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INTRODUCTION

For over 100 years, AAA has been serving their clientele on the road and
around the world. With over 51 million members across the United States and
Canada, they show no signs of slowing down. These members enjoy “special
services, valuable savings and priceless securities.” Through a network of 1,100
offices and their full-service website, they provide a vast array of services in the
following areas:

@ cars & driving
@ travel

@ insurance

@ banking

@ loans

Founded in 1906, AAA is the nation’s largest motor and leisure travel
organization. Since their inception, AAA has advocated for motorists and travelers
alike, “always lobbying for driver and passenger rights, fair laws and safer vehicles
and roads.”

By maintaining affiliations with automotive organizations around the globe,
AAA has provided services to members traveling in over 130 countries, spanning six
continents.

@ Today, approximately 25 percent of all American households belong to
the organization.
@ 27 percent of all American passenger vehicles belong to AAA members.

TIMELINE

[1900s] AAA helps develop the first Federal Highways and “Good Roads Bill,”
and publishes the first road maps for automotive travelers.

[1910s] AAA Clubs of Philadelphia and Delaware County
battle against speed traps, unjust taxes and excessive
tolls. The first AAA "Road Patrol" is initiated.




[1920s] AAA starts the School Safety Patrol for children and leads campaigns for
posting route signs on U.S. highways.

[1930s] The first formal driving training program and study materials are
developed by AAA and the first AAA driving school opens in PA. AAA drafts model
environmental act for highway beautification.

[1940s] The School's Open, Drive Carefully campaign is introduced to promote alert
driving in school zones.
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[1950s] AAA plays a major role in passage of legislation that i‘

establishes the Highway Trust Fund and paves the way for building the U.S.
Interstate Highway System.

[1960s] AAA pushes for installation and use of seatbelts in cars, and
begins alcohol and drug education programs to reduce DUIs.

[1970s] Programs and Educational materials are created to encourage
gasoline and energy conservation.

[1980s] Child passenger safety initiative begins, encouraging the use
of car seats. National Car Care Month is initiated to promote proper car

/. maintenance and help reduce air pollution. r
'_ “01“‘,

[1990s] AAA launches campaigns to reduce aggressive driving, and to
boost investment in highway and bridge repair.
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[2000s] Today, our public service efforts continue in consumer protection, working
for fairer insurance laws and relieving congestion.
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NIsSION, VIJION & VALYES

VIISION
For members to view AAA as indispensible

M I SSIT ON
To provide peace of mind and savings for AAA members

Strong Foundation
©@ Member First Perspective © Shared Values
© Service Excellence © Dedicated Associates
© Brand Relevance @ Learning Culture
@ Financial Stability @ Strong & Ethical Management
© Member Advocacy




COMMNUNICATIONS DEPT.

AAA has dedicated professionals at the forefront of their Communications
department. It’s because of these individuals that AAA is able to retain top of mind

consideration amongst all their competitors.

Managing Director: Yolanda L. Cade

Expertise: Crisis Communications, International Media

& Club Relations

Yolanda oversees public relations offices in Washington, D.C.
and Orlando, FL. She shapes the organization’s national public
relations and strategic communications efforts. She is
responsible for managing all aspects of communicating public

policy and national business line activities to the public and

media.

Director: Geoff Sundstrom

Expertise: Travel & Financial Services

Geoff oversees media relations for AAA’s member and
consumer products and services, including Automotive, Travel,

Publishing, Financial Services, and Partnership programs.

Director: Nancy White

Expertise: Advocacy and Traffic Safety

Nancy oversees public relations for AAA’s Traffic Safety and
Advocacy Issues. She develops and directs media relations,
advertising and marketing campaigns for national

organizations.




Manager: Janie Graziani
Expertise: Social Media Relations/ Monitoring & AAA NewsRoom

Janie provides web-based communications and support for the
entire public relations team including social media and
management of the AAA NewsRoom.

Manager: Heather Hunter
Expertise: Publishing & Partnership Programs

Heather has participated in campaignhs to promote hotels, resorts,
tour operators, travel guide publications and travel organizations.

_|
Manager: Christie Hyde
Expertise: Automotive, Auto Skills and Traffic Safety

Christie manages media relations for automotive and traffic safety
programs such as roadside assistance, auto repair, and
maintenance, auto buying and driver training.

Manager: Troy Green
Expertise: Advocacy and Traffic Safety

Troy oversees AAA Government Relations publicity and serves as a
secondary research on energy and fuel topics.

