Reputacion de
marca turistica en
Internet.
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Que es la Reputacion de Marca Online
Como afecta a mi empresa
Monitorizar; éQué?, ¢Donde?

Como gestionar una crisis

Nuestra experiencia
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Que es la Reputacion de Marca Online
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“Hay que darle a la reputacion el lugar
gque se merece, que no noOs guie sino
gue nos siga”

Séneca

QDO roomore @soyjcastanon @declanmullaney



La reputacion, es un capital importantisimo para una empresa y, como tal,
hay que gestionarlo, igual que se gestionan otros activos de la empresa.

La reputacion no es fruto de una campafa que se ejecuta en un momento

dado, sino que es un valor que se construye mediante una planificacion y una
gestion eficaz a lo largo del tiempo.

QDO roomore @soyjcastanon @declanmullaney



QO roomore @soyjcastanon @declanmullaney



QDO roomore @soyjcastanon @declanmullaney



Desarrollo Sostenible:

Satisfacer las necesidades actuales de la sociedad sin perjudicar las necesidades de desarrollo de
futuras generaciones.

...Desde la Cumbre de la Tierra (Rio de Janeiro, 1992) el lema central de la
cooperacion del desarrollo...

SOCIAL

Las tres dimensiones del
Desarrollo Sostenible:

ECONOMICA ECOLOGICA

QO roomore @soyjcastanon @declanmullaney
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Las marcas ya no pueden controlar lo que se
dice acerca de ellas pero si pueden gestionarlo
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¢Porqué es importante tener un buena reputacion de Marca?
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Como adaptar la estrategia online a los
recursos de la empresa.

QO roomore @soyjcastanon @declanmullaney



experimento

innovacion tecnologia

utacion de
S para

 Las empresas recibe
Marca Online, solo
pymes sobre est

 Los empresari
facebook.

« EI40% dela
tienen presen do su
pagina web.

* No hay personal

= [alta de for
= [alta de conve
= Falta de vision como
= Falta de tiempo

= Falta de recursos
QDO roomore @soyjcastanon @declanmullaney



Sin cultura TIC

Menos de 3 trabajadores

Q0O roomore
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Como afecta a mi empresa
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Monitorizar; éQué?, ¢Donde?
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Q, Todo BB Imagenes B Videos B Noticias Mas » X

5 Hoteles en Juzcar - Con ofertas especiales | booking.com Anuncio @ Busquedas relacionadas con hotel
www.booking.com/Juzcar-Hoteles juzcar

Reservar un Hotel en Jizcar

3.258 personas han hecho +1 en Booking.com. hotel bandolero en juzcar

Mas Populares Hoteles de Lujo hotel bandolero

Hoteles Econdmicos Reservados Recientemente
Mejor Puntuados Mejor Precio Garantizado

Hotel Bandolero (Juzcar, Espaiia) - Pequeiio hotel Opiniones ...
www tripadvisor.es/Hotel Review-g10802793-d568854-Reviews-Hotel ...
44 28 opiniones

Hotel Bandolero, Jizear: Ve 28 opiniones y 19 folos de usuarios, y unas grandes ofertas
para el Hotel Bandolero, clasificado en el puesto no.1 de 1 B&B [ hostal ...

Ronda - Hotel Bandolero - Ronda, Andalusia, Spain. Hotel near ... -
Traducir esta pagina ]

www.hotelbandolero.com/

Owners David Nuyen and Ivan Sastre Pascual welcome you to their charming
arcnmmardation in the villane of zear in the Genal Vallev where vnl can escans

QD roomore @soyjcastanon @declanmullaney



NH

HOTELES
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Como gestionar una crisis
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LACOSTE

Nestle
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'~ Nestle

MEET THE GREATEST TEAM YOU'VE MEVER HEARD OF

QD roomore @soyjcastanon @declanmullaney



LACOSTE
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LACOSTE

32 millones de busquedas
Contacto con la policia de Oslo
Noticias: “quitate el polo”

Confirmacion por parte de la policia de Oslo

QDO roomore @soyjcastanon @declanmullaney



Dirty Dirty Dominos pizza

Ramox3 5videos [¥] | Subszibe

¢h Like |59 || 4 Addtc | v || Share || & 736,488
Uploaded by Ramox on Apr 15, 2005 o
dominos employees fired for this pizza ;}u R i
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Nestle
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Nestle

MNestle Thanks for the lesson in manners. Consider yourself
embraced. But it's our page, we set the rules, it was ever thus.

