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SUCCESSFUL BRAND AND
REPUTATION MANAGEMENT
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SAM RUF(

PRESIDENT
NXTCONCEPTS, LTD

“* | Read. Alot. 2 hours a day to be exact.

“* Total geek. | can code a website, manage digital
ads, and event produce a mobile app for Apple or
Goggle.

** Love travel. Been to over 22 countries.
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nxtconcepts




visitedplaceszcom

North America




JOIN IN

Get Started
slido.com

#nxt2024

¢ Using one word, what do you expect from this session?

SCAN ME



AGENDA

1. Mastering Your Brand in a Digital Age.

2. Successful Brand Management.

3. The Art of Branding.

4. The Science of Branding.

5. When Things Go Off the Rails - Crisis Management.

6. What's NXT?




MASTERING YOUR BRAND

IN A DIGITAL AGE



BRANDING vs BRAND IDENTITY vs BRAND

Emotions
Target Brand Color Expectations and
Market Promise Pallete Feelings
Typography

BRAND
IDENTITY

The way you want The way your brand
to be perceived presents itself

o

BRAND STRATEGY BRAND EXPRESSION CONSUMER PERCEPTION

BRANDING

BRAND

The way
consumers actually
perceive you

Positioning
Statement Personality




OR, IN OTHER
WORDS...
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Red Bull CCOMTENT , |
Sign In | Register "

inspiring
>

i
)

products & company

L]
HOW YOU TRAIN )8 4 \
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HANGING
TOUGH

PAhar oy e ' — | adventure athletes
e P BANR (L : A
> ® ‘ .-;: -.. f::h " A - ‘. . - v ‘ ‘

, ‘l :
RID BULL RADRO

Red Bull Media is more valuable
than the actual energy drink.




SUCCESSFUL

BRAND MANAGEMENT



MANAGING (= (= (=
THEPUBLIC 7o .

PERCEPTION
OF YOUR BRAND.




LEARNING FROM
THE LEGENDS. ..




Known for its commitment to
environmental sustainability.

»Unwavering Environmental Commitment

2 Activism as Brand Identity

JOIN US »Social Responsibility Leader "% for the

Planet”

_ ff.rcentfortheplanet.or,}-: : 2 T

2z Environmental Activism:
patagonia.com/our-footprint
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Share inspiring images and videos of players, athletes,
QY and teams, working hard to achieve their goals and

379,928 likes

dreams all over the world.




gopro @ * Follow
Reddch

gopro @ “hoo of the Day: fresh air
wilst the Lesl hiend £} #GoProlamily
member @ureglitre 1 FGaliHFROY
Black
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37 Sbkes Reply

- maniktravels Co @

Qv

76,550 likes

GolPPro
- BeaHERO. 'V PO B

Tell compelling stories through
video and photography.

For each social media platform, GoPro is strategic
about the type of content they publish. Every post is
catered to the audience on its respective platform,
resulting in maximum engagement.
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THE ART OF §

BRANDING
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HEVILLE

ExploreAsheville.com

Share your free-spirited photos with #VisitAsheville fcr a chance to see your photo here!

How to stand out from
the crowd.

» Establish a color palette for your brand. It doesn’t just
make your feed look beautiful, it also means your posts are
instantly recognizable to your followers.

» Add your logo (where appropriate). Good branding is
noticeable but not obtrusive.

» Be mindful of representation. Do the people in your
visuals reflect the diversity of your audience?

» Unique Identity: Their branding focuses on Asheville's
artsy, independent spirit, differentiating it from larger cities.
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FOODTOPIA

. ASHEVILLE =

SHEVILLE

» "Insider" Content: They highlight lesser-known spots and local
experiences, appealing to those seeking a less touristy

Foodtopaa is what we al our food scene in Ashevile, N.C., home 0 & ccmnurity 3l cslinary collaborato’s crafing an expesence o rurture your sou. We
baiava ever/ mea is a calebraion Arevelalion. Avd 3 transcexdent experiencd. And we're on a oursust 10 Brin the Mot uvase and memoradle locd and
drivk axporences 10 you. Those amn cur stoses

experience.

» Foodie Focus: They've effectively branded Asheville as a haven
for foodies, highlighting farm-to-table restaurants, craft breweries,
and food festivals in their promotions.

Neet the Foodtopians Restauranis Wine & Craft Eeverage

ITINERARY TINERARY

""_‘E“”“’ | » "Beyond the Classroom" Content: Highlighting ways visitors can
engage with the work happening. This could be interactive
museum exhibits, farm tours with a research component, or

speaker series.

