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Facebook and HootSuite
a webinar for champions




As a result of this workshop YOU
will be able to:

v’ Consistently perform to expectations
v’ Effectively manage your Internet

Whatisin  curbappeal

v’ Strategically identify way to increase

|t for mE? the quality of your posts

v’ Efficiently manage your time

v’ Dramatically increase interaction
between residents, the community
and Bozzuto

...with Facebook & HootSuite!
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Our Vision

Every front office
employee will be capable
of using Facebook
managed with HootSuite,
as a tool to generate more
potential customer leads,
increase resident retention
and build a community
where our resident lives
online.
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Our Strategy

@ What is the difference between a Fan page and 2
Friend page?

@ How often should | post?

@ Who & what should | post?

@ How do | handle a “hot” post?

@ What s HootSuite and how do | usé it?

@ How will my property be measured on ouf
performance?

Why do i
you think soci [
social media use is important to our busi
usiness?

What do yo
u
you want to know or have questions about?
ut”
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I AM TRYING To
ADD MORE FRIENDS

Facebook policy states that businesses run
Fan pages, not Friends pages

February 2011 What is the difference between a Fan page and a Friend page?

A Friend page is

A Fan page is

All our posts should be made to




Why Fan Pages, not Friend Profiles?

A7

Regional managers will monitor your Fan page

» Corporate support teams have administrative access
to your Fan page to help with issues

» Fan Pages include extra tabs for promotions, events
and a floor plan browser

» People have a tendency to “Like” a fan page more
than “Become a Friend” of a personal profile

» Search engines will include links to Fan pages in
search results

February 2011 What is the difference between a Fan page and a Friend page?




Step 1 — Login to Facebook.com

facebook

Sign Up
Heading out? Stay connected It's free, and always will be.
Visit facebook.com on your mobie phone.
First Name:
Last Name:
| Get Facebook Mobile
Your Email:

Re-enter Email:

New Password:
Iam: Select Sex:ﬂ

Birthday: Month:_‘J Day::J Year:_:_l
Why do I need to provide this?

=

Create a Page for a celebrity, band or business.

February 2011 What is the difference between a Fan page and a Friend page?

My log in information is




Step 2 — Manage Fan Page

facebook

Home Profile ECENEIRG

E] News Feed

Matthew Kilmur
Top Hews - o
Share: [2) Status ([§ Photo &) Link 9 Video
Friends
& Ugh, theyre everyhere today. It bke a purple plague.
g i
& create Group.
< I -
&  Viewal . Sponsored
[ ads and Pages
it Angel, time for you &0 et down with the Grow Your Business x
5 ' d sickiess toall] Lell} snessby
= . = ck here to
= 5 ® == s not the Ravens fault the Skins haven't

. 1
been to the playaffs snce we were lke 10,

My Lil Nudger!

February 2011 What is the difference between a Fan page and a Friend pa;

ge?
ger

Notes:
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:

&1 Creote Growp...

& vouTube

T s a0 pages
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Step 3 — Select Page

) News Feed Top News - Mo:

Share: [] Status

hoto €] Link 4 video

The Residences at The Market Common | g,
Local Bungzs -

The Loree Grand at Union Place
Local Busines

Go To Page

Southpoint at Massapequa

Go To Page
Local Busness

1901 West Apartments

Go To Page
Local Busness RSNty

EOS 21
Local Busness

Go To Page

Hunters Glen

Go To Page
Local Bugniess m—

What is the difference between a Fan page and a Friend page?

LU Account v

Matthew Kilmurry
A B

Plus, free shppng
when you shop onine

See dl

Notes:
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Step 4 — Are You in the Correct Place?

facebook I

Prizest car

wall  Info  Photos +

ink 94 video

Status

The Loree Grand at Union Place + Others [Elgi At eta e b e

The Loree Grand at Union Place http://dc.urbanturf.com/articles/blog
_viatch

trocurean_na staurants
You will see _in_2011/2832

“Edit Page” W"?":" K is coming to The Loree Grand soon in 201111
underneath

picture on

the Fan Page

ople lke this.

