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Welcome to the Age of
Conversation

Conversation

The thrills and the threats

Drew McLellan

Can it deliver the
knock out punch?
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What we’re going to cov§r

*What is social media?

*What matters & what’s just noise?
*The risks

*What we absolutely have to do
*What's possible
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Social Media has transformed people from
content readers into content publishers.

It is the shift from a broadcast mechanism to a
many-to-many model, rooted in conversations
between authors, people, and peers.

In layman’s terms...it is blogs, vlogs, podcasts,

forums, internet chat rooms, instant messaging,

virtual realities, text messaging, social network
sites, sharing sites, etc

It is the Age of Conversation.

Why does it seem so much louder?

* More people shouting
» More people actively listening
« Instantly shareable
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Blogs by Cat Lovers - WebLogs about Cats
Blogs (b Log or Jourma) are a fvorl s o taking aboutour cat,and mors and
more stes are turning to blogs. Here's a chance to get.

o Shoutcomioamlogu/Blogs by 8 Lovers i - 22 - Cached - S pages

10 Popular Cat Blogs Pe«s Life : Blogs.com
[Rocent postsrom i Blog aly Cat P o Al 261 2009 Dal Cat rctursfor Ao
. Daly Cat Piurs for Rt 27t
biogs comoptan 15 popt ot Hlogs - 20 - Cached - Sl sges

BlogaingCat.com - I'm a Cat and | Blog
i 100, We both have been
gt figur cut ways o gt o ach ..

vangelire.com/folkimorgan/catblog - 37k - Cached - Simiar pages

Cat Lady
[umorist Roberta Beach Jacobson (a.k.a. The Cat Lady) blogs from the iter box. A
protessional member o the Gat Wlers’ Assosaon, sh beleves cats
blog.seatllepi com/catiady) - 42<
Cate Wih Bloge - Cat Blogs - Cat Blog Directary

[ecome to Cato 4 Blog, o CafBlg Drecry . CATS 181,065 8LOG

past
= www.catswithblogs.or

IChat About Cats - Web blog dedicated to itens and cats

health, grooming,

cal.s e Kitans. Funy catand dten phatos oy icres.
chataboutcats.com .

Skeezix's Cat Blog Help Center

it ot thic i rnateallat “Al Abenit Cat Rnion * Fn ranintines e of it haar for amw st

Results 1 - 10 of atut 20,600,000 Jor cat blogs. (0.13 seconds)
‘Sponsored Links

Cat Lover Forums

wwPotLovers.

Let’s watch a little movie...
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People have found their voice.

And they are not going to give it back.

More than 37 % of search results
on-Google for the world’s 20 largest
brands are links to consumer
generated content.

Sources Nielsen Buzz Metrics




The number of text messages sent and received every
day exceeds the population of the Earth.

57% of adults are texting on a regular basis.

i

63% of US adults have joined a social network, making it the
number one platform for creating and sharing content

(Pew Research, 2010)
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Facebook...

More than 300 million users

50% of users log on every day

Fastest growing demographic is 55+

Biggest demographic is 35-44

More than 50% of all C-level execs under 40
use Twitter daily.

(New Forbes/Google Report, 2009)

More than 34% of adults who own cell phones use it
to access the web every day.

(PRC-Internet & American Life Project, 2010)




What used to take 6-9 months:

~ site visits
~ advertising in journals
~ glossy magazines

~ print ads

~ glossy brochures

Now takes 6-8 weeks:

~ Internet
~ some site visits

... and voila, they’ve decided!
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No wonder most businesses are afraid of the water!

Social marketing is *
nothing more than using
web 2.0 tools, sites and
services...

...to promote your
organization’s !
ideas, , agendas

and

And on a scale that is hard to fathom. *

193 million visits in 6 weeks!




What matters

our reputation, perhaps?

there is no box.
ABOUT «ATune In Saturdays Preview Special | Main | Dallas Marketing Zoo:
Ep.2»
acamber 31, 2008
- HURRICANE KOHLS!
: UPDATE: To see the Kohl's response to this post, go here.

UPDATE #2: To see the Kohl's Dallas Employee blog made in response to
this post, go here.
Holy shit. | wouldrt be what you would consider a fuxury" shopper. Generally,

Powered by TypePad I'm more comfortable in a vintage shop rather than at a Nordstrom's, but, jeez,
some level of decency would be nice.