Explora the Western North Carslina Chagse e LGETY+ Ashoville: Your Bast Bels for Gay-
S ille, NC A Solo Traveler's Gaide to Asheville Frisadly Travel

» Bleisure Travel: Targeting those traveling for conferences or
work, encouraging them to extend their trips and explore the
destination.

FEINERARY
ITINERARY TMINCRARY

Wandering Weaverville: Main Street in the
o Bountryside

A Spring Guide to Ashaville, NC Black Moantain: Small Town, Big Flavor
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Humans are wired . I ——
for stories. &+ ORLANDO _ _

o - ~— WHAT <O SEE
njecting storytelling into your brand strategy isn't just - a IN 2023

about creating catchy slogans; it's about showcasing M = '

your values, mission, and the impact you make on the

world.

> People love stories. When you tell stories in your
. . Vart ta ae= some of Griando’s incradible experiences for yourself hefore your arrival? Take adventage of Qrando Virtual
content, yOou Ccan conn ect with your au dience on a Tours and the video playlist above, and check back often for new videos as you plan the ultimate vacation In Orlando. Theme

Park Capital of the Worlg!

deeper level.
OFFERS DISCOUNTED TICKETS

» When creating content, keep the platform in mind
and tailor your content accordingly.
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Sieieingeasesiayaoan  isitOrlondo (el Lt Gy

The Official Tourism Association B (SR P (B AT | —
The WONDER Awaits You!

AN ORLANDO VIRTUAL TRAVEL EXPERIENCE

Visit Orlando, “The Wonder Remains” campaign to regional drive markets
across the southeast and Texas, focusing on Florida, Atlanta, Raleigh,
Charlotte, Nashville, Dallas and Houston.

How:
Showcased the large variety of outdoor adventures, theme parks and outdoor A et .
attractions to extraordinary resorts. < P, @ o > % i ok
L -.é‘- ! ,; ] : - . ! :
7 W ' : T DL
Channels: N AR

=Ovlondo.com

Paid media - TV, digital OOH, digital display, paid social and paid search.
Consumer Virtual Travel Show.

Owned channels - email and organic social. Yor . Bl Mchiorits
Publicity - hosting virtual media FAM events to leveraging 60-plus social La 3
influencers 8

WONDER

Remains

Results:

671 million impressions

2.3 million website visits

831,111 Orlando hotel searches
193,000 room nights

$25.5 million estimated hotel revenue

RIOSITY}
Hrrimes

Find b Fine Find

o . o YOUR OASIS ‘u':ch ‘F_?'IVE_F_IS % BIG SA‘VINGS_. WONDER
Media budget: $6.4 million produced an estimated $70 million in visitor o I 1 B BN it tin

spending. 9:1return on ad spend (ROAS)




anoeing: expectations...

People crave
genuineness.

Authenticity fosters trust and builds lasting
relationships with your customers.

» Be yourself and let your personality shine through in
your content. People can spot inauthentic content
from a mile away.

» Share behind-the-scenes photos and video to give
your audience a glimpse into your business. This is a
great way to build relationships with your audience
and show them the human side of your brand.
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JOIN IN

Visit

Q U eSti O n 2 slido.com

#nxt2024

5 What software tools do you use to manage and monitor your brand reputation?
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MEET OUR TRAVELERS

THE SMART
PLANNER

THE ADVENTUROUS
THRILL-SEEKER

O Female,
Ccollege-age,
, \ athlete

Target With:
Instagram Stcries
re: college sports games

Best Iime to Post:
47 PMPT

THE RELAXED
NOMAD

THE LUXURY

BUDGET-BUSTER

O Female,
20's-30',
r \ active

Target With:
Instagram feed posts
w/ giveaways

Best Time to Post:
G-12 PM PT

THE DEAL
SEEKER

THE NERVOUS
STRESSER

THE BUSINESS
ROAD WARRIOR

[

*
)

Female,
40's-50's,
active

Target With:
Instagram feed posts
w/ influencers

Best [ime to Post:
7-1Z2 PM PT

Know your audience

Create guest personas.

» Who are you trying to reach with your content?
» What kind of content do they engage with?

» What are your target audience's interests?

» What kind of content do they like to consume?

Audiences are not static. They are always evolving.



Be Where Your Audience Is

By analyzing data, you can understand who your
audience is, what they like, and what would bring them
to you.

» ldentify the major platforms where your ideal
customers or prospects are active.

» Use social listening to stay up-to-date on emerging
trends.

» Consider using pre-existing analytics. You can even
conduct some proactive research, a survey, and/or
monitor online conversations to collect data.
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For Gen Z, TikTok Is the
New Search Engine

Need to find a restaurant or figure out how to do
something? Young people are turning to TikTok to

search for answers. Google has noticed.