& hours ago * Report

Darren Smith Freedom of speech and expression
& hours ago - Report

Mestle you have freedom of speech and expression. Here,
there are some rules we set. Asin almost any other forum. It's
to keep things dear.

& hours ago * Report

Paul Griffin Your page, your rules, true, and you just lost a
customer, won the batte and lost the war! Happy?

& hours ago - Report
Mestle Ch please .. it's like we're censoring everything to allow

anly positive comments.
& hours ago = Report

@soyjcastanon

@declanmullaney



Estar
preparado

Reaccionar
con
velocidad

experYmento

innovacion tecnologia

LACOSTE

Generar
publicidad
buena

Publicar

una
respuesta
oficial

Nestle

Dinamizar

a tus
seguidores
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YI]H ! [ searen | | 1o

Raw video: Vancouver Mayor Gregor Robertson on riots
globalnational 19videos |=| | Subszibe

¢l Like | EQ || 4+ Addto | = || Share || 6,723

Raw video: Vancouver Mayor Gregor Robertzon reacts to the riotz that
erupted following Game 7 of the Stanley Cup Finalz on June 15, 2011.
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BRITISH

B COLUMBIA

STATEMENT

For Immediate Release Office of the Premier
2011PREMOO70-000730
June 16, 2011

An open letter te British Columbians from Premier Clark

Britizh Columbians are understandably embarrassed and disappointed by Wednesday night's
activities. It should have been a celebration of the tremendous effort by the Canucks in their playoff
run. ltturned into a shameful dizplay of behaviour by people bent on violence.

The wast majority of citizens gathered and dizpersed peacefully, but sadly they also witnessed the
mayhem. There were also good Samaritans there: people who had the guts to stand up for what is
right and citizens who showed up the morning after to help with the clean-up.

These pecple deserve gur thanks. They are the ones who will define our city and our province.

The police and fire fighters had a very difficult job and their hard weork is appreciated. The clean-up
crews and the businezses have all worked hard to restore the downtown core. I'd also like to thank
the first responders who tended to those who were injured as= 2 result of these foolish actions.

Therewere 8 lot of preparations. Based on the Olympics, Vancouverites hoped and expected we
were past the type of destruction we saw in 1994, It's very dizappointing. We will work with the City
of Vancouver to review what we can learn from this. When thiz happened in "94, new approaches
were incorporated. We have more to do.

I'want to be very clear: this is not whowe are. We will not et this band of criminals define us.

Mone of us wantto live in the kind of society we saw |ast night. We sre going to send s strong
meszage of deterrence: if you played a part in this, we have a mountain of evidence and that
evidence will be used by suthaorities to support criminal charges.

Members of the public can help the police and crown prosecuters by submitting any photos, videos
or other evidence they may have. Vancouver police are azking people to email their photos and
videos to rebbery@vpd.ca, or post information through Twitter at #PD.

Citizens have also come together to create their own social media sites to share infermation about
events and images of troublemakers captured on mebile phones. The police will monitor these sites
clozely a= part of their efforts to gather evidence.

We will push for full justice. Collectively, we will do our best to bring those responsible to account.
Criminal charges will be pursued wherever possible and sppropriate.

Ifyou are responsible, we will hold you responsible. Your family, friends and employers will know.
Wewill ensure we have the resources to do this. You will not be able to hide behind your hoodie or
your bandana.

Mo one wants this to happen again. We will not |et the behaviaur of a few disgrace the City of
Wancouver or British Columbia as a whole. Thiz is net who we ara.

Cn Thursday morning | met with Mayer Robertson and Charles Gauthier of the Downtown Vancouver
Business Improvement Association to survey the damage. We met dozens of citizens whao had
gathered downtown, saddened by what happened last night but determined to clean up.

Among them was a student from David Livingston Elementary School, broom in hand, doing her part
to sweep away the stain left on her city last night. In these people | saw the spirit, grace and

responsibility that make Vancouver and British Columbiz the kind of place we all want to live.

Christy Clark
Premier of British Columbia

Connect with the Province of B.C. at www.gov.be.calconnect
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Buscar Analizar Comunicar Actuar Solucionar

Generar Contenido Generar Contenido Generar Contenido Generar Contenido Generar Contenido

QO roomore @soyjcastanon @declanmullaney



Buscar

Encontrar plataformas donde mencionan nuestra marca
Monitorizar lo que se esta diciendo en tiempo real
Rastrear conversaciones iniciadas tiempo atras

|dentificar quién esta hablando

QDO roomore @soyjcastanon @declanmullaney



Buscar Analizar

Ver la informacion para interpretar

Detectar contextos

“Calcular’ el sentimiento (positivo, negativo o neutro)
Conocer el impacto

Detectar multiplicadores o lideres de opinion

|dentificar tipo de medio utilizado (blog, red social, foro, etc)