The Loree Grand at Union Place Open House this Saturday Jan. 15th, 12-
4pmi! Treats from Baked & Wired & Prizes!

The Loree Grand at Union Place

Open House!
Saturday, November 1.
Loree Grand, 250K

2 Friends Like This

February 2011 What is the difference between a Fan page and a Friend page?

Just Others  Spam © Settings

Home Profile  Account

The Loree Grand at Union Place open House this Saturday Jan. 15th, 12-4pm! Treats from Baked & Wired &

By
online and save some con.

Baltimore Bucket x
List

365 Things to do in Baltmare
before you de.

Search Engine x
Marketing

&

T

1e

Notes:
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How to Update

facebook

Frizes! claa

wall  Info  Photos +

The Loree Grand at Union Place + Others RIS T B TEEIITEAY P

Just Others  Spam © Settings

B The Loree Grand at Union Place hitp
trocurean_name:
_in_2011/2832

‘de.urbanturf.com/articles/blog/me
s_restaurants:_to_watch

oMa Neighborhoad
t century. It's the
," and it's come home to

Kitchen on K is coming to The Loree Grand soon in 20111
L

Metrocurean Names the DC Restaurants to Watch in 2011

Use this box to 2
update Fans with
posts, photos or 2

¥ 3 people lke this.

links
See Al The Loree Grand at Union Place Open House this Saturday Jan. 15th, 12-
4pmi Treats from Baked & Wired & Prizes!
TUTOTITT R e Users 3 . X
3 Daidy Post Feedback The Loree Grand at Union Place cr
Open House!
Saturday, November 13, 20 2:00pm
2 Friends Like This The Loree Grand, 250K § oC
February 2011 What is the difference between a Fan page and a Friend page?

Home Profile  Account

The Loree Grand at Union Place open House this Saturday Jan. 15th, 12-4pm! Treats from Baked & Wired &

Create an Ad

Buy Online, Save 2 x
Bucks!

t cars.
the hottest celebs. Get out
of the house for some

serious fun. Buy your tickets
onine and save some o)

Baltimore Bucket x
List

~

5 Things to do in Baltmore
before you die.

Search Engine x
Marketing

Notes:
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Click Suggest
to Friends

Select Current
Friends of your
property

Invite Friends to Become Fans

Welcome to the District’s nex s
loxury spartment address where
Ma Neighborhood

on the mave,

The Loree Grand at Union Place open House this Saturday Jan. 15th, 12-4pm! Treats from Baked & Wired &

Prizest cear
Wall afo __Photo

1 Suggest The Loree Grand at Union Place to friends.

Find Friends: |Start Typng a Name

Friends v ) Selected (0)

F- ., -

February 2011

Information ’

Strest, IE

/ashington, OC, 20002

Insights.

75 Monthly Actve Users

A it T

—_—
(., W .

Add a Personal Message

m- - --wﬂ

wember 13, 2010 2!
Grand, 250K St

What is the difference between a Fan page and a Friend page?

some
serious fun. Buy your Bicets
anine and save some con,

Baltimore Bucket x

365 Things to do in Baltmere
before you de.

Search Engine x
Marketing

e e

Notes:
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Invite Friends to Become Fans

cebo Home Profile  Account ~

The Loree Grand at Union Place open House this Saturday Jan. 15th, 12-4pm! Treats from Baked & Wired &
Prizes! clear

wall afo __Photo

Add a Personal

The L Grand at Union Place to friends. Create an Ad
Message £ Suggest oree a Create o

Buy Online, Save 2 x
Bucks!

Example:
We have moved!
Please Like our new

Find Friends: Start

) selected (0)

Facebook page to ¢
stay up to date on
everything at L el
genersnons, the oty was shiays
[property name]. on the move. Baltimore Bucket
List
ation s

washngton, DC, 20002

Add a Personal Message 365 Things to do n Baltmare

sty before you de.

