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Introduction  

Want to be the number one company on the Internet for your industry? How do you improve your image for 
your millions of potential customers around the world? Is there any gossip about your brand? Will this 
gossip affect your business organization? Are you really free of risks and jeopardy?  
!
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!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$

Y1.B+(BA!2@!'%21A*.BA!2@!

B2//*+A!*+(!/2A'!(*?%!B*7!

D(?*1A(!2@!@*/A(T!

(++2.(21A!2+!5&A/(*B&.4!

A(*+?%!(.4&.(!+(A1/'A=!

"%('%(+!'%(!.(4*'&M(!

/&A'&.4A!*+(!@+25!*!

?25)('&'2+T!*!.(CA!A&'(T!

2+!*!5(AA*4(!D2*+BT!'%(!

&5)*?'!?*.!D(!@&.*.?&*//7!

?%*//(.4&.4!*'!D(A'!*.B!

B(M*A'*'&.4!*'!C2+A'=!

What is a Reputation? 
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What is “Online Reputation Management” (ORM)? 
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Why is ORM Important for Businesses in Today’s Environment 
<A!B&A?1AA(BT!?2.A15(+A!1A(!A(*+?%!(.4&.(A!'2!4*'%(+!&.@2+5*'&2.=!"%(.!'%(7!1.B(+'*N(!*!A(*+?%!@2+!
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Domino’s Pizza ORM Case Study 

R%(!D(/2C!M&B(2!*''+*?'(B!*+21.B!9!5&//&2.!M&(C(+A!C&'%!5*.7!?255(.'A=!R%&A!M&B(2!C*A!1)/2*B(B!2.!

K21R1D(!D7!9!(5)/27((A!2@!G25&.2LA!E&XX*!A%2C&.4!'%(5A(/M(A!)(+@2+5&.4!1.A*.&'*+7!*?'A!C%&/(!2.!'%(!

W2D=!G25&.2LA!E&XX*!(5)/27((!\+(@(++(B!'2!*A!3&?%*(/]!&A!A((.!A)&''&.4!&.!@22BT!)1''&.4!?%((A(!&.!%&A!.2A(!
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R2!*M2&B!A1?%!.(4*'&M(!5*''(+AT!*.!2./&.(!+()1'*'&2.!5*.*4(5(.'!?2.'+2/!A7A'(5!&A!M&'*/=!-03!%(/)A!
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3 Steps Involved in Online Reputation Management 
Step 1: Monitoring 
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$@!721!C*.'!'2!N.2C!C%*'!&A!D(&.4!A*&B!*D21'!721+!D+*.BT!721!51A'!52.&'2+!'%(A(!2./&.(!?2.M(+A*'&2.A=!

Y2C(M(+T!'%(!A&X(!*.B!?25)/(S&'7!2@!'%(!$.'(+.('!?21)/(B!C&'%!'%(!A)((B!*'!C%&?%!.(CA!'+*M(/A!5(*.A!&'!

&A!B&@@&?1/'!'2!?2.'&.121A/7!52.&'2+!*//!'%*'!&A!D(&.4!A*&B=!R2!'*?N/(!'%&A!)+2D/(5T!721!.((B!*.!(*+/7!

C*+.&.4!A7A'(5!'2!*/(+'!721!2@!*//!.(CA!+(/*'&.4!'2!721+!D+*.BT!A2!721!5*7!+(5(B7!C%(.!.((B(B=!R%(+(!

*+(!A(M(+*/!A2?&*/!52.&'2+&.4!A(+M&?(A!*M*&/*D/(!'%*'!B2!'%(!C2+N!@2+!721=!

Examples of Social Monitoring Tools 

1. Google and Yahoo! Alerts 
0(?(&M(!(5*&/!*/(+'A!(M(+7!'&5(!A25(2.(!5(.'&2.A!D+*.BA!'%*'!721!*+(!'+*?N&.4=!

e224/(!</(+'A!*//2CA!721!'2!A('!1)!N(7C2+B!A(*+?%(A!@2+!'%(!.*5(!2@!721+!?25)*.7!

2+!?25)('&'2+A!*.B!+(?(&M(!1)B*'(A!&.!721+!(5*&/!&.D2S!2+!'%+214%!*.!0##!@((B=!

