to mobile phones
E) Sending offers to Twitter users in exchange for certain
Actions, e.g. tweeting a hashtag (AMEX, Dell, Best Buy, H&M)

2) “promoted trend”

3) “promoted accounts”

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.



(rike) on Twitter - Miozila FrefoR . Claka

Upravy Zobrazeni Historie Zalotky Nastroje Napovéda
il (1) | 3 Nike (nike) on Twitter x ‘[—j (6) Welcome, Jana! | LinkedIn | + >

P ¥ Tuitter, Inc. (US) | https://twitter.com/=!/Nike c ool ol

Q Home @ Connect # Discover Q Search

¥ Follow A~
1,657
142

303,718

Tweets

) NikeFuel
4 At=SXSW it all “counts. And we're just getting started. Watch this

AI'S“I:’EOIl;T. T B Foiowers SXSW #COUNTS

M
IT COUNT.

i“zﬁ Nike Womens Marathon

Q Walt Clyde Frazier

. 02mmay,

17:56

cs m b
Sl =i PP
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vy Zobrazeni Historie Zaloiky Nastroje Napovéda
ﬂ W Disney (disney) on Twitter

x | [} 6) Welcome, Jana! | Linkedln

Disney @ 1

Disney 1,104 roeers
We seek to estimate the future and its bearing on our existence,
il ing fondly on the past or indulging in escapist
Ir, ns. Wal; 1 ey
dreams. - Walt Disney 1,187,191 FoLLoWERS
https:/facebook com/Disney

33 FoLLoWING

Tweet to Disney Tweets

Disney ~Dizne
TET X s Imagination is the only limitation of possibility. di sn/pC

) R To ed by Disne
Tweets >
Hide photo

Following -
e =~ e . BRMBGEA0
Favorites ] 10 -5 via Details
Lists 4~ Reply 13 Retwest * Favorite
- Y’ V- 0 a6 FEFaS o SR S i N S 1

Disney = Disne
Which #DisneyMovie moment makes you feel like anything is
possible?

Disney Disne
Father of invention(s): di_sn/s!
View photo

Jg i o

Disney  Disne 15 Mar
1 part fair maiden, 1 part dashing prince, 2 parts good timing.
Combine until happily ever after. di.sn/pn

View photo

Disney ~ Dizriey 1amar B
Ever have one of those moments when gravity just isn't on your side?
di.sn/po

View photo

&z

Disney  Disne
17:55

163.2012

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.



Domino’s Pizza U.K.’s #letsdolunch:
Simple Concept, High Involvement

Domino’s Pizza U.K. offered cheaper pizza.

The promotion, which ran from 9 a.m. to 11
a.m. on March 5, cut the price of the chain’s
Pepperoni Passion Pizza by one pence every
time someone tweeted the hashtag
#letsdolunch.

After 85,000 tweets, the price dropped from
£15.99 to £7.74, and Domino’s offered that
price from 11 a.m. to 3 p.m. that day.

A similar campaign also took place in Ireland
that day with the #pizzalunch hashtag, which
lowered the price to €13.24 from the original
€20.

<7 Domino’s
Tweet Treat

™ Today's Pizza:
-| Pepperoni
2 Passion

We're preparing your tasty dough

There’s been a host of tweets this mommng, so we've got a topping
deal for you We're applymng the price to the Pepperont Passton at the
moment so please keep an eye on our Facebook wall and
@Dommos_UK on Twitter where we'Tl announce when the pizza ts
ready to order.

Final Price £9.00
Lunchtime will be in 0 Hrs 8 Mins 22 Secs

Copywright: Jana Budikova, JBC Consulting, 2012. All Rights Reserved.



