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The Social Media Channels
of the Vienna Tourist Board

Social Media

Channels

= Facebook

= Google+

= Instagram

= Foursquare/Swarm

B2B + \ - YouTube
B2C = Flickr

= Twitter
= LinkedIn (VCB)
= Xing (VCB)

B2B




Who is managing the
community?

Community
Management

B Ronja Spranger & Digital Marketing Team:

Facebook pages wien.info & vienna.info
Google+, YouTube, Instagram, flickr,
foursquare/swarm

B Robert Seydel:
Gay City Vienna & Gayfriendly Vienna

B Margot Hofmann & Media Team:
Twitter




Community
Management

Who helps managing the
communication?

B Vienna Hotels & Info Team
for general information (Hotels, what to do, special requests)

B Market Management and Advertising-Teams
organising campaigns and events

B Creative Agencies (native speakers)

for international marketing campaigns (eg questions about
contests)

B Austrian National Tourist Office (native speakers)

for international marketing campaigns (eg questions about
contests)



Community
Management

The main challenge...

...Is to manage Social Media across:
= Departments and teams

= Generations and expertise

...1s to know:
= Who?

= When?
= What??
= Where?



We need a Social Media
Management Tool...

Community
Management
Tools

B Free or paid?

B What do we need?

B Info about 15 Tools

B Evaluation of 4 Tools
= Features
= Amount of accounts and channels
= Price

B Decision: Falcon Social




Falcon Social Management Tool

A unified Social Media management platform

Falcon Social

MANAGE

MEASURE

LISTEN

ENGAGE

J PUBLISH




Falcon Social

Falcon Social
., Listen*

Listening to identify relevant topics and evaluate campaigns.

m + 3.5 Million Data Sources S
B Custom Filters for campaigns ===l
M Live Streams with Mentions —




Falcon Social

Falcon Social
,2rhngage"

Moderation and community management for teams.

B Message Feed —
B Assign feature for teams and

PRESET FILTERS

team members
B Content Templates (FAQs)
B Spam Detection




Falcon Social
,Publish*

Falcon Social

Content publishing in all Channels

Editorial Calendar
Photo Editor
Content Pool

Content Preview
Mobile-friendly

7 NETWORKS ¥ 9 CHANNELS v 1TAGS ¥ Show drafts September 1st - September
Mon Tue Wed Thu Fri
1 2 3 4 S
£ 4] £ 2] = B ED [ £ 2]
8 9 10 1 ‘ 12
+ ADD POST + ADD POST
15 16 17 18 19
+ ADD POST + ADD POST + ADD POST + ADD POST + ADD POST
22 23 24 25 26

+ ADD POST



Falcon Social
,Measure*’

Falcon Social

Social analytics for sharing smarter insights.

B Unlimited Reports
B Cross-Network Analytics

B Content Performance
of paid, owned and earned

=\ FALCON HOME LISTEN ENGAGE PUBLISH BUILD MEASURE

CREATE REPORT

REPORTS

Report: FB: vienna.info [# AUG 12TH 2014- SEP 11TH 2014 /s § B

Page Likes i B
Page views 5.01 K B Total page likes 192-20K a
Engagement i B
Page engagement level 2 54 " Total page interactions 14.61K

Total Page Likes




Community
Management

Cooperation within the S

Digital-Team

B Better overview of who already read a posting or message
and If it has already been assigned

B Assignement Process: Questions about a special topic or
campaign for a team member- automatic notification via e-mall
Including a direct link

()  NEWEST MESSAGES Y FILTERS w
Wien | Vienna a
Exploring the streets of Vienna. #urbangarden #vie... Messages n
clussierd

Oh the treasures you will find in Viennal Wish | ...

‘ stephen Paul Hardy ol m
n 1 Thank you Andrea -}
B Zinterrupt ) .
Wien bekomme wisder Besuch von THIRTEEN DAYS ... vienna.info e m |-

Dear Stephen, Ronja is out of office at the moment, so | am writing you. Good to hear that our gift arrived safe and that you have a lot of pleasure with it. Hope to see you soon back here in Vienna! Kind

u " regards, Andrea

B (VIENNAs FIRST) 90ies CLUB » Stephen Paul Hardy Q@ m
Ubermorgen Samstag 12.9.! 90ies Club back @ The ...

Dear Ronja, Your parcel of gifts arrived today. Thank you very , very, much. :-}| shall be bringing my bag o Vienna next time | visit With Kindest Best Wishes from England Stephen

a 1

B (VIENNAS FIRST) 90ies CLUB
Ubermorgen Samstag 13.9.! 90ies Club back @ The .. -

vienna.info @ m

Lieber Stephen, vielen Dank fir deine E-Mails mit den Bildern! Ich habe sie schon abgespeichert und durchgesehen, da sind sehr viele wunderschéne dabei fur viele verschiedene Gelegenheiten. Diese

‘Woche schicke ich die Post fos ;) Viele liebe GruRe aus Wien und einen guten Start in die Woche! Ronja

n L 0 stephen Paul Hardy QO m

Freddy Alexander Bugue... Liebe Ronja, Ich freue mich, dass es der Grund, da:
Danke fur eure Antwort, sicher das werde ich mach

ie sehr beschaftigt, d

unser Dialog unterbrochen war! Vielen Dank schan mal =o viel. Ich freue mich auf den Brieftrager bringt mir ein Mailing von

ich lhre Anfrage erweitert ein wenig - bis 3-Mailings nicht 3 Fetes... Ach ja, und zwei weitere "Bonus” Mailings. Wahrend in Wien habe ich ober 1700

Fotos (7) Und eswar zu schwierig, um ein Portrat zu nur 5 Bilder reduzieren. So habe ich Bilder, die ich filhle erfassen verschiedene Aspekte lhrer schinen Stadt in einer kiinstlerischen Art und Weise

emotional entschieden. Mailings werden 1 - 5 enthalten Bilder in hichster JPEG-Qualitat und "Large"-Format. Mailings 6 und 7 enthalten nur 3 Bilder zwischen ihnen in héchster JPEG-Qualitar und

n 1 maximale Formatgrafie, Ich hoffe, dass diese Bilder sind angenshm und sind nitzlich, um Ihr Bira, Ich habe entsprechende Copyright-Rechte in jedem E-Mail gegeben, Herzliche Grife sus England
Stephen

+-) Nun, ich muss lhnen sagen, d

Stephen Paul Hardy

Thank you Andrea :-} vienna.info e =

= lishar Sramhan nain allzs ierin Oednine Bz ier noe oarade wis A uarmirssr sassshe biss and wie sind 2in eans dainss anline Taam nd assind sahr visls Bilder Dachalh bin ik leidar nnck nicke A2z



Community

Management
with Falcon

Social

Cooperation with Info Team

 We assign questions to the team and they send us the
anwers
» Goal: we assign the question and they answer directly

& wien.info

Assign to

5 WIEN INFO 75400

Can you please find out the answer?
Thank you so much :]||




Cooperation with Twitter Team

Community

Management
with Falcon

Social

B Overview about team acitivity
B Possibilty to share content

B See responses




Community
Management

Cooperation with Market-Team [
and Advertising Departement

B Other teams want us to post about their marketing
campaigns- sometimes we don't have the full information

B Possibility to assign questions to responsible person and get
feedback within the tool

B Goal: The teams manage questions about their campaigns
themselves
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julia.jakoubek@vienna.info
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Becaused@ cute cat
picture is always a good
conclusiongis

Have a nice"weeker
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