2. Social Mention 
#2?&*/!3(.'&2.!'+*?NA!D/24AT!D/24!?255(.'AT!RC&''(+T!5*&.A'+(*5!.(CAT!&5*4(AT!

M&B(2!*.B!*1B&2=!#(*+?%(A!?*.!D(!A*M(B!*A!*.!0##!@((BT!A2!721!?*.!(*A&/7!A'*7!1)Q'2QB*'(=!

3. Radian6 
0*B&*.f!&A!*!)2C(+%21A(!'%*'!4&M(A!721!'%(!*D&/&'7!'2!A/&?(Q*.BQB&?(!721+!B*'*!1.'&/!721+!

%(*B!A)&.A=!R%&A!A2?&*/!5(B&*!52.&'2+&.4!'22/!2@@(+A!&.'(4+*'(B!C2+N@/2CT!*/(+'AT!A(.'&5(.'T!52.&'2+&.4!

*?+2AA!D/24AT!@2+15AT!.(CAT!RC&''(+!*.B!52+(= 

4. HootSuite  
Y22'#1&'(!&A!*!)2)1/*+!'22/!'%*'!?*.!D(!1A(B!'2!5*.*4(!51/'&)/(!*??21.'A!*?+2AA!

RC&''(+T!O*?(D22NT!37#)*?(T!"2+BE+(AAT!O21+AP1*+(!*.B!Z&.N(B$.=!K21!?*.!)1A%!1)B*'(A!'2!2.(!2+!

52+(!)+2@&/(AT!'+*?N!?/&?NQ'%+214%T!B()/27!'&5(B!1)B*'(AT!52.&'2+!721+!A2?&*/!5(B&*!D1XX!*?+2AA!51/'&)/(!

C(D!A(+M&?(A!*.B!*AA&4.!'*ANA!*52.4!'(*5!5(5D(+A!D*A(B!2.!+2/(A=!

5. Technorati 
R%&A!&A!2.(!2@!'%(!/*+4(A'!D/24!A(*+?%!(.4&.(!B&+(?'2+&(A!'%*'!?*.!*/A2!D(!A(*+?%(B!@2+!

N(7C2+BA!+(/*'(B!'2!721+!D+*.B!\2+!'%2A(!2@!721+!?25)('&'&2.]=!

6. Addict-O-Matic 
R%&A!'22/!%*A!*!?2.A2/&B*'(B!)*4(!C&'%!A(*+?%!5*'?%(A!*?+2AA!A&'(A!/&N(!RC&''(+T!

O/&?N+!*.B!52+(=!O(*'1+&.4!*.!*))(*/&.4!&.'(+@*?(!*.B!2.(Q)*4(!B*A%D2*+BT!<BB&?'Q

2Q5*'&?!&A!2.(!2@!'%(!D(A'!@+((!'22/A!*M*&/*D/(!@2+!A155*+&X&.4!721+!(.'&+(!gD1XXg!&.!2.(!)/*?(=!

7. ReputationDefender 
6+(*'(B!@2+!'%(!A)(?&@&?!)1+)2A(!2@!%(/)&.4!721!)+(A(+M(!*.B!+(A'2+(!721+!

+()1'*'&2.!&.!A2?&*/!5(B&*T!0()1'*'&2.!G(@(.B(+!2@@(+A!*!+2D1A'!52.&'2+&.4!

A(+M&?(!'%*'!C&//!%(/)!721!N(()!'+*?N!2@!721+!D+*.B=!<!@(*'1+(!?*//(B!37>B4(!%(/)A!

721!B(*/!C&'%!'%(!+(A1/'A!'%*'!e224/(!A(+M(A!1)!*D21'!721=!
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Online Reputation Management 
!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$

>M(.!C&'%!'%(!%(/)!2@!52.&'2+&.4!

'22/AT!'%(+(!5*7!D(!'22!51?%!

&.@2+5*'&2.!21'!'%(+(=!$'!&A!C&A(!

'2!D(4&.!D+*.B!5*.*4(5(.'!

&.'(+.*//7!'2!*M2&B!*.7!?2.@1A&2.=!

K21!5*7!A'*+'!C&'%,!!

 62+)2+*'(!#&'(A!
 E+2B1?'!#&'(A!
 62+)2+*'(!U/24A!
 >5)/27((!U/24A!

