


REMINDER:

Badvocates can
also make a
difference for the
greater good.



BUT COMPANIES HAVE LITTLE TIME
to waste in curbing BADVOCACY against
their brands and products.

On average, nearly one out of two global
adults (45 per cent) take one week or less
to express their dissatisfaction.

Source: Weber Shandwick’s The New Wave of Advocacy™
study conducted with KRC Research




“New consumer opinion gets posted about

every five seconds.”

— Rob Crumpler, chief executive of BuzzLogic







DEFLAT

ING BAD
VOCACY




Companies now accept
the harsh reality of
BADVOCACY
and are developing
strategies to counter and

leverage it to
their advantage.

HERE IS OUR ADVICE
ON WHAT NEEDS
TO HAPPEN.




ACTIONS COMPANIES
CAN TAKE NOW

BE PREPARED
DEFEND YOURSELF
EMBRACE DISSATISFACTION
APOLOGISE
DON'T IGNORE

INOCULATE



Establish processes to
minimise threats

Monitor comments about
your company

Leverage SEO
(search engine optimisation)

Establish employee guidelines
for social media

Register e-mail addresses and
“gripe” domain names

Trademark your company name




DON'T WAIT AROUND
FOR BADVOCACY TO
STRIKE YOUR COMPANY,
ORGANISATION OR
BRAND.



DEFEND YOURSELF

Stand up to BADVOCATES, but do it in
a well-planned and non-combative or
threatening manner.

= Hire reputation managers

» Respond rapidly

» Disclose communications with Badvocates
» Make the facts available

» Address myths head-on

» Enlist your fans







3EMBRACE DISSATISFACTION




Open your virtual doors to the public,
allowing BADVOCATES to comment

directly.

Invite transparent dialogue

Ask Badvocates to “step outside” — host
face-to-face events with senior executives

Ask for ideas
Solve problems together

Respond thoughtfully



= Admit when you're wrong,
hard as it is

= Don't email or comment on a
negative blog posting, pick up
the telephone

= Establish an advisory council
of Badvocates




IF WARRANTED,
APOLOGISE DIRECTLY
TO BADVOCATES
AND SEEK A MUTUAL

SOLUTION.



Don t
+ IGNORE

Ignore BADVOCATES at your own peril.

Unacceptable excuses...

“We didn’t know about
the criticism”

“They’ll go away eventually”
“They just want publicity”

“We don't respond to bloggers”










INOCULATE

Ensuring a loyal fan base helps protect your
company from BADVOCACY.

* |dentify your Advocates
» Recruit your Advocates

» Reward your Advocates



For more info on Badvocacy,
or any of Weber Shandwick’s Advocacy services,
please contact :

goodbookinfo@webershandwick.com
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WEBER SHANDWICK

Advocacy starts here.





