Be healthy part of a healthy online community

March 2011




Weight Watchers — about us...

¥ It's not just a diet!

#* Leading, successful weight loss and management programme, delivered via
five different service channels

#* Publishing business including retail range and monthly magazine

#* Over 240 retail food products

# Our number one goal — Member Success

#* Soft Launched new plan, ProPoints November 15 2010, our biggest
innovation in 15 years!

#* Mission to see every Australian living at a healthy weight
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Communication —so do we communicate?

#* Weekly eNewsletters — over 1.5M per month
# Daily site content
# Daily social media content

#* Weekly partnership content

Wit Walchor Ranlralis | o) s
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#* Plus — weekly méeti_hg material in thousands of meetings daily
#* TVC content via strategic partners, eg, Good Chef Bad Chef
#* In store activity eg Myer, McDonalds etc

¥ KOL discussions, forums etc
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But there iIs a constant need for more

WW Online Community — over 300K members, over 20M imps YTD
Over 1000 bloggers

Hundreds of groups

Hundreds of challenges

Branded social media presence — over 15K members

Countless video diaries via You Tube

Countless personal recipe sharing sites
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The list goes on, and on, and on...
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What role does Weight Watchers play?

*
*
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*
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Constant requirement for ongoing support

Constant appetite for content

Constant stream of new members sharing tips

Thousands of daily posts, blogs, comments, interactions and sharing

Obvious opportunity to retain and support existing members through
ProPoints transition, and engage lapsed through to conversion




And where is the opportunity?
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Measurable Channels
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What did we have to change?

Static ] S Dynamic ]

~ ~
Monologue ] ) Dialogue ]
Destination ] - Network ]

< <
Brand centric ] - User centric ]
Brand message ] - Brand engagement ]
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Did we have much to change?
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Social

Weight Watchers has the content that has the
potential to engage, educate, support
& inspire existing and prospective Weight Watchers

Members.
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It was already there!
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So many channels, so little time...

Distributing content & UGC
Across multiple channels to
Reach, entry points( &

enhances SEO)

fou (1115

Video Channel

FB & My Space deliver
Engagement - application &
datacapture opportunities
and parallel alternative
direct channel if users prefer
this to eDMs

Content is shared across FB, My Sp,
twitter & main site/eDM increasing
value of all channels

CWeightWatchers
Website & mobisite i

facebook
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Fan Page Stream
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Twitter = real customer
connections & customer care
— high reach (retweets & follows)

advocate opportunities
For amplification

FB delivers reach,
high levels of shareability,
credibility of user conversations,
natural environment
for discussion - extend
applications to FB
For higher visibility

Share funtions & links
Facebook/twitter/Myspace increase
Click through rate &

shareability 10




What did we decide to do?

Extending the range
of conversation

Influencer

Comms

\

Drive a variety of health-
related chats - introduce
Interesting links -

conversation community manager
\driving inspirational tips -

Systematic influencer Drivin
comms via digital outreach g

& eCRM

: : Rapid Response
Social media (3" Party

objects Channels)

-

Social Media monitoring
with workflow - trawl &
identify relevant
conversations - take part

\When appropriate )

Include Social media at the
core of our brand and
campaigh comms




What did we decide to focus on?

(e EG: AVERAGE NODAL REACH ON FB =90 - 1 MENTION MONTHLY & )
COMMUNITY OF 5000 = > 500,000 ENDORSED REFERENCES
L ° TWEET REACH RUNS INTO 100°’S OF 1000°S )
(e LIVE INTERFACE BETWEEN CUSTOMERS, LAPSED AND NEVERS - CUSTOMER
CONSIDERATION COMMENTS & CONTENT INTERACTIONS (EG: APPS, VIDEOS ETC) DRIVE
KCONVERSION )
( )
e DATACAPTURE POSSIBLE THRU APPS IN FB other channels
e CHANNEL SPECIFIC PROMOS & GENERAL OFFERS DRIVE RESPONSE/TRAFFIC
- _/

e UNIQUE LINKS & WHITELISTED URLS ALLOW US TO TRACK FROM SM REACH
TO SALES & LONG TERM TAGS DELIVER FURTHER ROI EVALUATION




What did we create?
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Gail Benton » Yeight Watchers australia
This rnight seem lke a sily question............ but............se€ing as Tt
ORES. . vveneeneen s thiere a limit to the ammount of exercise pp one

16 March at 1403 - Like « Comment

We built it — did they come?

'™ Sara Hands Go hard Gail® Just not silly. lol- u know?
. 16 March at 14:02 - Like
Ashley Baron

s0, jve planed treats into oy day, had one already and daving the other for after
diner when i crave the most! so... im craving now but just trving to stay out of the

Christopher Geeman |

Gail Benton I have samd 125 exercise points this week
HI W Australia, ., joined back at W' 3 weeks ago For the Fourth Eime round in my & i

Sar s 10 b N0 overesimatine G ssssssansnnnd Shll hiave
33749 weekly pp left, Should 1 be worried?

life heres ta going to distance, ..

