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International Controller Association

Specialist group for communication controlling

- Set up in October 2006

- About 20 (german) members from corporate communications
departments, controlling, PR agencies and universities

- Meetings three times per year — additional working groups

- Result to be published in 2010 in the series Controller-
Statements of the ICV as a standard and advice for
practitioners.

Objective: An integrative framework for communication
controlling built on existing methods as a part of general
management and controlling at the strategic level of
companies.
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First step: Finding a joint language for
controllers and communicators

Sales?

Market share?
ROE ?
Profitability?
Cash flow?

Number of clippings
Contacts
Tonality
Share of voice \
Awareness
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Transfer

Measurement of reputation makes no sense
without

1. ... defining objectives beforehand, to set the benchmark
and create the question for which the KPI is the
answer:

The only thing you can measure are objectives!

2. ... drilling down to the drivers of reputation and the
operational level.

These are the basic requirements of our Controller
Association specialist group for the professional
management of communications.
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KPIs and their reports support different
target groups of communication controlling

Top management

TOP communication scorecard
Dashboard

.................. Head of COrp. e,
communications KPIs Media Relations

KPIs Online
KPIs Events
KPIs Sponsoring

KPls at
functional

Head of functions Levels

............ (Marcom’ Media Relations.;............
Employee ...))

Additional Pls at
operational level

Communications

(Siemens)
employee
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Reputation could be the value link between the
company and corporate communications.
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What is reputation management?

The management of expectations of all stakeholder groups and of
their cognitve and emotional attitudes towards the company. That
Includes the identification of the reputation drivers and the
assessment of its value creation.

What is communication controlling?

The meaning of controlling can be easily misunderstood, especially in
German: It means not only checking budgets and costs, but
management as a whole. Communication controlling establish
professional management for corporate communications with
methods to measure its value creation.
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Communication controlling includes the whole
management cycle

ANALYSIS
-Reports PLANING
- Hints to optimise the -Strategy
planning -Objectives, measures

EVALUATION REALISATION

- All levels of impact —Processes
and indicators —Measures

23.10.2008 © Dr. Reimer Stobbe



When was communication successful?

An answer at different levels of impact:
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Effect level:

Outflow

Qutcome

Qutgrowth

Output

Input

Statement on:

Microeconomic effect:
Support of the production of goods and
services & buildup of immaterial capital

Indirect effect on stakeholders:
Knowledge, attitudes & behavior

Direct effect on stakeholders:

perception & understanding

Availability of messages/offerings:
Contact opportunity & usability

Initiation of communications:
Cost, processes, integration

4

)

Expectations fulfilled
Trust? Reputation?

\
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Operational level
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At all organisational levels of the communication department
we have all kinds of performance indicators.

Strategic Key Performance Indicators (KPIs) only at the top level.

Corporate Communications
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Strategic level: Link to company'‘s value

Internationaler

Task force “Value Creation through Communication” Controtier Verein
German Public Relations Society (DPRG e. V.)
Discussion papers: External communications value drivers

Operational Excellence

Producion mmvd Dielnaery Incromse Cusdomar Devaiop new Products Commumdy mnd m|
of Producis and SeEnices fialie P podkitin afid Sarvicas Ermvironmeant Halations D
Dufflow
Business
Impact
Licensa to Oparaie Endaorsament of Corporate Oparations
Acceptance of Corporate Goals and Strategy Expectation of Operational Excellence 6;‘] .
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(Pfannenberg 2006) Ao areneas mnd Perception

23.10.2008 .



o E
g%
3
-
5= _
=8 aelodio) 92INIBS
© ' 1 |
W v v v v v v v v
e (@)
v 2| | 8 S £
) B (&) > c
S |S| |o| |s58| | 3 8~ s
= S 3 S S || T s8] el o
a o l.®©_ |||||...H...|.||-|mq|...u.-||||||.rl|||||||a.|||| = c »n ) £
o IS ) 0 £ =) a = S s
c 3 < = . s S
= B Q = S =
L © o Q -
G|
O
(b R e e P B——
o 0 m v v M 4
bl
m O ! Auedwoo ayy BpOIMOUS| |» sseuuisngay | | syonpoud
(qv] > | joAwoignd lo} yyduag 1 Jo Alolgnd
ra— :
Nl © m m m
_ S ! m
M AInb3 pueuq Auedwod n mﬂo:_ooa
% > " pueiq iekodwg [ Plebew) uoneinday [ | ebew juoneinday
— |
- —
L - ) v ) 4 4_
) s S "
Q = aleys 19xen saold !
> O O ! "
. — > @© "
— 0+ "
T | o R
w o ' m
— = sBuiule
© c S D
> 2

23.10.2008



Internationaler
Controller Verein

Two steps to implement your own
communication controlling

1. ... define value drivers and objectives, create specific KPIs and
establish their regular measurement and evaluation:
The only thing you can measure are objectives!

2. ... drill down to the operational level and
the communication levers.

A question of patience:
1. Its areal change process for the people.

2. It takes more than one cycle to obtain valid figures.
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At the end:
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1. Why is reputation management important for
communication controlling?

 Intangible assets become more and more important.

 Itis nolonger knowledge which is considerd as crucial, but relations.

 Relations are at the top level of value drivers influenced by
communications. They were evaluated by reputation measurement.

 Reputation management is the controlling of relations.
2. Communication controlling is a prerequisite for
reputation management

* because it makes transparent the links to the measures as the
levers of value creation.

« and because it built an integrative framework for corporate
management and for the different approaches of reputation
measurement.
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Thank you.

Dr. Reimer Stobbe

0049 89 3891 2629
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International Controller Association W

(Internationler Controller Verein e.V.)

founded in 1975
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Network for the exchange of experiences and knowledge
of controlling practitioners with about 6 000 members

Currently 64 working groups (for regions or special issues)

Every year a central Controller Congress in Munich
and eight regional and branch conferences

Controller eNews > 12 000 subscribers

Series of Controller Statements

Internationaler Controller Verein eV

Leutstettener Strasse 2

' ' . D 82116 Gauting

M ore |nf0rmat|0n . Tel. +49-(0)89-89 31 34-20

Fax +49-(0)89-89 31 34-31

WWW CO ntro | | e rve re I n . CO m verein@controllerverein.de

www.controllerverein.com
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