 E*+'.(+!#&'(A!\A1))/&(+!A&'(AT!
+(?+1&'5(.'!A&'(A]!

 62+)2+*'(!62551.&?*'&2.A!!

-.?(!721!%*M(!*B2)'(B!*!52.&'2+&.4!A7A'(5!@2+!721+!D+*.B!721!A%21/B!*/A2!'+*?N!2'%(+!&.@2+5*'&2.T!

A1?%!*A!?25)('&.4!D+*.BA!*.B!2+4*.&X*'&2.AT!&.B1A'+7!'(+5A!*A!C(//!*A!4(.(+*/!&.B1A'+7!.(CA=!

32.&'2+&.4!4&M(A!721!&.A'*.'!.2'&?(!&@!D*B!&.@2+5*'&2.!*))(*+A=!K21!5*7!C*.'!'2!&.?/1B(!)2A&'&M(!*.B!

.(4*'&M(!52B&@&(+A!/&N(!g@*&/Tg!gA1?NATg!('?=!R%&A!C&//!%(/)!'2!'*+4('!721+!A(*+?%=!

32.&'2+&.4!&A!*.!(AA(.'&*/!*.B!1A(@1/!'*?'&?!@2+!?2.'+2//&.4!D*B!&.@2+5*'&2.!C&'%&.!'%(!A(*+?%!(.4&.(!

A)*?(=!b.@2+'1.*'(/7T!52.&'2+&.4!D7!&'A(/@!&A!.2'!(.214%!&@!&'!&A!'22!/*'(!*.B!B*5*4(!%*A!*/+(*B7!D((.!

B2.(=!R%(!D(A'!21'?25(A!2??1+!&@!721!)+2*?'&M(/7!?2.'+2/!721+!A)*?(!*.B!C%*'!)(2)/(!+(*B!*D21'!721+!

D+*.B=!$'!&A!&5)2+'*.'!'2!*.*/7X(!721+!?1++(.'!A)*?(!&.!2+B(+!'2!'*N(!*?'&2.!*.B!?2.'+2/!&'=!

Step 2: Analyzing 

</'%214%!52.&'2+&.4!A7A'(5A!*+(!&.!)/*?(T!'%(!C2+N!&A!.2'!7('!2M(+=!$'!&A!?+1?&*/!'2!*.*/7X(!721+!A2?&*/!

+(M&(CA!'2!&5)+2M(!721+!D+*.B=!R%(!*.*/7A&A!)*+'!?2.A&A'A!2@!42&.4!'%214%!*//!'%(!N(7!?255(.'AT!

@((BD*?N!*.B!&B(.'&@&(B!?2.?(+.A!'%*'!*+(!D(&.4!(S)+(AA(B!2./&.(=!

Healthy Conversations Comprise of Both Positive and Negative Feedback 

-.?(!721!%*M(!/(*+.(B!C%*'!&A!D(&.4!A*&B!*D21'!721+!?25)*.7!2./&.(T!721!

.((B!'2!(M*/1*'(!'%(!&5)*?'!'%&A!%*A!2+!C&//!%*M(!2.!721=!K21!.((B!'2!

1.B(+A'*.B!'%*'!%(*/'%7!B&A?1AA&2.A!?25)+&A(!2@!D2'%!)2A&'&M(!*.B!

.(4*'&M(!@((BD*?N=!R%&A!@((BD*?N!\.(4*'&M(h)2A&'&M(]!C&//!D+&.4!*D21'!5*.7!

2))2+'1.&'&(A!'2!@2+51/*'(!.(C!*.B!1)D(*'!?%*.4(A!@2+!'%(!D(''(+=!!

Z('!721+!*1B&(.?(!N.2C!'%*'!721!%*M(!D((.!@2//2C&.4!'%(5!*.B!'%(&+!

@((BD*?N!%*A!%(/)(B!721!(.%*.?(!721+!)+2B1?'hA(+M&?(=!$.M&'(!'%(5!'2!

4&M(!52+(!@((BD*?N!'2!(.*D/(!721!'2!)+2M&B(!'%(5!C&'%!*!D(''(+!

)+2B1?'hA(+M&?(=!Z('!721+!*1B&(.?(!N.2C!*D21'!'%(!.(C!&5)+2M(5(.'A!

