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Social is not the destination
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’ You read a story about how the social-sphere ruined a brand
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10. Missing the boat
The biggest single mistake I see any

company making is inaction. Even
today, there are many very large
companies who don't use the power of
the social media channel -- while
hundreds, if not thousands of users
are talking about a company's
products & services on a daily basis. This isn't just a missed
opportunity, it is dangerous.
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Take J] Esquire, for instance... one of the Web's largest etailers,
who is grown large enough that they've decided to take the Apple
route and begin opening brick & mortar stores, doesn't have a
Facebook account, let alone Twitter. The meme of the week was to
bash on 1] Esquire for their total lack of presence beyond its own
site. While I get that the company line may be to just hope the
visitors will come through just their SEO & SEM tactics, the
company's reputation as a technology company has been damaged
greatly.

Next: Insulting the mentally ill»




You decide it is important to at least listen to the conversation
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Now you decide to join the conversation
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JJ Esquire is a leading retaller,
serving millions of customers
in high fashion and...
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We got all excited abgut
social and created Twitter

accounts... but mostly (3 REASONS PEOPLE STOP FOLLOWING
haven't nailed it. BRANDS ON TWITTER

The content became repetitive or boring overtime 5%

My Tweet stream was becoming too crowded with Yy 100

marketing posts and | needed to get rid of some of them

The company posted too frequently 37%

I only “followed" the company to
take advantage of a one-time offer

A7%

LA They didn't offer enough deals

31% Their Tweets were too promotional

aoo/ The company’s Tweets were too chit-chatty—
| not focused on real value

1 50 The content wasn't relevant
s &) tome from the start

Y2
1 5-0 | prefer to seek out information instead of
(-2 having companies push it to me

B
130/ My circumstances changed (i.e,,
: ° moved, married, changed job, etc.)
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The customer gap is a reflection of the perception gap

Businesses' Ranking
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Source: IBM Institute for Business Value analysis. CRM Study 2011 Adobe




People first strategy
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