#McDStories

. @StMizzousky

The McRib contains the same chemical

used to make yoga mats, mmmmm
#McDStories
Toetter foe WPhene Favorde 43 Undo Retwmel + Rapt

Retweeted by baconwe 123 and 3 others

BasE

n JB ¥ Follow

"A woinan 1s accused of offering sexual favors in
the drive-through lane in exchange for
MceNuggets.” =McDStories

@DlgitalStokes

I used to like McDonalds. 1 stopped eating
McDonalds years ago because every time |
ate it I felt like I was dying inside.
#McDStories

HOWUS e Favorvte Hotweat v, Rogdy

McDonald McDStories:
Beware - Not All Consumers Like You!

#McDStories

{I\ ®McDonalds

Meet some of the hard-working people

dedicated to providing McDs with quality food
every day #McDStories http://t.co/BoNIwRJS
e

v\ McDonald's ). & Rply £ Retweet Wy Favorite + Open

f ! \ “Vnen u make something w/pride, pecple can taste 1, - McD potate
il supplier 1 McDStories med.tofziXXu
B3 Promoted by MeDonad's Dlemiss

tweetin'
miovinlit

@ @natebrambie

My father used to bring us to McDonalds
as a reward when we were kids. Now he's
horribly obese and has diabetes. Lesson
learned #McDStories

Twoww e Prcee Favorts ) Stovent © Raply

Retwected by phoaeranger and 10 others

-y a8ims

. @Alice_2112

Hospitalized for food poisoning after
eating McDonalds in 1989. Never ate there
again and became a Vegetarian. Should
have sued. #McDStories

4 Ratweet * Rog

- @SkipSullivan

One time I walked into McDonalds and 1
could smell Type 2 diabetes floating in the
air and I threw up. #McDSlories

'y

Retwoated by _changolean and 90 athers

fECL.ANSEEER 2
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Companies Advertising Examples

= Nike (NKE)

* InlJanuary 2012 sponsored a tweet inviting users to “make it count,” a promotion
foreshadowing the launch of its body-monitoring bracelet, FuelBand.

JUST DO IT.

"

= Walt Disney

* Walt Disney (DIS) promoted trend to premiere Toy Story 3, for a full day currently
sells for about $120,000 in the U.S.

* In February 2012, unveiled a campaign for the new Pixar film, Brave, with a
promoted trend that invited users to recount their own stories of courage.
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Twitter Testimonials

Verizon Wireless, John Harrobin, Vice President of Digital Media and Marketing:

“We want to be where our customers are, however Facebook ads more often result in sales. Twitter users are
more likely to click on ads and engage with the company’s message, so it’s often the first place we use to
dispense information.”

Rick Wion, McDonald’s social media director:
»,| am pleased with Twitter’s ad tools and we will continue to use them despite the potential for blowback.”

—  “We know that at times, promoted trends can be used by critics to take potshots, but in every case where we’ve
used them, the positive conversations and tweets from our customers far outweigh the negative.”

GM’s Ewanick:
—  GM Twitter ads during the Super Bowl! nearly doubled the GM’s number of followers, to more than 80,000.

— Maintaining a Twitter presence and supporting a Twitter ad campaign is more resource-intensive than running
old-fashioned TV and print ads.

—  “All that engagement and authentic-seeming messaging can be exhausting. A company tweet “can’t look like it
came from some corporate thing.”
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When You Get In Trouble
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When You Get To Trouble As A Company...

@PuppyOnTheRadio
I 73% comaolete

BREAKING NEWS: Qantas introduce

#QantasLuxury class. Same as standard 2
class, but the plane leaves the ground. :
Favorite 13

2 Moy via Twitter for iPhone Retweaet * Raply

is fed up of dirty homo's and is going
after beaver 4.