TikTok is the search engine of choice for Gen Z.

Google’s reign as the king of search may be in jeopardy.
Research has shown that Gen Z is increasingly using social as
their primary search tool.

“Young people are turning to TikTok to search for answers,”
reported the New York Times in September 2023, citing a
Google study that revealed that 40% of users aged 18 to 24
turn to TikTok or Instagram when they need information.



Media Tools

Use to automate tasks, personalize experiences, and
gain insights into customer behavior.

Publish

» Consider your needs. What are your specific digital | st s

: 83 Joenzrace wiv

marketing needs? What tasks are you trying to
accomplish?

» Start with a trial. A great way to try out a tool before
you commit to paying for it.

w ho ROy COMaorm Lo 1oy, XU WOt wak o resths Cadl
the detold

» Choose the right tools for your organization. Not all
digital marketing tools are created equal.

» Learn how to use the tools effectively. Once you've | o @ oo
chosen your tools, take the time to learn how to use
them effectively.
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Samantha's August Offers

Free Shutterfly
Photo Book™

— Capture vour favonie travel
< memories in acustom 3x8 prcte
2 book rrom Shuttedly, Usa code
= NV5E-3ZCZ-519Z-FNMG02

» CLAIM OFFER

Member Exclusive

Discover Spain's
Splendor

Earn 2 500 bonus points while
mednden g @round Spains
historic cties and samoling its
conic culzine.

BRANDING

Lice Roow Epgrade c 0 N I E N I
Suiten Your

» EARN BONUSE POINTS

Next Stay

Cit back, relax, and enjoy the
view frem a free room upgrade
or discounted sute at select
hctels.

» UPGRADE YCUR STAY




Thank you for vour recent stay. We look forward to
welcoming you back soon! »

Malke the Summer Last
With a Getaway Like No Other:

Samantha, whether you squeeze in one more trip to a sun-drenched
destination or uncover another urban adventure, get out of town at one
of our breathtaking hotels around the world.

BOOK YOUR TRIP

Marketing, services,

products, customer
service.

By demonstrating that you understand and value

each customer, you create stronger connections
and build brand loyalty.




AUTOMATED
EMAIL
MARKETING

Digital contact.
Upsell with add-ons.

[ED Plan Your Stay: _carn Marc about what to exaect when yau
arrive and the experiences that await you.

-

Mcbile Key

Roam 107

Twen) Dipsicrn -

| ABHEOESSRJL
Q@ [ TRIPSTARTS NOW

Tep Yo Untock Doce

Mo T W

Wharp it Morks

GO CONTACT LITE WITH
MOBILE KEY

Courtyard by Marriott is part of the Marriott Bonvoy portfalio
of 30 extraordinary hotel brands. Go Contact Lite and unlock
your room, the fitness center, extericr doors and more from
the palm of your hand. Simply use yaur Marriott Bonvoy™
app for a worry free, light touch travel experience.

(1) &) )
Check in for your Enakle nctifications to Tap or the key and
stay. gzl an z'ert when your unlock your raom with
room and ey are ready. your pkone.

CHECK IN NOW

Your Journey °
is Our Pleasure

X okl B e
Cr ewn Cxpmesmsomn

weanoy

WIra et

Get to know the local area

| ess Contact, More Convenience with the
Marrictt Bonvey ™ App

Brecze through check in, krow when your room is
ready anc so much more

Hotel Dining »

Activities & Attrachions
Maps & Transportation »
-oca Area>

Weather »

H ™illon Ot e

Mao dota £2023

Enhance your stay

New Welcome Offer

Ea-n 3 Free Night Awsrds after
spending 36K In € montns. Worth Lp
to 150K total paints Reso-t fees &
terms apply.

| eam More



NXT STEPS e vucesvns

» Spruce up your Strategy
As technology evolves, marketing and advertising strategies are keeping up. Embrace trends
and seize the opportunities they present to build stronger brand connections, drive growth,
and stay ahead of the competition in 2024 and beyond.

» Experiment with New Technologies and Platforms
Don't be afraid to experiment with new digital marketing technologies and platforms. This is the
best way to see what works for your business and your target audience.

» Be Adaptable
This means staying on top of industry developments and trends, experimenting with new
technologies and strategies, and being open to change.




WHEN THINGS GO OFF THE RAILS

CRISIS MANAGEMENT




JOIN IN

Q U eSti on 3 s\id\éi.scijom

#nxt2024

S C ! N M E O Mayhe?llmmtdma hit to find it.
O ‘We vall burn that bndge when we get to it



MISSTEPS IN BRAND
MANAGEMENT. ..




Social

Keith Boykin
@keithboykin - Follow -
Okay, Dove...