Manager: Laura Palermo
Expertise: Community Outreach and
Involvement

Laura leads volunteer and outreach programs in Central Florida
and seeks ways to disseminate information about AAA’s priority
issues and safety programs at the grassroots level.

Coordinator: Christine Johnson
Expertise: Advocacy and Traffic Safety

Christine is responsible for supporting publicity efforts for AAA’s
advocacy issues, as well as signature traffic safety programs. She
. tweets for AAA at twitter.com/AAAsafety.
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PLOGS

In order to provide AAA customers with all sorts of opinions and information
about the services provided, AAA has incorporated five different blogs that detail
better ways to take advantage of their services. These blogs are used for creating
online communities of people interested in voicing their concerns and especially
their gratitude. On such blogs any number of people can describe their thoughts,
activities and reactions, and thereby share them with others who participate on the
blog site with them. The blogs they offer include:

@ Ask Pete
@ Sandy-gram

@ Insiders Guide To Travel
@ Koser’s Corner

@ Worldwide Travel

Bloggers are special personas unique to AAA and people from all over the
world who wish to contribute to the company’s online presence. Since these blogs
are normally publicly available, some people can simply read them without
contributing any thoughts or materials of their own. This could be a negative due to
the fact that AAA only benefits by getting to know their customers. While these blogs



are great ways for customers to be in touch with AAA, it may be hard to find them
due to a busy home page.
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Register | Signin | Help
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AAA Community > Blogs > Ask Pete

BLOG OPTIONS v

What About the Spare?

by AAAPete on 07-13-2010 01:12 PM

A few days ago my TPMS (or Tire Pressure Monitoring System) light came on my
dash and | immediately thought, “That can’t be...I just looked at my tires and they
all looked fine!” Taking a second look at my tires, | confirmed | wasn't going
crazy. All my tires were perfectly inflated, and | even took out the tire gauge to
triple check myself. Then it dawned on me—the spare! What about the spare all
tucked up underneath the vehicle? You know...the tire that receives the least
amount of attention. That is, until one of the others let's you down. (Get it?

“Down?"...never mind.)

Read more.
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Latest Articles

What About the Spare?

The lll-Fated, High-Mileage
Transmission Service Q..

Pete’s Top 10 Pet Peeves!
Signs of Summer

Seasick on the Interstate

Is It Real...or Is It Memorex?
Righty Tighty — Lefty Loosey
What you see may not always be
what you get!

Tips for Teens (and parents, too)

Itdoesn't have to go dead!

AAA’s forums are a great way to get brand awareness out about all of their
services, while at the same time making contacts they probably wouldn't otherwise

have.

By properly networking through these
social mediums AAA has managed to build
a networking base extremely quickly and
find like-minded people who are willing to

share their information to the general

public.

Much like their blogs, these forums
are not always exposed and accentuated
like the rest of their online services. AAA
forums include:

@

@
@
@
@

Share Your Views
Automotive
Discounts

Travel related

AAA Topics and ldeas

7

T Y P

Share Your Views

Register | Signin | Help

1

AAA Community > Discussion Forums > Share Your Views

N JUIXI I BOARD OPTIONS v

SuBJECT

@  Looking for contests? ¥

@  Looking for contests? ¥

REPLIES  AUTHOR

6 Im StephenW

6 E=m StephenW

@  Headlights on when raining 2 BIIG
+ Question about new
® 1 ThomasD
membership
Citgo Gas on 1-95 in South Carolina
® 1 sbfsf
and North Caro,
Does the AAA have any influence
® 2  mominflorida

on a customer serv.

1 2 3 4 Nextyr

KUDOS  VIEWS  LATESTPOST

947
947
38
31
31

42

07-19-2010 10:08 AM
by StephenW

07-19-2010 10:08 AM
by StephenW

07-19-2010 10:05 AM
by StephenW

07-16-2010 09:49 PM
by ThomasD

07-16-2010 06:47 PM
by kbakewell

07-15-2010 03:00 PM
by mominflorida



SOCIAL MEDIA &
ADVERTISING

Certain popular websites like LinkedIn, Facebook, Twitter,
Flickr and YouTube are considered to be an important hub for

marketing especially because they have over five million visitors -l ATAT =

on a daily basis. Promoting AAA by using these sites is a very
smart business proposition since they offer a large amount of

steady traffic everyday.
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#roadside msg bds raise ire.
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Cot a travel question you need answered? Let the pros at
#AAA help: http://bit.ly/TravelQA