0 VodafoneUK

il  vodatone Uik

‘ q g@@cm«;

Millions are in uproar in #Cairo. Rumor is

they heard our new spring collection is

now available online at 6.
http //bit.ly/KCairo -KC

via Twittor for BlackBory® Favorte 13 Rotwoot & Roply

9 @tweetbox360

Remember Amy Winehouse by

. @Alice_2112

Hospitalized for food poisoning after
eating McDonalds in 1989. Never ate there
again and became a Vegetarian. Should
have sued. # McDStories

Favorte 13 Retweet * Reply

I find it ironic that Detroit is known as the

#motorcity and yet no one here knows how
to fucking drive

about 3 hours ago via web * Reply 3 Retweet

ChryslerAutos

Chogales Autos,

N coning
B Eing

How you can #SupportJapan -
http://binged.it/fEh7iT. For every
retweet, @bing will give $1 to Japan
auake VICt]I’IlS up to $100K

ja CoTweet 1Ty fe 13 Retweet 4 Reply

downloading the ground-breaking ‘Back to

7. Black’ over at Zune:

social.zune.net/album/Amy-Wine..,

taravs Retwem

Rozty 8 Bfer
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When You Get To Trouble As An Individual

1. ©° Tweet bad things about your potential or current employer

Connor Riley had a job offer from Cisco on the table. She tweeted: “Cisco just offered me a job! Now
I have to weigh the utility of a fatty paycheck against the daily commute to San Jose and hating the work.”

Shortly after that, there was a reply from Cisco employee Tim Levad: “Who is the hiring manager? I’'m sure
they would love to know that you will hate the work. We here at Cisco are versed in the Web.”

— Revealing the back-stage stories or rumours from your office

2. * Sharing your opinions on hot topics

— Insensitive jokes about disasters

Comedian Gilbert Gottfried, voice of the Aflac duck, made some jokes about the Japanese tsunami over Twitter. He said, "Japan is really
advanced. They don't go to the beach. The beach comes to them."
* Aflacis the largest insurance company in Japan. Gottfried was fired.
— Jokeing about sex, religion, racism, or any other perceived vulgar topics
,» | so hope Steve Irwin's daughter gets laid #logies”
* E.g. Opinion on same sex marriage

—  Showing empathy / sympathy with bombers/terrorists

3. * Messing with celebrities (they'll fight back)

— Jane Adams, star of HBO's Hung, skipped out on her $13.44 bill for restaurant check. When her server, Jon-Barrett
Ingels, tweeted about it, her agent came back the next day to pay it.

Ingels tweeted again about the lack of a tip, so Adams herself came back a month later to give a $3 tip. She complained
to management and Ingels was fired!

4. °

Tweeting from your personal account on behalf of a company (Chrysler)
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Or When You Surprisingly
Don't ...
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y Nastroje Napovéda

How Facebook's New Ads May Affect... = IDjana@janabudikova.com - Yahoo! Mail * | ¥ Msgr. Miloslav VIk (kardinalvlk) on T... % l

twitter.com

kardinalvlk

Tweet to Msgr. Miloslav VIK

Tweets >
Following
Followers
Favorites

Lists

Recent images

Similar to Msgr. Miloslav VIK
rionka
Follow
" matesola matesola
R Follow

:‘ Lada Briinova
Follow
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Msgr. Miloslav Vik 2-

4127
8rc

4,913 FOLLOWERS

Tweets

Msgr. Miloslav VIK = kardinal
@; Ve Vatikanu zavladia s vypadkem facebooku nefalSovana panika.
Cast biskupl se z obavy z bliZiciho se konce svéta zatala po letech

modiit.

Msgr. Miloslav VIK ~ kardina 29F
Cely tyden jsem na exerciciich ve Vranové. Ve volnu chodim k
@ rybnickim na Babi doly, veger vafim, piju vino a hraju kanastu s
biskupy.