17 March at 12:52 ' Like * Comment
£ 3 people like this,

5 | Suzanne ¥esty You can do ik
4 17 Marchat 12:58 ' Lke

Sandra Gilbert welcome you will get lots of support from this page.
| know i have

17 March at 12;59 * Like

. l-l

Weight Watchers Australia Welcome back, I believe vou can go
ko vour goalltl You will find plenty of inspiration on this page :))
17 March at 13:02 - Like * &3 2 people

Fiona Cooke in the same boat, ,but im determined this time, ,as
sandra said, u get so much support here which is Fantastic,it keeps u
gaing )

17 Marchat 13:02 ' Like

Kate Schirmer good luck!! ;) visit this page as often as possible,
SO many wonderful & inspiring people on herel !l
17 March at 13:03 * Like * £31 person

Eate O'Donoghue Good uck, You will do it this time
17 March st 13:33 ' Like

Kirsty Walker Good luck, :-) + Welcome back
17 March at 13:43  Like

Emma Halliday You can dao it! | have just rejoined for the 2nd time.
Heaaos of suppart on here!
17 March at 13:58 * Like

Joan Reynolds Welcome back!! I have also re-joined For the
umpteenth time, buk this time, i is the last time until iFetime
membership!! Mo matter how long it takes, 1 tend to give up too
quickly! ! Good Luck!

17 March at 16:16 * Like

dAGE S

kitchen lol. . .what do u do to get your mind off cravings?

16March ab 13:19 « Like * C

nent

Gail Benton I try a glass of water, if that doesn't work then [ head
off outside For a walk or to pull a few weeds, hope that helps

© 16 March at 13:38 * Like

d

Sara Hands Chewing gum helps me. Cr sometimes 'l pop & Fruitie-
fruitsie. . .whatewver they are called ol
16 March at 14:10 ' Like

Weight Watchers Australia I stock fruit on the top shelf of the
fridge so it is in view to snack and healthy when the craving arises
and put other snacks out of sights. We have plenty of articles you
can read on snacking if you search our website, it will provide wou
with laks of useful tips too! But activities like brushing vour teeth,
going For a walk or ewven reading a book can cure boredom hunger 1
hawve a list of 20things bo do if I'm bared and want to eat For the sake
of it http: vy weightwatchers.com. aufutilfart{index_art.
aspx?tabrum=18&art_id=47751Rsc=3022

16 March at 14:20 * Like

Sandra Gilbert i distract myself by comming on line for a while.
reading everyones stories takes away my cravings.
16 March at 14:36 ° Like ' 41 person

Emma Young [ have a cuppa!
16 March ab 15:04 * Like

Julie Davis It's probably not the best thing to do, but I grab a can
of Pepsi Max - it makes me feel like I have had something swest and

takes away that hunger pang (1 only allow myself 1 a day though,
after that it is water).

16 March at 15:15 ' Like

Amanda Holly I combat the sweet cravings by having 2-3 fresh
dates for Opp- very sweet, yummy and really healthy!!
16 March at 15:23 ¢ Like

Jodie Deegenaars have a bath with a good book. ., or some juicy
sweet watermelon straight from the fridge.
16 March at 16:02 * Like

Adrijana Nayler Where do vou find fresh dates? The only ones I
can find are in the packet and they are like 4pp per serve,
16 March at 16:03 - Like

Elaine Flaherty If its a sweet craving grapes are beautiful at the
moment. The Mew free lolies. Not a kilo but a couple do the Erick.
Gardening walking are good too. Tv reading make it worse, think its
about the moving.

16 March at 16:06  Like

Ashley Baron Thanks ladies I've made a list now for when the

urges strikel
16 March at 22:17 ' Like

16 March at 14:09 * Like

Sara Hands How many hrs exercise are you doing 3 day?
16 March at 14:10 * Like

Gail Benton Ower an hour sometinnes more, riding between 20 and
B0+ ko day
16 March at 14:11 + Like

Sara Hands 1-Zhrs of exercize per day is fine Gail, as long-az it ism't
hurtineg youll T do 2hes 3 Few days 3 week, The only thing you
need to take into account is that if you get your body used to sa
much exercize then cut back a bit it be harder to drop
kgsiinmnd know that from experience :(

16'March at 14:14 + Like

Gail Benton ok by just hoping it shows this week
16 March at 14:16 - Like

Gail Benton only thing thats sore is butt and quads lol
16 March at 14117 - Like

Laura Puttock What were you earning on average before? IF
you have increazed it heaps I've seen somewhere that your body
rnight retain Auid, or not bose because of the sudden increase if you
didn't 2at some of them.

