BIG IDEAS:
Adding Social To Your Web Strategy

As customers make decisions within social networks for products,
corporate websites are less relevant, what should companies do?
Companies can't respond quickly enough to customer needs—as a
result, real-time isn't fast enough! Customer support snafus in Twitter
and other social tools can quickly become a brand nightmare, and
then the ownership of corporate communications and PR. Leading
with these examples, Jeremiah will present a customer strategy

to lead—not react—to the needs of the changing marketplace as
customers take control. Attendees will recognize the changes that
social technologies have brought to business, and walk away with an
actionable plan to respond to these trends.

Recruiting an Unpaid Army for Word Of Mouth

Letting go of your marketing and customer strategy can yield
positive benefits. Companies aren't trusted by customers—at

least compared to the trust customers share with each other. As

a result, companies know that to create a trusted relationship,

the most effective strategy is to engage their own customers by
word-of-mouth. Yet these advocacy programs aren't limited to
marketing alone, customers can self-support each other through
on-line communities, and even provide product feedback for
current and future products. Learn from business case studies what
Microsoft, WalMart, and Starbucks have done to harness their own
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employees for these programs using social technologies. Develop
an actionable checklist to get started —and which pitfalls to avoid. In
this presentation, Jeremiah shows how companies should develop
one of their most powerful and cost-effective programs, a customer
advocacy program.

The Customer Of The Future

What happens when social and mobile technologies become
pervasive and persistent? Humans crave social interaction and now
have the tools to do be constantly connected regardless of space
and time. Today, we've just begun to explore how simple self-
publishing tools are interacting with early industries like journalism,
PR, and marketing. Yet, despite these early advances, social
technologies still have years to mature. During this presentation
Jeremiah will answer: What happens when these technologies
become pervasive and everywhere? How will websites change as a
result of customers asserting their voices on every webpage? How
will mobile technology fuel social behavior? This forward looking
presentation will break down the trends that are coming from
technology, their impact to business, and how customers will react.
Attendees will walk away with a vision of the future as well as a plan
to put into their long-term roadmap.
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