Msgr. Miloslav VIK - kardinz
)straiki Synu, to je kardinal a polsky primas Jozef Glemp, vasnivy

myslivec.
“ |n reply to Tomas Vahalik

Msgr. Miloslav VIK - kardina 23 Feb

tg 2martinkubelka @ladab Synu, ja nejsem Zadny Studak. Ja si
nechavam Sit u Gammarelliho, Mancinelliho a nebo (to nejradéji) u
Michela Ombrosa
4 |n reply to Martin Kubelka

b 8 Josef Slerka ~josefslerca 22 Feb
Univerzita a demokracie - élanek od @kardinalvik na podporu

protest( pro Dobe3ovi goo.gl/m6APd

13 Retwe

Msgr. Miloslav VIK = kardina 22°Feb
@< Jsem z toho trochu zmateny. Podle této zpravy tisk Duku pohibil

vzapéti po jeho navratu... t.co/QskghvOd
0 View video

Msgr. Miloslav VIK ~ kardina
Par postieh... kardinal.cz/index php?cmd=... Péinocni rvatku s

karabiniéry a naslednou honi¢ku v klikatych ulickach Rima jsem pro
jistotu vynechal.

C5 L [m 7 iy




y Nastro;e Napovéda
. How Facebook's New Ads May Affect... = ID )ana@Janabudlkova com - Yahoo! Mall * | W Vaclav Klaus (vaclavklaus) on Twitter X l

twitter.com #l/vaclavklaus c| -." mashable twitter guide

Q Search

Vaclav Klaus 1

vaclavklaus 179 Tieete
Vzdy jsem chtél byt prezident. A tak jim jsem.
. http:iwwwklaus.cz 0roLL
3,218 ER

Tweet to Vaclav Klaus Tweets
Vaclav Klaus = vaclavklaus 5 Mar
Drzost podrizenych nezna mezi. Ted si nekdo na chodbe prozpevoval.

|

Tweets » Putin - in, Klaus - aus... Jeste ne, vazeni, jeste ne!

Following Vaclav Klaus L
Clovék si ani v tom Turecku neodpocme Opravdu, ale opravdu

Followers nechapu, pro¢ nékdo fesi mnou udélené milosti. Ja si nebudu doma
délat peklo.

Favorites

Lists Vaclav Klaus = vaclavklaus 14 Feb

Sl Mily Jaromire, chtél Dych Vam poprat viechno nejlepsi ke kulatym
narozeninam! A koneéné predbéhnéte toho Sakica v bodovani. #jagr

Similar to Vaclav Klaus #68 #ikona

" Msgr. Miloslav Vik 3 Fe

Rl o

Bc. Onderka, MBA ~ Onderka_[NBA
Follow
' Policie CR 7 policieCR Vaclav Klaus @vaciavklaus . 3Fe
m Follow Stop #ACTAI Ale bohuzel, opravdu bohuzel, si myslim, Ze na mné

nezaleZi. I/

Vaclav Klaus = vaclavklaus 3 Feb
Kdyz se clovek nepnpomene tak si nikdo nevzpomene. #ff #ffcz Jen
ten Hajek s Jaklem mne prorad pripominaji, jak jsem dobrej. Uz me
nudi.

Vaclav Klaus L 31 Jan
Moc rad, opravdu moc rad bych mél na svych strankach takovy ten
twitterovsky plugin. Pry se to nehodi. A pak ze prezident mize
viechno. /

Vaclav Klaus = vaclavkaus 30 Jan
Co to maji v5|chn| za cerny pasky na profilovkach? Zase nekdo
umrel?

ardinalvi Vaclav Klaus = vaclavlaus
- ‘ Jednou pisi z pocitace a podruhe z telefonu. Jednou s diakritikou,
podruhe bez. A dost te kritiky.




The Twitter Summary

Attract others by autenticity, human engagement, humor
Set up social media policy for employees in your Co.
Monitor the sentiment of mentions of yourself/your brand
Act Fast when in trouble, don’t lie or manipulate the tweets
Follow netiquette, think first about transparency to all
Assure consistency and persistent approach

Assure allocation of personal time, company resources
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Additional practical info at:

* http://blog.hubspot.com/Portals/249/docs/ebooks/how_to attract_custo
mers_with_twitter.pdf
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Thank You For Your Attention!

Jana Budikova
@janabudikova

www.janabudikova.com

www.facebook.com/JBC.Consulting

jana@janabudikova.com
Tel.: +420 728 769 769
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