754 Mooy Search Engine x
2 D Marketing

3694 Daly Post Viens
3 Dady

Feedoack = A ad
e — .

The Loree Grand, 250

February 2011 What is the difference between a Fan page and a Friend page?

Notes:
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How often should | post?
Who and what should | post?

16



How often should | post?

The Expectation
Post unique fan page content a minimum of 3x per
week and maximum of 1x per day

Tired of your Open House this
same old Saturday Jan. 15th,
restaurants? Try 12-4pm!

'Woodberry Treats from
Kitchen'- A Staff Baked & Wired!
Top Pick!

February 2011 How often should | post?

Notes:
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Who should post?

All

employees
The Expectation are
champions
of our brand

All front office
employees share
responsibilities of

ensuring Facebook
performance

The Property
Manager owns

scheduling of
Brand Champion
duties

February 2011 Who should post?

Notes:
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What should | post?

Self

Promotion

Notes:
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Social media guidelines

Don’t post photos of Bozzuto employees with alcohol in hand.

Don’t use slang or profanity in any postings.

Don't delete negative comments until issue or person has
been addressed.

Don’t post pricing specials.
Avoid religious terms and links in updates and posts.

Avoid links, updates and posts about social commentary,
politics and controversial topics.

Respond to all comments positive and negative.
Don’t post about rent being due.

Notes:
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Post local events

Post about local community events...

The Zenith No Plans Yet? Right down the road! Tickets on sale now!

Big Night Baltimore - The HOTTEST New Year's Eve Ball in
Baltimore!

www . bignightbaltimore.com

arment b o Dok

What’s a local event near your property?

Notes:




Unique content

Update fans about local events...

Culinary Non Profits
Education Professional
Entertainment Spa

Health

Notes:
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Finding sources for event
information demonstration

Delicious.com/Bozzuto: a repository of ideas

Notes:
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Post property happenings

Update residents about property happenings...

Liberty Towers We are looking forward to seeing everyone at Liberty
: ‘ Tower's Annual Holiday Party this Wednesday, December 8, 2010 from 6pm-
i

| 9pm in the Main Lobby. Happy Holidays!

What'’s going on this week on your property?

Notes:
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Unique content

Leverage property events...
Fitzgerald Mpvie Night- The Breakfast Club

Share * Pub

& Edit Event (&) Update Fans of

Time ‘Wednesday, January 12 * 8:00pm - 11:00pm

Location The Fitzgerald
1201 W. Mt Royal Ave
Baltimore, MD 21217

Created By The Fitzgerald

80’ movies at 8PM in the movie theater!

And don't Forget your friends and popcorn!

More Info Join us every Wednesday night in January for a showing of ¢

What kind of parties, networking events or happy hours can you host in

the next few months?

Notes:
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Post photos

Add photos from past events...

ArtJamz Sept. 15th -17th

By The Loree Grand at Union Place * View Photos

@ Tag Photos || Add More Photos

Notes:

26



Photo guidelines

Ask residents if
it is OK to
include their
photo on
Facebook

Do Not tag
residents in
photos, rather
invite them to
tag themselves

What should | post?

PHOTOS

Create a new
photo album
each time, rather
than adding new
photos to
existing albums

Notes:

27



Unique content

Encourage fans to upload their own photos...

[} Manage Permissions

x ] Basic Information

(@) Profile Picture
4 marketing

(5 Manage Admins
88 apps

3] Mobile

[l tnsights

B Help

Page Visibility:
Country Restrictions:

Age Restrictions:

Wall Tab Shows:
wall Spam Filter:
Default Landing Tab:

Posting Ability:

Del ‘e Page:

r Only admins can see this Page

Type a countr

What is this?

| Anyone (13+)

LI ‘What s this?

| Only Posts by Page

=l ~ Expand comments on stories

| Visible ta Admins Only

E

[wal

=l

= Users can write or post content on the wall

F users can add photos

 users can add videos

Permanently delete this Page

Save Changes |77

Notes:
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Promote interaction

Ask open ended questions to invite others to tell
you more than yes or no...