721!*+(!5*N&.4!*.B!*AN!@2+!'%(&+!*BM&?(=!3*N(!721+!*1B&(.?(!@((/!&.M2/M(B!

*.B!/('!'%(5!N.2C!721!*+(!/&A'(.&.4!'2!'%(5=!

O2+!&.A'*.?(T$&@!A25(2.(!/(@'!*!.(4*'&M(!?255(.'!2+!+(M&(C!*D21'!721+!

?25)*.7T!'%(7L+(!4&M&.4!721!*!?%*.?(!'2!?%*.4(!'%(!?2.M(+A*'&2.!*.B!5*N(!

'%&.4A!D(''(+=!R%(7!B&B!.2'!A&/(.'/7!M2C!'2!.(M(+!B2!D1A&.(AA!C&'%!721+!?25)*.7!*4*&.!2+!'+*A%!721!'2!

'%(&+!@+&(.BA=!R%(7!'2/B!721!C%*'!%*))(.(BT!C%7!'%(7!*+(!B&A*))2&.'(BT!*.B!.2C!'%(7!*+(!/22N&.4!'2!721!

'2!5*N(!'%&.4A!D(''(+=!$.A'(*B!2@!W1A'!B(/('&.4!'%(!?255(.'AT!/&A'(.!'2!C%*'!'%(7!*+(!'(//&.4!721=!

b.B(+A'*.B!'%(&+!)+2D/(5!*.B!C%(+(!'%(!?2551.&?*'&2.!%*A!@*&/(B=!G2!.2'!@(*+!'%(!D&44(A'!?+&'&?A=!K21!

W1A'!.((B!'2!N.2C!%2C!'2!%*.B/(!%*+A%!?+&'&?&A5!&.!*!)2A&'&M(!*.B!A1D'/(!C*7=!!

Step 3: Influencing 



!

!

!

!

!

"#$!"%&'()*)(+,!-./&.(!0()1'*'&2.!3*.*4(5(.'!

62)7+&4%'!89:;:!0<3=!! >*?%!"#$!@+*.?%&A(!2@@&?(!&A!*.!&.B()(.B(.'/7!2C.(B!*.B!2)(+*'(B!D1A&.(AA=! E*4(!i!2@!;9!
!

!

!

Online Reputation Management 
!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$

Z('LA!*AA15(!721!+()+(A(.'!*!C(//QN.2C.!?25)*.7!C%2A(!/(*B(+!%*A!W1A'!D((.!)%2'24+*)%(B!(.4*4(B!

&.!*.!&//(4*/!*?'&2.=!G2!721!5(+(/7!+(/(*A(!*!A'*'(5(.'T!2+!P1&?N/7!'*N(!'2!'%(!$.'(+.('!'2!B(@(.B!721+!

?25)*.7LA!&.'(+(A'AI!!

</'%214%!'%&A!A&'1*'&2.!&A!A25(C%*'!2M(++&B&.4!'2!'%(!&B(*!2@!)1D/&?!+(/*'&2.AT!'%(!*BM(.'!2@!A2?&*/!5(B&*!

&A!P1&?N/7!?%*.4&.4!'%(!C*7!'%&A!A2+'!2@!?+&A&A!&A!%*.B/(B=!#&.?(!D1A&.(AA!2+4*.&X*'&2.A!?*.!?2..(?'!C&'%!

&'A!*1B&(.?(A!P1&?N/7T!&'!&A!)2AA&D/(!@2+!'%(5!'2!B(*/!C&'%!A1?%!A&'1*'&2.A!+*)&B/7!*.B!B&4&'*//7=!

Respond to a Negative Comment with a Positive One 

-.(!2@!'%(!52A'!*))/&(B!'%(2+&(A!'2!?21.'(+!*''*?N!*!.(4*'&M(!?255(.'!&A!'2!*''(.B!&'!C&'%!*!)2A&'&M(!

2.(=!<A!5(.'&2.(B!(*+/&(+T!721!?*.!&.@/1(.?(!'%(!+(A1/'A!D7!)*+'&?&)*'&.4!&.!'%(!?2.M(+A*'&2.!*.B!

