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Uses of Social Media 
1. Community	Building	
2. Research	
3. Sales	
4. Brand	Awareness	
5. Customer	Service	
6. Informational	
7. Reputation	Management	
8. SEO	



Research	and	Insights	

HootSuite	

Sprout	



Brand	Awareness	



Reputation	Management	



“Brand	Buzz	in	the	Echoverse”	
with	Kelly	Hewett,	Roland	Rust,		
and	Harald	van	Heerde	
Journal	of	Marketing,	2016	





Managers’	perspectives	

“Media	is	an	echo	chamber	.	.	.	
you	have	advertising	that	is	
perceived	one	way,	news	
perceived	another	way,	and	
social	media	perceived	yet	
another	way	and	they	are	
different	durations.”				

	 	 		
																																				Marketing	executive	in	a	Fortune	50	FSI	



The	“echoverse”	

Firm 
Actions 

Consumer 
Sentiment 

Business 
Performance 

News Media Social Media 
Word of 
Mouth 
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What	we	observed		
	
	
The	echoverse	at	work	
	
	
The	case	of	
	
	
	
	
	
	
June	2007	–	December	2013			

Twitter	
volume	

News	
article	
volume	

Consumer	
sentiment	



The	brand	echoverse	

Firm	Communications:
•  Press	Releases				
•  Advertising	
•  Twitter	posts	

Traditional	
Media	News	

Stories

Business	Outcome:
							Customer		
							deposits	

Online	Word	of	
Mouth:

Twitter	posts								

Consumer	
Sentiment

							BrandIndex



Industry	setting:	Top	4	US	financial	services	firms	
June	2007	–	December	2013			



First,	the	bad	news	.	.	.	.	

1)  Bad	news	spreads	
fast	and	wide	

2)	Online	word	of	mouth	
hurts	firm	performance	

				(customer	deposits)	



1)	Bad	news	spreads	fast	and	wide.	

B.	More	negative	
public	tweets	
lead	to	more	
news	articles.	

	
	
	

A.	More	negative	news		
				articles	lead	to	more		
				public	tweets.	



C.  	More	negative	consumer	sentiment	

D.	More	negative	
company	tweets	 More	news	articles	

&	



What	can	companies	do?	

2)	Online	word	
of	mouth	
hurts	firm	
performance.	



The	good	
news	.	.	.		



A)	Press	releases	are	surprisingly	effective.	.	.	.	

More	press	releases	
	

More/more	positive	
news	articles	

More/more	positive	word	of	mouth	

Higher	customer	
deposits	

1 

2 

3 



BUT	.	.	.	press	release	strategy	matters.	

BAD 
IDEA! 

GOOD 
IDEA! 

Let’s	lay	
low	and	
watch.	.	

Let’s	keep	
our	name	
out	there	.	.	



AND	.	.	.	press	release	language	matters.	

neg	emotion		 pos	emotion		

past	

future	

money	

work	

achieve	certain	

tentative	

anger	

anxiety	

sad	

Categories	of	words	used	in	
press	releases:	



Differences	in	press	release	language	emerged.	

money	

neg	emotion		

anxiety	

anger	
money	

work	tentative	
certain	

Tendency	to	react	to	
negativity	in	the	media	

Tendency	to	ignore	
negativity	in	the	media	

BAD IDEA! GOOD IDEA! 

PRESS RELEASE PRESS RELEASE 



A Brand Reputation Tracker 
with Gillian Brooks, Roland Rust, Andrew Stephen 

•  An objective measure of brand reputation 
dimensions using Twitter posts 

•  Measures 100 leading global brands 
•  Updated quarterly 
•  Longitudinal database accessible online 

for brand reputation researchers 





Best Companies Example Results 
(First Quarter 2017) 

•  Value Equity 
–  McDonald’s  
–  Nordstrom 
–  Starbucks 

•  Brand Equity 
–  ABC 
–  Nike 
–  Starbucks 

•  Relationship Equity 
–  McDonald’s 
–  Starbucks 
–  T-Mobile 



The	Firm	on	Twitter:	The	Financial	
Market	and	Social	Media	User	
Reactions	to	Firm	Social	Media	

Participation	
John	Healey	and	William	Rand	



Theoretical	Model	
Financial	Event/	
Price	Target	

Announcement	

Stock	Returns	

Investor	
Attention	

Firm-Generated	
Content	

Firm	Comm.	
Strategy	

User-Generated	
Content	

Latent	

I/B/E/S	

Latent	

CRSP	



A	Quick	Look	
•  Collected	tweets	from	about	noon	on	
Wednesday	until	this	morning	

•  Hashtags	used	for	collection	include:	
•  #ncsweetpotatoes,	#sweetpotato,	#tobacco,	
#prideintobacco,	#purplesweetpotato,	
#gottobenc,	#ncagriculture,	#harvest17,	#plant17	

•  Resulted	in	710	tweets	



Popularity	of	Topics	
•  #tobacco		 	 	 	 	418	
•  #harvest17			 	 	 	214	
•  #sweetpotato			 	 	52	
•  #plant17			 	 	 	 	21	
•  #gottobenc				 	 	 	5	









#tobacco	 #sweetpotato	 #harvest17	

#gottobenc	 #plant17	



Thanks!	
Any	Questions?	

wmrand@ncsu.edu	
@billrand	
billrand.org	


