From like to love:
How to build a powerful brand -advocate
program in your organization
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5 years at AHA/ASA

Prior PR/social media to a variety @ 7S
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Grew up #volunteering

#Passionate about using social
media to create connections
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Organic social media reach is on the decline

BrandsOo posts on soci
I at best1 without paid advertising.

Average Organic Reach of Content Published on
Brand Facebook Pages
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Analyzis of 100+ Facebook Brand Pages around the world with more than 48 million tofal fans conducted by
Sociali@ Cgilvy in Febrrary 2014. Pleaze see our report, “Facebook Zero” at hitpfsocial ogilviecom for details.

Source: Forrester @krisleighh | @ American_Heart | #RaganStorytelling
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Brand ambassadors FTW

A Only 33% of buyers trust the brand whilst 90% of
customers trust product or service
recommendations from people they know. i
Nielsen Global Online Consumer Survey

A 72% say reading a positive customer reviews
Increase their trust in the business; it takes reading
between 2-6 reviews to get 56% of them to this
point. - BrightLocal

A 84% of consumers reported always or sometimes
taking action based on personal
recommendations. 70% said they did the same of
online consumer opinions. - Nielson
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Ladders of Engagement
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Where did we start?

Isabel "I have pain in my body's left side and |
feel my face burning on my left side and i feel my left side of
my lips and tongue numb...is that super bad??? Please help |
want to know

February 24 at 11:09pm - Like

0 The American Heart Assoclation Isabel, If you think you
have the warning signs of a stroke, please call 911
Immediately. You can find them by going to
http://bit.ly/gFhRqgi. The call is free to talk to the dispatcher.
If you are indeed having a stroke, time is of the essence. Let
the dispatcher know when the warning signs started. Please
keep in touch and let us know what the dispatcher says.

TWit SIRfR 38 adve & WTe 911 - wlmlngs s‘gﬂ‘ of a Heart Attack
FORE L TN www.heart.org

Symptoms of a heart attack from the
American Heart Association Warning signs
of ...

See More

February 24 at 11:20pm - Like - &3 2 - Remove Preview

Ann Marie Allen Isabel ... if you are having one & seek
medical attention: immediately, your chances are much better
for total recovery, the longer you wait if you are having one
the less chance for recovery. | am praying for you.

February 24 ar 11:22pm - Like -3 1

Joel Robbins Isabel - please take caution and call 911, This
is nothing to mess with, If you think you're having signs, you
must act now! | am a survivor of a heart attack at age o
44, thankful my wife called 911 for me...saved my life!
Please take action and call 911,
American = American
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Program Goals

Increase engagement among community, including social media events, within communities
and through social media listening

Deepen the relationship between the social media diplomats, general community and the brand T
from like to love, and from love to adore

Gain valuable feedback on organizational projects, like programs, creative, content, etc.

Create content, like video and editorial, that can be used within social media
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Moving up the ladder

A Reached out to those most
active on our social media
presences

A Call for Diplomats
A Peer-to-peer recruitment Social Media & Community Toolkt

Executing the mission online | For volunisers
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Ambassadors have:

Become local fundraisers
Live-tweeted events

Become survivor speakers
Been featured in national media
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Professional Spokesperson

Personal Engagement Professmnal Engagement
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espons directly to

customer needs: is Certified to speak on

Uses personal SM

platforms & occasionally engaged in conversations behalf of AHA/ASA with
supports AHA/ASA and/or owns a social the media

initiatives on personal media presence on behalf d
pages of AHA/ASA
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Turning community into ambassadors

Keith Stehle

after 4 stents, a quad by-pass n one more stent in 16 months,does it ever
get any better?

Like - Comment - September 18 at 5:48pm

L) View all 19 comments

Jim Sanquedolce Keith your in our thoughts and prayers its
not an easy road but you need to work hard stay positive and
focused on your recovery

September 25 at 6:32pm - Like

Michelle Fiumara Hang in there, Keith. You are in my
thoughts and prayers.

Monday at 7:31pm - Like

Write a comment...
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Krisleigh Hoermann

Hi everyone, Keith Stehle posted on the Facebook page about 14 hours
' ago. It looks like he needs a little encouragement. Would a few of you

mind commenting on his post? He asked if it ever gets better.

Like - Comment - Unfollow Post - September 19 at 8:3%am near Dallas

Krisleigh Hoermann You guys rock! Thank you!
| September 19 at 9:17am - Like

Joel Robbins done
= September 19 at 10:36am - Like

Jim Sanquedolce outdone hehehe
September 19 at 11:00am - Like - &3 1 person

Dana Michele Harmon I'm looking for it Krisleigh Hoermann!
September 19 at 11:59am - Like

Dana Michele Harmon | would love to help but I can't find
Keith's post! aargh!
September 19 at 12:04pm - Like

Joel Robbins Here you go: hittps:/ fwww.facebook.com /A
mericanHeart/posts/101502937672261397notif_t=feed_co
mment_reply

September 19 at 12:10pm - Like - ¢ 2 people

Dana Michele Harmon | talked to Keith on Facebook for
several hours last night. He is doing so much better! He is
taking today and enjoying a day at the beach in Texas. | am
so pleased that he reached out to us, that good Earth Angels
were here to grab his hand. And | know he is so thankful to
everyone that he heard from. | think we all have a new friend,
one heartbeat at a time W

September 20 at 1:39pm - Like - & 1 person
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Krisleigh Hoermann Good! I'm so glad to hear that. So many
people just don't know who to turn to. | appreciate everyone's
support. We're all in this fight together.

September 20 at 1:44pm - Like - ¢3 2 people

r&q Michele Fagin Thanks Joel for posting the link. That helped
Y alot.

September 21 at 8:3%9am - Like - ¢3 1 person ‘

Joel Robbins Sure cool to see all the great support for Keith.
E You can see the difference in his posts too. Great job, team!!!
September 21 at 9:31am - Like - ¢3 2 people American = American
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