BLOGROLI

" Ive got this Kohl's right next to my house, and with that proximity, Il make a
stop by every few weeks to check out the sales. Its always bad, but this Dalas,

Adlsb Texas Kohi's would ook more at home in New Orleans after the flood.

aditerte

hmm, | hope they have my size!
Adrants - Hrketing and Advertising
de

Read more

News With

-

wdd

served fresh
weekly

Power @150
S AR o0

e

hmm, | hope they have my size!
Adrants - Marketing and Advertising
News With Attude

Adverb: adman o action
American Copywriter

ANA Markating Noestros
Beanstalk Talk

Seyond Madison Avene
sizslutionsplus
brandfiskesfobreakfast
Canueflack

ChaosScenario

chroms

Church of the Customer Blog
CKsBlog

Community Guy
Converaton Agent

Copyblogger

Craphammer

And, maybe a nice sweater to o with those jeans?

Creating Passonate sers
Creative Think

o Y
o

Critical Fluff

Drew's The Mrketing Minute:

Tune In Sturdays: Vampire
Weekend

Blockbuster Video? Nope.
The Continuous Digal Divide
The Future of Mrketing
Nonsenscal Hathematic

Tune InSourdays: Hey Hey My by

Dear Gaogle #2,

Bultto Spil Caustic
BuitTo Spil

A
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DREW IS TOP DOG AT McLELLAN MARKETING GROUP

« How's the view from inside the bottle? | Main | Grace » ABOUT DREW

It's your faul

Remember the discussion about Kohl's right
after the holidays. Paul
(HeeHawMarketing) posted some photos
about his experience in a local store. The
place was a disaster.

1 followed up with a post saying that
Paul's experience is a symptom of bad or
a complete lack of branding. When an
organization doesn't have a clear direction
- it generates some significant problems.

Email e

 When your employees don't
understand your brand -- even the
best employees flounder around,
trying to do what they think they
should.

W, Aot inuact in amal icatinn and tall th, d bat.

MeLellan Marketing Group
1430 Locust Street, Suite 200
Des Moines, lowa 50309
(515) 251-8400

Have You Read Drew's Book?

=B

«The First Time | Wanted to Marry a Phone | Main | Tune In Saturdays:
Field Music » . Huuzs
cting b
January 10,2007
. . served fesh
Hurricane Kohl's! The Resolution, sort of. weekly

qualty shopping experience. I'm very sorry that you recently encountered an
unacceptable store environment, and from your pictures, clearly not up to our

standards. | have advised our senior level management, they've been made m—
W 150

aware, and they're highly committed to addressing it. So, thanks again forletting e <Es

o
Please know that it is our top priorty to provide you, and all of our customers, a I I d

Powered by TypePad me know. | do appreciate hearing from you and we do value your patronage.
BLOGROLL VP Public Relations, Kohis Corp. WE
- SUPPO
. Hurricane Kohl's! PP RT

e WRITERS
GUIL

T
ot et Hidelpebiuacfictiotpdiil i AMERICA
family, value and national brands,

AW UNTIONOLTWOOD COM
VW WOAORG

Creative Think me on man! | work at Kohl's and on our worse day we have never looked
anything near this disaster. auitto
sl it Buitt To Spill & Caustic...
Drews The Marketing Minute It may not be your fault that the store gets trashed but it is your fault if you don't
clean it up!
1 Gufey

Yes customers can be awfulyes they can mess up the departments,yes itis
hard to keep up bt the pictures here show a store that gave up or does not care.

exicrestve
Experince Cuve
The comments on this blog are pretty much justfied. Remember. Expect Great
Things."

Experience Mifesto
expolls

From Former Kohl's Employee in comments:

*Joe and Miriam (managers) need to start looking at the talent they already have
within their district and stop hiring people from other companies that have no idea
Insigator Blog how to handle the volume of an average Kohl's. | worked for Kohl's here in Dallas
efe i for several years and had a wonderful experience but was always amazed when
talented managers that already worked for the company were passed over for
store manager because the ditrct and regional managers wanted to hire

Gt Shouty

Greg Verdino's arketing Blog

junior planner i am

Living Light Bulbs ‘someone from the outside. Nine times out of ten, these managers that are hired

LogicsEmotion from the outside have failed miserably because they cannot handle the volume.* 13 minses
Hake the logobiger. From Alejandra in comments:

Maple Takedown *1 started working at Kohl's last summer and | leamed very quickly that people

suck. | dont mean that just the customers suck, but assoiates suck too. Mainly

Marketing Hipster ome”
because some of the ones | work with bicth and complain about stupid crap
’S"":""' Niewkna by Marlo andlor do nothing to help."

From Emily in comments:

*1 work at Kohl's. While we are understaffed, take into account the people that

shop there. | have never seen such disgusting people in my entire Ife. | work

HediaOrchrd, by the lea Grave it pecple who have worked in etalfor years and have never seen such
hoible customers

Marketing rofs Daily Fix Blog

Masi Gy

5/6/10
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Web Images Maps News Shopping Gmail more ¥

Got)gle fkonl's Search | fansedsoasn

Web.