QD roomore @soyjcastanon @declanmullaney



Buscar Analizar Comunicar

Hacer comunicaciones o noticias corporativas
Responder a dudas o comentarios
Iniciar conversaciones de manera proactiva

Pedir opinidn a los clientes sobre vuestros productos
0 servicios, novedades o promaciones, etc

QD roomore @soyjcastanon @declanmullaney



Buscar Analizar Comunicar Actuar

Determinar la direccion de la empresa en plataformas
Definir el perfil de actuacion para cada plataforma
Responsabilidad en el tono de las respuestas
Establecer planes de accion sobre la base de resultados

Ejecutar acciones off sobre la base de lo establecido en On

QD roomore @soyjcastanon @declanmullaney



Buscar

Analizar Comunicar Actuar Solucionar

QD roomore

cvolucion de sentimiento posterior a nuestras respuestas
Planes de mejora sobre guejas de los usuarios

Definir planes de accion en base a objetivos de la marca
Establecer planes de contingencia en caso de URGENCIA

Tiempos de respuesta

@soyjcastanon @declanmullaney



Just in case you still have a craving for
cornbread. We hope that you enjoy
your stay

From all your friends at
Gaylord Hotels, Opryland, Palma

QO roomore @soyjcastanon @declanmullaney



Google Alerts HootSuite

Yahoo Alerts TweetDeck
TweetBeep SocialOomph
SocialMention Twellow
TripAdvisor Alerts Reviews Klout
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Nuestra experiencia
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Il

MARCEL Ofl

RESERVAS ONLINE

1. Baleccions fecha do entrada:

24 Abril 2012

2. Selecchone fecha de salida;

QD roomore
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Confort de la Habitacic
Amabilidad de 1al

@l gratis / free
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Larita
GARANTIZADA

Duitech Frangak Englisk

CONTACTO

« Sobre el hobel

» Fotos dal Hote

= Videos del Hote

= Habitaciones

» Restaurante Cafeleria
= Salones de convencionas
« Calebraciones

s Cuidados corporales
= Coamo llegar al Hobe

« Garaje

= Gula de Barcelona

-
¥




ﬂ Accede con Facabook  Iniciar seshin

@@ tripadvisor.es
La web de viages mds grande del mundo
Thir Morbella Heights Bowlique Hobal

m Marbella = | Hoteles | Vuelos | Alquileres | Restaurantes

Iniced = Europa - Espana - Andalucia - Costa del Sal - Marbolla - Holslas en Marballa Thas Marbélla Halghts Bouligqus Hotil

The Marbella Heights Boutique Hotel

Kl e gusta 3

Urb. Rio Real , Balcon del Golf, Parcela 87, 26603 Marbella, Espaia
L Sitie web del hatel  [52) Enviar un e-mail al hotel  [% +34851103424  [E¥ Senvicios del holal

| Oferta especial Golf escape 90€/day/pax

Ocupa el puesto #2 de 79 hoteles en Marbella

(@)@ e)@)®) 120 Opiniones

(:‘,:) jGanador del premio Travellers' Cholce™
L9 J 20121

Atlencian al dienta

Ver el precio mas bajo para este hotel*

Liegada Salida Adultos
26562012 27/5/2012 2 B
Mostrar precios

B Hotsles.com @ Expediaes

e AUasiros Socng
. 96 fotos de los viaiaros

QD roomore

Cludad, nombre del holal, atc

Lo mejor del 2012

|Rogisirate ahosa! % Aplicacidn GRATIS parma tu mavil =2

Salo en sapaliol *+ BUSCAR

Escribe una oplnidn

Los 78 hoteles de Marbaila »

Los viajeros también vieron...

Marrioti's Marbella | Mostrar precion
Beach Resort ;

mﬂ) 385 opiniones

Martalla, Costa del Sol

& La Villa Marbella -
' : Charming Hotel
H.-q mﬂ-} 607 oplniongs

Marbeila, Cosla def Sol

= | I
El Gceano Beach Hotel | Mostrar precios

| @@@ED 178 opiniones
ﬂ Karballa, Costa dad Sol

Qué hay cerca

Hoteles (79) | Restaurantes (535) | Qud hacer (51)

=

5

g G

Guolf Rio Real

iNg

CR TRV, M.
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Mostrar el menor precio para este hotel - oo socos
Entrada | 26/5/2012

