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1.  VLOG link: 
https://youtu.be/4BuUDwj1YQ0
2. Vlog transcription
My name is Luis Gonzalez. This video is part of the assessment one in Marketing Management module within the Master of Business Administration course. In this video I will analyse two relevant contemporary Marketing Management issues found within my company as a case of study. There are more potential issues to be dealt with, but I will focus on these two in this video.
I have chosen my company “Orona LTD” as the case study organization. My company is part of a bigger corporation called “Orona S.C” located in Spain. Our business is installing new lifts fabricated in our main factory and maintaining lifts from our company as well as from any other manufacturer. 
Market is very demanding in lift industry. We deliver service 24 hours a day, 365 days a year. There is the need to be competitive as well as to provide an acceptable servicing level. Break downs of the lifts and trapped passengers create a big disruption among our clients and often end up in claims and complaints about service given. A small amount of these cases jump into the social networks and cause local concern. This kind of comments often remain unattended properly, so the public image of the company in social networks is not being protected as it should.
One of the issues I have found as in my company, is that social media networks are not being dealt properly. Social media is very relevant in our nowadays lives and it is going to have more and more influence in our potential customers in the future. Younger generations make more usage of the network.
According to PEW (2021), on February 2021 statistics it is shown that 71% of US adults use social media, and more than half of them use them daily. YouTube and Facebook lead in usage figures in US while Instagram, Snapchat and TikTok push hard behind among the younger audience under 30 years old as indicated by Auxier and Anderson (2021) in their report.
Particularly in the UK, usage of social media is forecasted “to reach nearly 51 million by 2025 with a market penetration rate of approximately 73.5 percent nationwide”, as indicated in the article by Tankovska (2021) published in Statista, with YouTube and Facebook leading the figures.
It has been noticed in this study that there is little or no relevant presence of Orona LTD in Tweeter or Facebook. These social networks are very active, and a firestorm can easily be initiated and amplified within a short time period, especially in cases where the perception is that firm has violated moral norms as highlighted by Scholz and Smith (2019). According to the same article mentioned before, firestorms in the social media can be very dangerous damaging the company image and provoking social media disputes among lovers and haters of the brand. If these networks were properly managed, brand could overcome crisis times with the help of their supporters.
Doing a simple experiment of searching the company in Google it can be found the low rating of our firm. We have three main offices in UK, and their rankings are as follows; Sunbury office is having a rating of 1.9, a “fail” and Sheffield gets a “pass” with 2.9. Verwood office had only 1 review with 5 stars but this was from a worker so this can be removed from this study. After analysing the comments, most of the negative comments have not been addressed properly by our firm in UK. Some of them have a standard generic message from our company to refer to us through an email contact so we can discuss their problem further on. Many of the positive comments are mostly coming from people that work for Orona and do not add any extra value on their written statements. Negative ones are from unsatisfied customers and there is a minority that comes from ex-employees that do not work for us anymore and were disappointed with the company. As it can be seen in the presentation, our direct competence is performing better than us, scores are higher in Thyssenkrupp, Otis, Kone or Shindler.
Orona is present in Youtube. Its content is getting more updates in the last year than it was before, but this is only done from the main headquarters in Spain and it is not focus on our UK market particularities or audience. Little content is available in English in the YouTube channel.
The table on the slide is illustrating the relevance in social media compared with our competitors. Here it is evaluated the presence and the number of followers or supporters of the content on different social networks. It can be clearly seen the efforts made by our competitors in contrast with our company figures in the digital world.
The second Marketing Management issue found in this case study is that when searching in google for “lift maintenance companies UK” or “lift servicing UK”, our company is not shown in the first couple of pages.
It should be convenient to have our webpage within the first page listing when searching for lifts maintenance. “The first few results on the results page are the ones that will receive the highest number of views” according to Kritzinger and Weideman (2017). On one hand, more views translate into more options that customers will purchase any of our products. On the other hand, if customers cannot reach to your web page easily, they could desist on hiring your services as no enough research could be carried out about our firm. 
Due to the lack of attention to the social media, we are losing the opportunity to increase our branding image and to engage our clients. The experience given to our clients could be reinforced by using the social media as other companies are doing as well. 
As indicated by Li et al. (2018) “Word of mouth marketing outperforms traditional advertising” and with the help of rising social media technologies, it is one of the most powerful tools for marketing nowadays. It is therefore needed more presence in social networks, and to be more attentive to users' comments.
Branding should be reinforced by using social media. Orona LTD should be highly present in Facebook, and Tweeter so we can have a better and closer relationship with our customers and build loyalty to the brand.
Employee social media comments can impact on company reputation. Employees should be aware of it, and it would be recommendable to put in place company policies to regulate employee activity in the net as suggested in its article by Parker et al (2019).
Due to search engine failing to list our company within the first pages, we are losing the attention of these that are researching for the available suppliers for the maintenance contracts. Often potential clients make a reduced list of candidate companies, and they finally use two or three for their decision making. If we are not shown in the search engine as one of the top options or at least in the first page, we will not even be considered for the initial filter. 
There are two actions to take in order to increase the visibility of our webpage according to different studies carried out by Kritzinger and Weideman (2017) and by Berman and Katona (2013); buying sponsored links and investing in Search Engine Optimization (SEO).  To get a faster escalation in the ranking, sponsored links is the best way. Pay-Per-Click (PPC) advertises should be purchased to speed up our web page visibility for certain search words. Once our web site is listed in the first page, the costs of advertise could be reduced. Usage of both techniques in combination is recommended to speed up the process and consolidate results. Mayor search engines should be considered, where the market is leaded by Google with 86.6%, other engines should be also be taken into consideration like Bing with 6.7% as per the data shown in the web Statista (2021).
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