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Introducing Sophia Le

Former emergency manager, email marketing consultant

9 years studying disasters

Former emergency management
outreach lead for the 5th largest
city in WA State

Deployed to the Oso Mudslide in
2014

Email consultant to B2B companies
like Iterable, Optimizely, and Digital
Marketer
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Our Agenda

o The power of a Single Overriding
Communications Objective (SOCO)

e How five brands are using SOCO
(but don't even know it)
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e What governments and nonprofits can
teach you about cross-channel
messaging
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A crisis is a fluid and dynamic state of
affairs containing equal parts danger
and opportunity.

Stephen Fink

Author, Crisis Management: Planning for the
Inevitable
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Source:
www.twitter.com/jackbox
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5 Questions to Establish Your Single A

Overriding Communications Objective (SOCO)

Source: The Centers for Disease Control and Prevention (CDC)

What is your primary message?

What do you want recipients to do??

Which lists or segments need to know about this?
What facts or data points support this message?

Who should “send” this email?
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1. What is your primary message?

Example: LastPass

LastPass«s-|

o Users aren't affected by the
At LastPass, we're committed to your security. We wanted to
U N d e rAr mour d a ta b reac h provide our LastPass community with the most up-to-date

information on the Under Armour data breach to help you
protect your personal information. This breach does not
affect your LastPass account.

o Questions a bout pa SSWO rd Secu rity On Thursday, Under Armour Inc. announced that 150 million

accounts from it's subsidiary, MyFitnessPal, were
compromised. The breach included user names, email
addresses, and hashed passwords. (Hashing is a
. . mathematical function that converts an original string of data
[ ] Ty peS Of I n fO r m a t I O n I ea ked (p I u S into a seemingly random string of characters.) Driver’s license
numbers and payment cards were not comprised. Under

d efi n i n g Wh at a h a s h ed paSSWO rd is Armour has created a Frequently Asked Questions page to

help consumers understand what happened.

To further protect yourself from future incidents, you should:

Use a unique password for each online account.
Consider passphrases for even stronger passwords.
Enable two-factor authentication for added security.
Be mindful of potential phishing attacks.

Continue using a password manager, like LastPass,
to help protect your identity.

L

To learn more about the Under Armour breach and how to
protect yourself, visit the LastPass breach page.
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2. What do you want recipients to do?

Example: Vanguard

Vanguard  Digital Advisor

“Navigating change is a fact of life.”

Try Vanguard Digital Advisor ,
Start with as little as $3,000 \\
h
Give your

retirement savings
a fresh start

With Vanguard Digital Advisor,
you get the help you need to reboot your plan.

( Tell me more about how it works )
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3. What lists or segments need to know

about this?

Example: Alaska Airlines

Anyone who currently has travel
credits in their account

Extending expiration dates

“Flexibility and space to make the
best decisions”
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Hello, Matthew | Mileage Plan Member | Sign in

Peace of mind for future travel planning

Dear Matthew,

As we continue to navigate this new and ever-changing
landscape, it's hard to know what the future holds when it
comes to travel plans. Right now, we want to make sure
you have the flexibility and space to make the best
decisions for you and your family. Here are some important
updates when it comes to future travel:

Use your travel credits longer.

Many of you have travel credits or eWallet funds in your
account, but aren’t ready yet to make future plans, so we
are extending expiration dates.

If you have a valid credit in your eWallet that was
deposited before March 1, 2020, your booking
expiration date will be extended by 6 months. You do not
need to travel before that 6-month extension date — you
just need to book your ticket by then.

For those who canceled or will cancel their flights due to
COVID-19 impacts in March, April or May, the credits in
your eWallet will be extended through July 5, 2021 for
travel through May 31, 2022.
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4. What facts or data points support this

message?

Example: Madewell

Non-medical grade face masks
Materials used to craft the mask

“Made to wear in places where social
distancing can be tricky”

ACTIVATE

LIVE

WHAT GOES INTO OUR MASKS

Highly breathable and 3D cut
to fit snugly, here's a quick breakdown

—— THE INNER LAYER
100% cotton coated
in an antimicrobial
finish

THE FILTER

Lined in two layers
that hold the
filtration fabric in
place.

THE OUTER LAYER
Water-repellent,
antimicrobial 100%
cotton.

Not for medical use

GET YOUR MASK

N
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5. Who should “send” this message?

Example: Farm Girl Flowers

o Afollow-up note of gratitude FLOWERS"

e From the founder herself (Christina)

o “l hope you consider sending a
bouquet.”
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D 4
5 Questions to Establish Your Single A

Overriding Communications Objective (SOCO)

Source: The Centers for Disease Control and Prevention (CDC)

What is your primary message?

What do you want recipients to do??

Which lists or segments need to know about this?
What facts or data points support this message?

Who should “send” this email?
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What Governments
and Nonprofits Can
Teach You About
Cross-Channel
Messaging




Know Your Character Limits

Example: National Weather Service (NWS)

Keep it short and sweet

Too long = multiple text messages.
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«ill AT&T LTE

5:04

Friday, June 28

Emergency Alert
M & Flash Flood Warning this area til

6:00 PM EDT. Avoid flood areas.

» Check local media. -NWS

A
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You can always send an update

Example: Royal Canadian Mounted Police, Nova Scotia

» Lots can change in a few minutes é

e Quick updates faster than press
release
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RCMP, Nova Scotia & @RCMPNS - Apr19 v

#RCMPNS is advising people to avoid Hwy 4 near Hidden Hilltop Campground
in #Glenholme. Gabriel Wortman is in the area. Please stay inside your homes
and lock your doors. #Portapique

Q 23 13 357 Q 298 0

RCMP, Nova Scotia & @RCMPNS - Apr 19 v
#RCMPNS remains on scene in #Portapique. This is an active

shooter situation. Residents in the area, stay inside your homes & lock your
doors. Call 911 if there is anyone on your property. You may not see the police
but we are there with you #Portapique.

QO 42 12 288 Q 487 &

RCMP, Nova Scotia @ @RCMPNS - Apr18 v

#RCMPNS is responding to a firearms complaint in the #Portapique area.
(Portapique Beach Rd, Bay Shore Rd and Five Houses Rd.) The public is asked
to avoid the area and stay in their homes with doors locked at this time.

Q 33 121 Q 273 &
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Having a single call-to-action

Example: Spotify COVID-19 Music Relief Fund

A noteworthy (and on-brand) cause
to believe in

Make it easy for users to decide
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COVID-19
MUSIC RELIEF

@ Spotify

DONATE NOW
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What we covered

o The power of a Single Overriding
Communications Objective (SOCO)

e How five brands are using SOCO
(but don't even know it)
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e What governments and nonprofits can
teach you about cross-channel
messaging



ENJOY OUR
UNBOXING
GUIDE
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Any questions?
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Stay safel!

Sophia Le
hello@sophiale.com
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