One racist ad makes you suspect. INse ng|1'|\/|1'y
Two racist ads makes you kinda guilty.

Dove's Racist Ad: An ad implying a Black woman
became a white woman after using Dove soap

sparked widespread outrage and accusations of
racism. Not just once, but twice in 2011 and 2017.

Why it Matters:

*  The Power of Optics: Even if unintentional,
_ the visual imagery sent a deeply harmful
| - . o message.

* Representation in Marketing: This showed
the lack of diversity within the marketing

@ 261K @ Reply (2 Copylink team, likely leading to the misstep.
Read 998 replies °

11:27 AM - Oct 8, 2017
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.," Scott Paul
€is @scoltipaul - Foll
Qﬁ‘,- @scollipau ollow

Example of a brand using a trending topic without
understanding the context #Advertising
#SocialMedia #Whyl|Stayed

»

DiGiorno Pizza O

WhylStayed You had pizza.

Keosha Varela
So many courageous ppl sharing their
stories re: #whyistayed and

#whyileft. Domestic violence is often a
hidden issue, bring it to light!

c: Adrienne Airhart
& | couldn't face the fact that | was a

textbook statistic: if (step)daddy hurts
you, so will hubby. #whyistayed

11:23 PM - Sep 8, 2014

@ 207 @ Reply (2 Copylink

Read 30 replies

Hijacking Trends & No Cirisis Plan

In an attempt to stay #social #media #relevant,
DiGiorno’s Twitter account hijacked the trending
hashtag to ... sell frozen pizza.

DiGiorno Pizza tweeted “#WhylStayed - You had
pizza". The tweet was in response to domestic
abuse victims using the hashtag "#WhylStayed" to
explain why they stay with their abusers.

A million apologies. Did not read what the hashtag was
about before posting.

— DiGiorno Pizza (@DiGiornoPizza) September 9, 2014




NXT STEPS e vucesvns

What Not to Do Top 10

Don't Go Radio Silent
. Don't Point Fingers and Play the Blame Game
. Don't Underestimate the Power of Authenticity

. Don't Discount the Importance of Transparency

1.

2

3

4

5. Don't Rush Your Response
6. Don't Let Anger Dictate Your Response

/. Don't Forget Your Humanity

8. Don't Forget the Power of Proactive Measures
9. Don't Assume It's Over After One Statement

10.Don't Forget the Lessons Learned

Remember, a crisis
doesn't define your

brand, but your
response does.
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WHAT'S NXT



THE EVOLUTION OF TRAVEL

VOICE ASSISTANTS & Al AUTOMATION

Powered by priceline’. Find it on Google Assistant.

To book travel...
all you need Is a voice. .




INTELLIGENT TRAVEL
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Hotals Hlght= Cars Homes ®

a * Y . Monday, July 11

Wallgt PER

as orspoed to 398, Thats ¢ great
/16 sovng $30,

raes

&= | noking for a ride?

Weekend gotawsy? Errands te ran? Wa
have graat deals on ~ental <ars!

Check out ke latast rides and ratas

Unlock more discounts with
Deal Drops!

(st discoumie and extra 5av ngs on 0o
destinshons, exclusivedy on Hop et

Cee Deals




DATA SHOWS
HELP
PERFORM

> 104 of consumers would e 407 of people use the
buy items from a chatbot voice search function at
least once every day

¢
0’0




METAVERSE

An emerging technology that some very big brands

have places very large bets on it becoming the “next
big thing.”

» Experts predict the Metaverse economy will be
worth between $8 - $13 Trillion by 2030.

» New future economic marketplace and advertising
landscape.

» Future market for developing younger customers.

» Potential first experience of finding out about your
destination.



TIP

BRANDS TO LEARN FROM

» DISNEY

» VIRGIN ATLANTIC
» BANK OF AMERICA
» OASIS

» REI

» STARBUCKS

» CHIPOTLE

» TIMBERLAND

» ORVIS

» VIP.com

» SEPHORA

» WALGREENS




4 THINGS

WATCH - "THIS IS BROKEN" SETH GODIN
WATCH - TED TALK “WHAT CONSUMERS WANT"

READ - “THE EXPERIENCE ECONOMY" JOE PINE Il
(ALSO YOUTUBE VIDEO)

READ - “THE NEW RULES OF MARKETING & PR" DAVID
MEERMAN SCOTT



Connect with Me

Samantha Rufo

President, nxtConcepts, Ltd

Email: sam@nxtconcepts.com
Homepage: nxtconcepts.com
Facebook: facebook.com/nxtconcepts

Twitter: @srufo @nxtconcepts
LinkedIn: linkedin.com/in/srufo