(/&5&.*'&.4!.(4*'&M(!2./&.(!?2.M(+A*'&2.A!D7!D(&.4!*?'&M(/7!&.M2/M(B!&.!'%(5=!K21+!)*+'&?&)*'&2.!&.!A1?%!

?2.M(+A*'&2.A!C&//!4&M(!721!'%(!2))2+'1.&'7!'2!&5)+2M(!'%(!)(+?()'&2.!2@!721+!D+*.B=!!

"(!*//!N.2C!'%*'!34/%"5+2$6/$7.)8=!$'!&A!2./7!'%(!2)&.&2.A!2@!721+!?1A'25(+A!'%*'!?21.'T!A2!/('!'%(5!D(!

'%(!W1B4(=!K21!A%21/B!(A'*D/&A%!*!422B!+(/*'&2.A%&)!C&'%!'%(!D/244(+!2+!'%(!?1A'25(+!'%*'!?25)/*&.(B!

*D21'!721+!A(+M&?(!2.!*.7!A2?&*/!5(B&*!)/*'@2+5=!<!A&5)/(!?255(.'!/&N(!'%(!D(/2C!?*.!B2!C2.B(+A=!-@!

?21+A(T!?255(.'A!.((B!'2!D(!@2//2C(B!D7!*?'&2.A=!

!"#$%&'()*'+),'()*,'+--./$0&1'2-'$,-'3),&4%5')%',-6)784%5'9#46'466*-1:'

K21!A%21/B!'*N(!*.!*?'&M(!)*+'!&.!721+!&.B1A'+7!?2.M(+A*'&2.!D7!D(?25&.4!*!+(41/*+!?2.'+&D1'2+!'2!D/24A!

*.B!@2+15A=!Z(*B!'%(!?2.M(+A*'&2.!*D21'!721+!D+*.B=!0(A)2.B!'2!?255(.'A!2+!@((BD*?Nc!(.4*4(!&.!

?2.M(+A*'&2.A!*/+(*B7!%*))(.&.4!2+!A'*+'!721+!2C.=!<A!721!B2!A2T!D(!%2.(A'!*.B!'+*.A)*+(.'!&.!721+!

*))+2*?%=!E(2)/(!/&N(!'%(!@*?'!'%*'!721!*+(!)*7&.4!*''(.'&2.!*.B!*+(!*?'&M(/7!)*+'&?&)*'&.4!&.!'%(!

?2.M(+A*'&2.T!.2'!W1A'!D(&.4!'*/N(B!*D21'=!K21!A%21/B!*/C*7A!D(!)+()*+(B!'2!*?'=!$@!.(4*'&M(!@((BD*?N!

2??1+AT!721!214%'!'2!+(A)2.B!&55(B&*'(/7=!>M(.!&@!721!B2.j'!)*+'&?&)*'(!2.!*!+(41/*+!D*A&AT!721!A%21/B!

*/C*7A!D(!)+()*+(B!'2!5*.*4(!B&4&'*/!B&A*A'(+A=!!

Select the Right Social Technologies 

e&M&.4!)2A&'&M(!@((BD*?N!'2!.(4*'&M(!2.(A!&A!.2'!*/C*7A!A1@@&?&(.'!'2!&.@/1(.?(!'%(!)1D/&?=!K21!C&//!%*M(!'2!

'+7!*!/&''/(!%*+B(+!'2!5*+N!721+!)+(A(.?(!*52.4!721+!*1B&(.?(=!R%(!$.'(+.('!&A!&55(.A(!*.B!'2!D(!*D/(!

'2!+(*?%!721+!?1A'25(+AT!721!C&//!%*M(!'2!A(45(.'!721+!*1B&(.?(=!!!

G1(!'2!'%(!.15(+21A!P1*.'&'&(A!2@!A2?&*/!5(B&*!'(?%.2/24&(A!2.!'%(!$.'(+.('T!5*.7!D1A&.(AA(A!@*M2+!'%(!

52A'!)2)1/*+!2.(A!/&N(!O*?(D22NT!RC&''(+!*.B!A2!2.=!V(M(+'%(/(AAT!5*.7!2@!'%(5!?25)/*&.!'%*'!'%(7!

?*..2'!+(*?%!'%(&+!*1B&(.?(A=!k1A'!D(?*1A(!O*?(D22N!*.B!RC&''(+!*+(!'%(!52A'!)2)1/*+!A2?&*/!A&'(A!B2(A!