16 March at 14:20 - Like

Sara Hands good stuff That's the making of 3 nice tight bumt lol
16 March at 14:20 + Like

Gail Benton Laura 30 to 60 mins before, T have moved from
Mountain bike everyday to alternating with road bike.
16 March at 14:21 * Like

Laura Puttock I don't know the mechanics of it, but T hope you
have a great wi this weak!
16 March at 14:24 ¢ Like © % 1 person

Gail Benten thanks me too i I can it my legs to get on the scales
lal

16 March at 14:25 - Like * #33 people

Gretchen Thomson I have been pushing it with exercise, I
through not using my Exercise points I lose quicker, sometimes it
does not work, So as advized I hawve used some of the points, will
se2 in the morning what happens. T just what to get rid of the Jast
3.5 zoon sooner the belter

16 March at 14:49 © Like * % L person

Laura Puttock Good luck Gretchend
16 March at 14156 - Like

Gail Benten best of luck Gretchen my weigh in is tomorrow
morning boo.
16 March st 1457 + Like
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How do you measure social activity?

#* Millions of messages on the internet everyday across Social Media, Blogs,
Forums & News

#* Many messages are discussing the WeightWatchers brand, our products, our
services, industry issues and our competitors

#* These messages often produce commercial opportunities
— Customer Service Opportunities
— Sales Leads
— Retention opportunities
— Member feedback
— Customer Insights
— Competitor Insights
— Online PR, SEO, Community Engagement
— Industry brand presence
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Weightwatchers: BuzzEngage

Username Logout

(CWeightWatd'lers'

Home Contacts Conversations User Admin Settings Reports
V') Stream of all posts from Social media, Blogs, News and Forums Below. Click on a post to action it.
All Conversations Streams Today Week
Wednezday 28th July All o 1400
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twinklzhioi: is thinking of joining weight watchers lol 1 rosT -
Support 22 270
u The Hational Ledger: Jennifer Hudson Weight Watchers Diet - Drops From Size 16 to & -
4 POSTS Unallocated 700 1700
Thesday 27 th ik
: @KRFQ_PhatRalph: sweet. If that doesn't work | sugest weight watchers - .
E‘j online. I've been using it and am down 25lbs. 1 PosT Conversations
ﬂ : | think I'm gunna start Weight Watchers 1 rosT - All =02
fonday 26tk July Unanswered
B word 2yatiotha: I'm starting weight watchers in the morming... @ POSTS - Answered 44
Furbies; Weighl Walchers: The “Original™ Social Nelbworking Company  z FoOsTs - Ignr::r-ed 07
Dormant 342

Load More W



Weightwatchers: BuzzEngage
(-CWeightWatmers‘

Respond to messages: Across any channel
Home Contacts ey (Twitter, Facebook, Forums, Blogs etc)

@ £0F [ HESPGHSE‘ T&mp[atesu_ |$i 1 02 Status Unanswered
L
Perhapz we could try upzrading wou to| Assigned to:
" Jane 3
Motes:
) i Thiz iz a valued customer, we should
& | walued custome r, woung female e e make: 1I:hem happy:r. Mhaybe we
could try giwing her a discount on an
upgraded package?

W ednezday 28th July

g word M YaMotha: @0 eightWatchers Lozing weight isn’t my problem, its just that im finding it Contact Info.

difficult to keep the weight off, Anv suggestions? aword2¥aMotha

Posts: 16

Last Post: Wed 28th July
m Stats: 55 Following, 351

Followers, 7 Listed

Bio: Hippie @ Heart... LEDZEPPLIM
@ Mike replied; @word2YaMotha I°m sorry to hear that, Which WeightWatchers packagze... wrote a zong about mii, & he said Sum?

told me theres a grl out there Wiluw n
Tuezday 27th July her eves & flowers in her hair Yup

wordYamotha: | put on weight today [ Should try harder to stick to my weight wat... thats .rm'i BESITOS .
- Location: Swdnew, Auztralia

W ednezday 28th July

E Jane noted; This is a valued customer, we should try to make them happy, favbe we..,

W ednezday 28th July



Weightwatchers: BuzzEngage

O\WeightWatc!

Home

@ View profile engagement history for all online co

Con

View, filter and search all contacts online

and explore your engagement history
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2o Username

Logout

==
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All 70 1400
PR
TE  View Influence
Score and
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Followers
Al 502
Unanswered
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What other metrics did we apply?

#* KPI 80% Response rate on WW branded environments (Community,
Twitter, Facebook etc)

KPI 40% Response rate on 3 party sites (ww conversations)
Adding share functionality on all user content

Building a video library (healthy habits)

Roaming Cams

Weekly Blogs by category

L S S S S

Linking all assets back the the key platform message “Perfect for life’s
imperfections”

»*

And of course, it’s all Approved By Life.

E



The outcome?

Highly engaged group of brand advocates

Increased member support via member support member online
Focus on increased retention, and ongoing success

Measurable insights, around engagement, relevance, and retention

Enough insights to build business cases to do more! = s e o s e cuscae
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Thank you!

Thanks for listening!

If you have any questions — raise your hand, or contact me on —

rcheslett@weightwatchers.com.au

Feel free to also sponsor me — www.everydayhero.com.au/reichel as | run my
first mini marathon to raise money for the Cure Cancer Foundation!

@GVeight
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