Salida | 27/6/2012 Adullos - 2w

120 opiniones de viajeros

u Hoteles com
ﬂ Expedia es

Escribe una opinlén

Puntuacién de viajaros Tipo de viaje
E xoelenis I 110 En fmmiia (13)

Muy tona i B En pamja (50)

Worma! 1 De negockos ()

Mala 1 En salitado {5}

Panima i Con amigos (4)

120 opinlones segin Fecha™  Punluacin Espadiol primens

CarmenbBs
Malaga
1 opinidn

“Un paraiso en la Costa del Sol"

(EYE(ENENE Opinidn escrita el 17 abdl 2012

Mi estancia en The Marbella Heights Boutique Hotel fue breve pero
maravillosa, El tfrato recibido hizo que me sintiera como en casa, El hotel tiene
unas vistas increibles de la Costa del Sol y una decoracion cuidadisima. Asi
que desde aqui doy las gracias por todo y espero poder repetir muy pronto!!!
Mas ~

LHa sido Gtil esta oplnkdn? LAlgin problema con esta opinkdn?

“Atencion personalizada. |De verdad!"

(EAEENENE) Opinidn escrita el 16 abl 2012

Mi mujer y yo, estuvimos a mediados de marzo de escapada romantica. Lo
elegimos por los excelentes comentarios que vimos en esta web. 5i he
tardado algo en dar mi opinidn, es porgue poco se puede decir que no hayan

DoTar u

iEy, bonito iPad!

TripAdvisor tlene una app GRATIS para 1,

Consiguela ahora advisor*

Hoetales.com (Con mapas v las opinones di mds do
140,000 holeles en lodo o mundol

The Marbella Helghts Boutique Hotel [Ahoora
dinerg!

Expodia.os Ofertas increlbbes on mas de 120000 holees
o b0 ol munda

M la; j rva ah ral
Booking.com Gran selsccadn. [Prscios bagos!

elmams.os Encucnlra fu hobe an Espafia y @ mendo Gon

@soyjcastanon @declanmullaney



BOOKING.C cEMTEE T B TN & MiBooking ¥

Comentarios sobra |a wab

Inicko > aspaia > gndalucia > marbolia >* the marbelia helghts boutique hotal
"w_ 14317 hotelos 2724 hoteles 73 hotoles

Buscar hoteles The Marbella Heights Boutique Hotel

Urb. Rio Real, Balcones def Golf-Parcela 97, 29600 Marbella I2 (Mostrar mapa)

Volvar ml hotal

Destina/Nombre del hatal:

@Iarballa ) Puntuacion global del Desglose de la puntuacion Filtrar la puntuacion
s Limpaza 02
Fecha de entrada Tt Confor 9.4 () Familias con nifios mayoras 2
‘ : : Ubbcacitn 8.2 () Parejas de mediana edad o mayores 12
Servicios 8.5 [ ) Grupos de amigos 1
Fechia de sallda Personal 9.2 () Personas que viajan solas 1

i ; ’ basada en 22 comentarios
MM[’“‘“_‘ Retacitn calidad - pracio 8.4 [ ) Parejas jbvenas 6

: Los clientes han escnto sus
() Todavia no he dociddo las fechas comentarios después de su

Han#aclonas Eﬂ estancia en ol The Marbella
i Eﬂ Heights Boutique Hotel.
¥

v (o

maostrando 1 - 22 (Total 22)
Buscar

: - Chris
5 n Grupgdeanigon T TetTrinadty parsond) hotl m
e eurog — :?f-:‘.ﬂhp:u’:. R A Te ha rasullads Ol asté comentanoy 34 M
14 da julio de 2011
!'l-' _
= Jennifer © Friendly staff, Beautiful location
g s s . ; . : :
. e Eﬁi&m Pareja de mediana ¥ J
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96 fotos de los viajeros de The Marbella Heights Boutique Hotel

Filitrar fotos por S SEEE

Ver las 49 fotos profesionales

Ver el precio mas bajo para este
hotel™

Lisgada Salida Adulios
26/572012 27512012 2 v

Mostrar precios

Purntyiar i ’ Sefalar comd no apropisdo PR — Expodia.es

pool (rohas, sap 20049) .
UHimute chilll!