.2'!.(?(AA*+7!5(*.!'%*'!721+!*1B&(.?(!&A!2.!'%(A(!A)(?&@&?!)/*'@2+5A=!
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Online Reputation Management 
!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$

<??2+B&.4!'2!A'*'&A'&?AT!52A'/7!)(2)/(!2@!*4(!4+21)!;lQ[a!*+(!

(.4*4&.4!&.!O*?(D22N=!<AA15(!'%*'!721+!?25)*.7LA!'*+4('!

*1B&(.?(!&A!5&BB/(!*4(B=!"&//!721!A'&//!@2?1A!52+(!2.!

O*?(D22N!2+!C&//!721!52M(!'2!*.2'%(+!A2?&*/!5(B&*!C&'%!*.!

*1B&(.?(!'%*'!5*'?%(A!721+AI!

#(/(?'&.4!'%(!+&4%'!A2?&*/!5(B&*!)/*'@2+5!&A!&5)2+'*.'!'2!

D1&/B!*.B!)+252'(!721+!2./&.(!+()1'*'&2.=!R2!D(!*D/(!'2!

*??(AA!'%(!+&4%'!A2?&*/!.('C2+NAT!721!51A'!@2?1A!52+(!2.!

721+!'*+4('!*1B&(.?(=!K21!5*7!*/A2!?/*AA&@7!721+!*1B&(.?(!&.!

'(+5A!2@!B(524+*)%&?A!2+!4(24+*)%&?!'2!%*M(!*!D(''(+!&B(*!

2@!'%(!'7)(!2@!A2?&*/!.('C2+N!'%(7!*+(!1A&.4=!

R2!)+2M&B(!D(''(+!?1A'25(+!A(+M&?(!'2!721+!*1B&(.?(T!&'!&A!&5)2+'*.'!'2!(.4*4(!&.!'%(!+&4%'!A2?&*/!

.('C2+N!*))+2)+&*'(!@2+!721+!&.B1A'+7=!K21!5*7!*/A2!?2.A&B(+!D1&/B&.4!721+!2C.!A2?&*/!.('C2+N!&@!721!

C*.'!'2!%&'!'%(!52A'!*))+2)+&*'(!?2551.&'7=!

Let Your Company’s Tone Show You Care 

-.?(!721!%*M(!(/(?'(B!'%(!*))+2)+&*'(!A2?&*/!.('C2+N!A1&'*D/(!@2+!721+!D1A&.(AA!2+4*.&X*'&2.T!721!?*.!

(*A&/7!+(?(&M(!*.B!4&M(!@((BD*?N!'2!721+!*1B&(.?(=!U1'!721!A%21/B!+(5(5D(+!'%*'!*!'C2QC*7!

?2.M(+A*'&2.!51A'!.2'!D(!*.!2@@&?&*/!2.(=!K21!51A'!%*M(!*!)*+'&?1/*+!C*7!'2!?2.@(+!'2!721+!*1B&(.?(!*.B!

&'!A%21/B!42!C(//!C&'%!721+!?25)*.7LA!'2.(!2@!M2&?(=!!

K21!5*7!*/A2!?2.A&B(+!(A'*D/&A%&.4!*!'(*5!D/24!C%(+(!'%(+(!&A!/(AA!@2?1A!)/*?(B!2.!*!A&.4/(!&.B&M&B1*/!

*.B!52+(!*''(.'&2.!2.!721+!(5)/27((A=!K21+!(5)/27((A!*+(!'%(!)(2)/(!C%2!C&//!+()+(A(.'!'%(!D+*.B!

*.B!&5*4(!2@!721+!?25)*.7=!U/244(+A!*.B!'%(!2./&.(!)1D/&?!)+(@(+!'2!%(*+!@+25!'%2A(!C2+N&.4!&.!721+!

?25)*.7!*A!'%(&+!2)&.&2.A!*+(!?2.A&B(+(B!*1'%(.'&?!*.B!A&5&/*+!'2!F)1D/&?!2)&.&2.J=!!

Participate in Related Discussions 

R2!D(!*D/(!'2!&.@/1(.?(!721+!A2?&*/!?2551.&'7T!721!A%21/B!5*N(!721+A(/@!.2'&?(B=!"%7!.2'!?255(.'!2.!