Hiking at New Mexico's #ChimneyRock = awesome

. http://bit.ly/dAf2Lt #AAA

In today's world, social networking is extremely successful and social media
marketing is very important especially due to the fact that most people today have access to
the Internet. The influx of social media and the Internet means that there is many sites
people access everyday. This could potentially hinder how much traffic a company gets to

their designated sites. gy Aan B

Wall Info Photos Discussions Boxes Video »

Join AAA AAATalkRadio

Listen to Aaatalkradio

AAA has made a good attempt at sustaining an
blogtalkradio~ &

active Facebook and two Twitter accounts, two very .
start anywhéfe, =
successful and heavy social mediums. They have goEVeryWhEre

also manage to create apps for smart phones to

keep a mobile connection with their customers.

JOIN US

Cool Stuff

AAA also manages to reach the masses by using
traditional forms of media. They work with several different agencies to formulate their print,

outdoor, radio, TV, and online presence.




CONCLYUSTON

AAA Autoclub South does a remarkable job in
respect to public relations and how they
communicate. AAA is a respected for its credibility
and integrity due to their communication skills
externally and also internally in the company. The
prestigious reputation of the company is based on
the success of their consumer relations.

The company is a not-for-profit organization of
clubs that serve more than 51 million members in the
United Stats and Canada. The book explains that a company like this is usually
subjected to much more scrutiny than either of the other two types because people
have contributed out of trust alone.

This company must communicate with employees and consumers in order to
keep their trust. Violation of public trust always damages organizations, but
especially ones not based off of profit. AAA has done a great job of keeping their
consumers trust, which has resulted in naming this company North America’s largest
motoring and leisure travel organization.

ASSESSMNENT

AAA does have a mission statement and it is: “To provide peace of mind and
savings for AAA members.”

AAA makes sure to focus their public relations efforts to support the overall
mission of the organization. They start their annual plans and any department
development with their mission statement.

This is important because it lets the consumers know its character and the
parameters of its activities. AAA is a well-known company, but it is still important to
have an informant mission statement. It is important to have a mission statement
because it makes consumers feel like the company really wants to support their
product. This also helps public relations practitioners to have a clear view of its own
mission and what it wants to accomplish.

PERIJONNEL INVOLVERMENT

The company currently has nine personnel in the main corporate office
involved in the public relations and communications for AAA. These employees do
everything from publicity for the company to providing web-based communication
and support. Each member handles media relations, which include things like media
training, message points, and news releases. Other people in the department might
handle traffic safety, PR items, automotive related items, and membership.



We feel AAA has really covered every aspect
possible in order to effectively accomplish all the
tasks that are expected from public relation
practitioners. Having numerous people focusing not
only on one unified goal, but also all of the little
pieces and issues, shows that the company really
cares about maintaining its reputation.

MEDIA COMMNUNICATION

AAA is very active when it comes to the media aspect. Different media outlets
this company uses are:

@ Press releases sent are sent out at least once a week.

@ Social media pages are used. For example AAA has a Facebook page.

@ AAA participates in online blogs where they invite AAA members to blog
about various items such as travel and auto repair questions they
have. Mainly open forum.

@ In aspect of paid advertising, AAA does not conduct a lot of that. Any
advertising they do PSA messages to teens rather than paid
advertisements.

@ On the AAA website they have forums and smart phone applications
that consumers can download to their phones to keep them even more
involved with the company and receive more benefits.

With all of these different media outlets, it makes it very easy for customers
and clients to communicate effectively. In society today, social media and web-
based communication is quickly taking over. We think it is very important for
companies to have these websites and to keep up with technology. Having these
various means of communication allows AAA to stay connected with employees and
consumers with a touch of the button. Social media helps AAA market their brand,
making people become more aware of their company. Whether it’'s a consumer
blogging about their experience with the company or a fan page on Facebook, the
name and brand are getting publicity.

One thing we really enjoyed about their website is they have a section
dedicated to the oil spill. Since their business is based on helping people travel, we
thought this was a great idea so travelers know the up to date information on the
spill. They have maps and a forum that travelers can write about what they
experience when they travel to these places. AAA seems to really know what they
need to do in order to keep their customer’s best interests in mind. This goes to
show the company truly wants their clients informed.



OVERALL AJSEJSJINMNENT

After learning about this company and getting to see the internal side of their
public relations and communications department we can only express positive
things about this company. It is apparent that the company truly wants to be able to
communicate in anyway possible, and that is extremely important in keeping a
business successful.