Are you going to the parade today?
Who is headed to the parade today?

Where are you setting up your chair
to watch the parade today?

Notes:
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Unique content

Ask questions...

[ [da 360 State Street Photos and great coverage from last night's Elm City
f*;t‘; Market standing-room-only public meeting! Are you on board for New Haven's
* “food renaissance?”

360 State Food Co-op Needs 300 Initiators | New Haven
Independent

bit. Iy

1,611 Impressions

2010 at 2:43pm - Like * Comment * Share * Promote

‘{1] October 7, 2

Think of a few questions you could ask related to your property...

Notes:




Unique content

Give “Facebook only” privileges, and reward the fans with
giveaways or discounts when appropriate

]

Siena Park Want to win something nifty? We've got a scentsy plug-in
warmer along with a scentsy bar - courtsy of miss Jody Jakeman - to raffle

away!

To enter, simply reply back to this message! The winner will be drawn and
announced on Wednesday, January 19th!

Cj Culley In it to win it
ER A Vesterday at 10:56am ° Like * &5 1 person * Flag

What are some giveaways you have...

Notes:
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Self promotion

The Expectation
Post no more than 1x per week

at one
) e have 9ré
;  — '.\_%\..‘ W bedroon:\

breathtak‘mg city

N K g
"\ Freebies

Notes:
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How do | grow my audience?

Notes:
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How do | handle a “hot” post?

34



How do | handle a “hot” post

With any customer service related post, respond on Facebook with:
“Thank you, we’ll follow-up with you directly” or similar

1. Follow up with resident directly via phone or email to address the
issue

2. Hold off on updating the profiles until the resident issue has been
addressed

3. On the property Facebook fan page, DO NOT delete the negative
wall posts or comments unless directed to by Lauren

4. Be careful of your language when responding, people are watching
the conversation

Notes:
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How do | handle a “hot” post

Escalate a post to your regional manager or Lauren when:

* Derogatory, profane, abusive, obscene or malicious comments

e Harassments/Threats

* Content that calls out employee(s) by name

* If there is an unwarranted negative or spam post, contact Lauren
directly

Notes:
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Final considerations
O this...

D

Introduce value, insight and direction with each engagement.
KISS (Keep It Short & Simple).
Focusing on the quality of fans.

If someone comments on your fan page, reply with an answer or a
"thank you."

...DON’T do this

Speaking to audience through canned messages.

Long, wordy posts or responses to comments.

Focusing on the quantity fans.

Waiting too long to answer a comment on the fan page

Notes:
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What is HootSuite?

38
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|

Social

suite

Social Media Dashboard
\% ) I

ontheGo  +  Track Results +  Team Collaboration +  Custom Interface  +

4 »e |- — »
Team Members: I
i ] E

> O

CHEEZ

that helps manage a Facebook page

Fox gkt

HootSuite is software

and saves YOU time.

Notes:
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Compose
status
updates

Ensures the
correct Fan
page is being
updated
—

. ~

You can
schedule
— status
updates for

< 4

More specifically...

the future
R e

February 2011

. Manage OTG
Monitor any .
Respond to with an app
posts or .
comments for iPhone,
comments .
from fans iPad or
from fans
Blackberry
) y g
i R
Includes
team work
flow for
Regional
Manager or
Lauren
\ k-
What is HootSuite?

Management
can review
all activity at
one time

Notes:
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How do | use HootSuite?
demonstration

41



Conclusion

W hootsuite facebook

You will still need to login into Facebook

Notes:
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How will my property be measured
on our performance?

February 2011
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How will my property be measured
on our performance?

Each quarter as part of the property
inspection report, the following items will
be evaluated & scored:

e Monthly post views GOG'
To

e Monthly post feedback

continually
e Total number of albums o
e Total number of Facebook performance

quarter over

fans quarter

Notes:
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Thank you & Next steps

Notes:

45