2'%(+!D/24!)2A'A!2+!B&A?1AA&2.A!+(/*'(B!'2!721+!D1A&.(AAI!!

K21!?*.!?+(*'(!&.'(+(A'&.4!B&*/241(!D7!A%*+&.4!C(//Q?+*@'(B!*.B!&.A&4%'@1/!+(A)2.A(A!'2!'2)&?A!'%*'!*+(!

+(/(M*.'!'2!721+!?1A'25(+A=!R%&A!*/A2!)2A&'&2.A!721!*A!*.!(S)(+'!&.!721+!@&(/B=!

0(*B!+(/(M*.'!D/24A!'2!1.B(+A'*.B!C%*'!&A!42&.4!2.!&.!721+!&.B1A'+7T!D1'!2./7!?255(.'!2.!(M(.'AT!

*+'&?/(AT!)2A'AT!('?=T!C%(+(!721!?*.!*BB!M*/1(=!6255(.'&.4!2.!(M(+7'%&.4!C&//!.2'!&.?+(*A(!721+!M&A&D&/&'7!

2+!+(&.@2+?(!721+!&5*4(!*A!*.!(S)(+'=!b./(AA!721!D+&.4!M*/1(T!721!C&//!W1A'!D(!*BB&.4!'2!'%(!.2&A(=!G(@&.(!

721+!(S)(+'&A(!.*++2C/7!*.B!42!B(()=!V(M(+!D(!*@+*&B!'2!'*N(!*!+&AN!C&'%!*.!2)&.&2.T!.2!5*''(+!%2C!

?2.'+2M(+A&*/!721!'%&.N!&'!5*7!D(!m!*A!/2.4!*A!721!*))+2*?%!&'!?*+(@1//7!*.B!)+2@(AA&2.*//7=!

http://mslk.com/reactions/wp-content/uploads/2010/02/mslk_social_media_statistics.png
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Online Reputation Management 
!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$

E+2D/(5A!'2!721+!2./&.(!

+()1'*'&2.!?*.!*+&A(!@+25,! !

 U/24AT!O2+15AT!*.B!

62.A15(+!-)&.&2.!#&'(A!

 62.A15(+!625)/*&.'!#&'(A!

 #2?&*/!V('C2+N!#&'(A!
 625)('&'2+!<''*?NA!

 R+*B(5*+N!$.@+&.4(5(.'!

 621.'(+@(&'!E+2B1?'A!

Digital Crisis Management 
U7!B(@&.&'&2.T!B&4&'*/!?+&A&A!5*.*4(5(.'!&A!'%(!*?'!'*N(.!D7!*.!2+4*.&X*'&2.!'2!)+(M(.'!1.(S)(?'(B!

A&'1*'&2.A!2+!(M(.'AT!/(*B&.4!'2!.(4*'&M(!)1D/&?&'7!&.!'%(!B&4&'*/!A)*?(T!C%&?%!?*.!*@@(?'!*!?25)*.7LA!

+()1'*'&2.T!&5*4(T!+(A21+?(A!2+!)(2)/(=!!G&4&'*/!?+&A&A!5*.*4(5(.'!&.M2/M(A!'%(!)+2?(B1+(!'*N(.!'2!
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5 Development Stages of Digital Crisis Management 
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1. Speed 
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3. Dialogue  
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4. Search 
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5. Brand Enemy 
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5 Ways to Prepare for Digital Crisis Management 
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1. Monitor 
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2. Respond Instantly  
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!

!

!

!

!

"#$!"%&'()*)(+,!-./&.(!0()1'*'&2.!3*.*4(5(.'!

62)7+&4%'!89:;:!0<3=!! >*?%!"#$!@+*.?%&A(!2@@&?(!&A!*.!&.B()(.B(.'/7!2C.(B!*.B!2)(+*'(B!D1A&.(AA=! E*4(!;;!2@!;9!
!

!

!

Online Reputation Management 
!"#$%"$&'(')*+$%,+$-./0/$')1$-+#'21/$
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3. Keep a Regular Tone 
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4. Educate Your Employees 
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5. Establish a Corporate‐wide “Digital Crisis Strategy” 
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Conclusion 
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