Management sees the need for public relations and has made the right
choice is creating a department to focus solely on the reputation and
communicating. AAA’s has established and maintained a satisfactory relationship
with its publics.
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AVFENDIX

July 20, 2010

To: jbrady@aaasouth.com

Subject: Thank you for the insight
Hello and thank you,

Learning about your day-to-day relations in PR was of great help with both our
projects and insight into the public relations industry.

If there is anything that a USF student can help with in the future, please do not
hesitate to ask.

Have a great week.

Sincerely,

Matt, Pedro, Cat & Frankie

Your source far autormotive, travel
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Thailand...Land of Smiles: Part |

Thailand...Land of Smiles: Part I

by EEII SandyK on 07-13-2010 10:37 AM - last edited on 07-17-2010 12:45 AM The Allure of the Baguette

This blog is by Jay K, who Is originally from Thalland. She recently had
the opportunity to go home for a visit. (Check out the trivia at the
bottom of the blog.)

Although | grew up in this fascinating country, | returned home with friends
determined to see the country as a tourist, not as a native...elephant rides
and all. Everyone knows that when you live somewhere, you never get
around to seeing all the best stuff. (It's a bit like New Yorkers' who have
never visited the Statue of Liberty.) In the next couple of weeks, I'll share
the highlights of my journey through the “Land of Smiles™.

Day 1: My trek begins in Bangkok where I'm joined by several friends.

Road Trips Reconsidered

Anticipating Italy...or “Finding
Gelato...”

Size Does Matter...When you're
traveling thatis.

Nashville—it's more than you think
Travels with Mimi and Joshua

Surprise...Part Il of Travel, the Perfect

Conduitfo...
Having never traveled to an Asian country before, let's just say they were
in for a bit of a cultural shock. We're greeted with the ever-present aroma Travel, the Perfect Conduit for a
of fragrant-spiced delicacies wafting from the carts of street vendors. Occasional bursts of flames shoot from small grills Sekbaite iR
as they prepare large steaming woks of Pad Thal, curries and skewers of satay. Mont St. Michel...The Anticipation
Read more... Sure Beatthe Rea...

Posta Comment Permalink £ BOOKMARK “ Latest Comments

Javapup on: Size Does Matter...Whe

twitteqn

Get short, timely messages from AAA.
Twitter is a rich source of instantly updated information, It's easy 1o stay updated on an
Incred bly wide varety of topes. Join today and follow @AAAnews
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@RAD918 I'd like to help. Pls dm
me your contact info and we'll
look into the situation.

Belle24_7 Maybe | can help. DM me your contact info and
someone in Member Relations will get in touch with you

Clad we could help! RT @ebambi Called AAA, got a new
Battery, and got to work all in 30 minutes. I'm totally
impressed, #FAAAI SRVA

®layBeeStarsky We focus on platforms where demand 4 apps

Join AMA | Renew Membership | ContactUs | AAA Locations | Careers | For the Media | My Account

@7 Search AAA Members, log in now for full access to member services
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AAA Members save on
First Time
Driver. Courses

and more...

© Register Your Teen Today!

Lt Hurricane Season is Jun. - Nov.

Hurricane Season Begins June 1 and Ends
November 30 - Are you prepared?
A single inch of water can cost thousands of dollars.

Archived Releases o Media Contacts e AAA Exchange

Protect your family and property during the hurricane
Tampa, FL March 28, 2010 !
Investors couldn'tignore the realities of supply and demand last week season with helpful information from AAA.
which helped lower the price of crude oil to settle Friday at $80 a More Information

barrel on the New York Mercantile Exchange.

AAA CALLS ON GOVENOR TO VETO TRANSPORTATION
?,I\lhl},lx’,\lgsﬁfwggRUCK WEIGHTS Use the AAA Fuel Cost Calculator to calculate the

In a letter sent to the Capitol late last week, AAA Auto Club estimated fuel cost of your next trip.
South asked Governor Charlie Crist to veto a transportation
bill (CS/CS/CS/HB 1271) that would allow state and local
authorities to issue permits that increase the maximum
allowable truck weight from 80,000 to 88,000 pounds. The

provision, characterized in the bill as a “10 percent scale National Daily AM Fuel Gauge Report
tolerance,” is part of an omnibus transportation bill that Gas Watche G""‘eme rom?
addresses numerous other issues. Strategies to Save You Gas & Mone:
PRICE OF CRUDE RISES FOR FIRST TIME IN THREE Sunday Fuel Price Brief

WEEKS What Taxes We Pay in a Gallon of Gasoline

TAMPA, Fla. May 30, 2010