Omd ¥ PR o

dé nuesinos socios

36 de 96
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96 fotos de los viajeros de The Marbella Heights Boutique Hotel
—

Ver las 49 fotos profesionales

E I

Ver el precio mas bajo para este
hotel*

Linsgmda Salida
268/52012 2752012

Mostrar precios

Puntuar: [ '8

Sefalar como no aproplado E Hoteles.aom E Expedia.es
Pool (sbiDO75, fab 2008)

Auch interessant fiir Geschaftsreisende

-

44 de 96

"da nuasiros BOCios
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96 fotos de los viajeros de The Marbella Heights Boutique Hotel

F { Toda (98
SHRL . po = Ver las 49 fotos profesionales

Ver el precio mas bajo para este
hotel™

Lisgada Salida Adulios

: - y
f" 2BI62012 27512012 Y
)— Mostrar precios

Sefalar comd no apropisdo

Hoteles.com Expadia.es
Terrace + chill out area (sbO0T5, feb 2009)
Auch Iinteressant fir Geschédfisrelsende

“de nuesinos socios
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96 fotos de los viajeros de The Marbella Heights Boutique Hotel
Filtrar fotos por

Ver el preclio més bajo para este
hotel*

Lisgada Satida Adulios

261572012 2TIBI2012 2 v

Mostrar precios

Sefialar com no apropisdo u :
Hoteles.com B Expediaes
Sayan Room The Marbella Helghts (feb 2012)

“de nuesinng socios
Proporcionada por la gerencia

QD roomore @soyjcastanon @declanmullaney
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“Sigues atenta a los comentarios?

- Pero si vivo de ello”

QO roomore @soyjcastanon @declanmullaney



De: The Marea e fts hookdngs [ madin: infohermer helaheig it com]
Envindo el; domings, 1) de s de M12 1210

Para: hdEbatinadoming de

sarsto; Grevfings from The Martels Hegsas Boutig ue Hosl

Dear Betting and Denisse , hello my friznds?!
Wi take this opportanity to thank you very misch for having chosen The Marbella Heights Boatique Hotel here in Marbella for your vacations; We hope that you will keep foeed memories of cur beamtifisl views and barmenious enviroamest,

(n behalf of my team and mysed I sineerely hope that we were able to offer you everything that you may needed or wanted in oeder to make your holiday as enjoyable as possible.

1 alsywrite yom this email to ack for a persomal favar 1o us ; in order to belp future guests to choose The Marbella Hefghts as a nice and different holel for them, we would ack you kindly if you bave a spare moment, towrite a il commentary about the botel and
what we offer here, because this woold really help us give the The Marbella Heights the publicty it deserves.

This is the direct Bk to the commentaries page, and you can do e review invour own legaage, is if is easier for you .

Wi thank you very much for it, and we hope we will have the privilege of welcome you again, your friends or relatives in our Boatique Hotel any cther time, and cock for you ,

Sincerely Yours

Mercedes Bain

QO roomore @soyjcastanon @declanmullaney



@@ tripadvisor

QD roomore

Tha Marballa Heights Boutique Hotel
Ui, i Rl Baicos dad ok, Parcsls 97, 39603 Marels, Spain

Your first-hand experiences really help other travelers. Thanks!
Youwr ovarall rating of this proparty

|

Tithe of your rewview

Youwsr revihew | B chacacied minimum)

By sharing your axpasiances you'ns hepng Fevaler make batfer chocas and plan el drasm
irgm, Thank ol

What sort of trip was this?

(i3] =+

fiminsan Couplan

A28

Frianan

Vied

§ Do

Recant reviews of this proparty

BobT22881
- Wi Fantastc”

Wi Bookod &t har lasn rinuis and fouss Bu hoisl an
absobin debighi %0 sty in. Nofing was ioo much
Poukie . b Franciscs = 8 legand|

DEsapEnos
EEaEEE "An cuisisnding holed oxporissos’

| seblcionm Lk T BOITTY QORI A B WAy 10 RS R
Frareed opaarienon, b in Bis case the wird pelecily
descnbes oer four nighl sday 51 MarSeila Heighis In =y
PR 1 Crv B0 ounTring | have Mo Fad & holed
EEpEHNE quins ke P, ot only i e peopay it
superh, bul B warm recestion and.

fmon -

L BelbnemTX
- R Elegan! Bossges Mol

Wi dalniley woud moommand Mamela sseighs fo
mrrpnn ipokang o unicue, reaoed, ville-tpe
mcomeodaions. YWe booked this ecility tor just 3
reghls i Qoo B0 Sake @ day 199 10 Oiteaiar, Tha
hospen bty of e il manages. Francisco, and s
izrenly family mards our Warbaba Hesghis stay ona of
ol o,

miare =

Tisd B! wtieg i Gl Sirhiow =

@soyjcastanon

@declanmullaney



QD roomore

Juan Castanon
juan@roomore.es
@soyjcastanon

QD roomore

QD roomore

Declan Mullaney
declan@roomore.es
@declanmullaney



