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Social Media & Social Media & Social Media & Social Media & Place Branding:Place Branding:Place Branding:Place Branding:

(Controlled) Communication(Controlled) Communication(Controlled) Communication(Controlled) Communication



Social Media & Social Media & Social Media & Social Media & Place Branding:Place Branding:Place Branding:Place Branding:

(Uncontrolled) Communication(Uncontrolled) Communication(Uncontrolled) Communication(Uncontrolled) Communication



� Stronger influence than commercial communication

� High credibility / trustworthiness

� Independent (or not?)

� Based on experience (or not?)

� Stronger influence of negative WOM

Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (eWOMeWOMeWOMeWOM):):):):

Opportunities & ThreatsOpportunities & ThreatsOpportunities & ThreatsOpportunities & Threats

Uncontrollable but ManageableUncontrollable but ManageableUncontrollable but ManageableUncontrollable but Manageable



Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (eWOMeWOMeWOMeWOM):):):):

Monitor & LearnMonitor & LearnMonitor & LearnMonitor & Learn



Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (Electronic Word of Mouth (eWOMeWOMeWOMeWOM):):):):

Persuade & InfluencePersuade & InfluencePersuade & InfluencePersuade & Influence

� Proactive Management of eWOM

� Point of contact: Interactive“institutional” page

� Focus on moderate negative WOM (recovery strategy)

� Continuous relationship with opinion leaders (bloggers…)

� Commit local stakeholders in eWOM

� Target segmentation (social networks…)
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