Kohl's™ Official Site

www.kohls.com  Great Savings and a Wide Selection for Your Family and Home at Kohl's!

Women's Clothing - Apparel & Accessories at Kohls.com 2.8

View women's clothing, apparel and accessories at Kohls.com - expect great things. Leading
brands and styles of clothing, apparel and accessories for women ...

www.kohls. com/kohlsStore/womens.jsp - 20k - Cached - Similar pages

Hee-Haw Marketing: HURRICANE KOHLS! @il

Ive got this Kohl's right next to my house, and with that proximity, I'l make a stop by every

few weeks to check out the sales. Its always bad, but this ...
typepad.com/hee_haw_marketing/2006/12/hurricane_kohis. html - 155k -

ached - Similar pages

Kohl's Coupons, Kohl's Coupon Codes, Kohl's Discount Coupons ... @il
Kohl's, Kohl's Coupons, Kohl's Online Coupons, Kohl's Coupon Codes, Kohl's Discount
Coupons and Kohl's Discount Shopping.

www.flamingoworld.com/coupons/Kohls - 207k - Cached - Similar pages

C:

Kohl's Coupon Codes - all coupons and promotional codes for kohls.com @l

Find and share Kohl's coupon codes and promotional codes for great discounts. Get the best

kohls.com coupon at RetailMeNot.com.
www.retailmenot.com/view/kohls.com - 135k - Cached - Similar pages

QA

Tom Vander Wells thoughts, observations, rants and raves
from the front-lines of Call-Center Quality Assessment.

| Main | Service Not G

Service: It's Not "Geek" to Me

1| bought a laptop from Be along with
an extended service agreement. When the

monitor fritzed out and the card slot stopped
working | took it into the Geek Squad (I just
love how theyve branded it) where | was
told the computer would have to be sent to

- " for repair.

When the computer returned (ahead of

schedule) | was pleased. | asked the geek who returned my computer if both the
screen and card slot were fixed and after glancing at the repair report he said
they ware He was wrano The ard slot appears not to have been touched and

The Geek Squad

| returned to the Geek Squad (It's an hour drive one way) and explained the

ABOUT TOM
Tom Vander Well
Book Tom to Speak
Email Me

ger[Euuy
SCRIBE TO
D

Understanding Feeds/RSS

Or Get the Feed via email.
Enter your email address:

——

W2y QnA™

Tom Vander Wells thoughts, observations, rants and raves
from the front-lines of Call-Center Quality Assessment.

5 mmonly Missed Courtesies | Main | Tag ou'r
The Geek Squad Incident - Epilogue Il
A few weeks ago, | had a series of
about my experience with Geek Squ:
at Best Buy. Robert Stephens and his gaggle
of Geeks turned my frustrating customer
experience into a classic example of service
recovery and customer redemption. | was
impressed at their responsiveness, and
through the experience theyve made me a
loyal customer.

A few days after my repaired laptop had been promptly returned from
City, | was surprised to return home to find another box from the Geek Squad
on my door step. Inside | found frosting on the cake. There were a few small
Geek Squad tsotchkes and my very own Geek Squad shirt.

I'm an honorary Geek!...and a raving fan. Well done!

ABOUT TOM
Tom Vander Well
Book Tom to Speak
Email Me
Sy 2roup |
CRIBE TO

Understanding Feeds/RSS

Or Get the Feed via email.
Enter your email address:

——
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you‘m ust d/o_...

THE CONSUMERS

Passively
Consuming
Content

PARTICIPATION - DEGREE OF RESONANCE

Passively . \
Ct::l:’mm THJSHARERS IN THE CO-CREATIVE COMMUNITY
A | H
% \ varding N N 1
- shar ~ THECRmCS H
co |
§ / Publically b 3
rati
g | P, s ' 5
| i : 3
§ \ )%.%% ;m“:!‘;:""i‘g __ THEEDITORS | §
2, on content. \
\ %, Submiting y
N, s
A p, others . Editing THE CREATORS
e\ B
TYPICAL ACTIVITY OF PARTICIPANTS @ created

by
IN THE CO-CREATIVE COMMUNITY . X others *  Submitting

= incl: mashups _ Original
' Content

Low - Content Input into the Creative Community - Hiah

GOOgle Google Alerts (BETA)

Alerts

Create a Google Alert

Welcome to Google Alerts Enter the topic you wish to monitor.

‘Google Alerts are email updates of the latest relevant Google results. Search terms: | drew mclellan
(web, news, etc.) based on your choice of query o topic.

Type [comprehensive 1%)
‘Some handy uses of Google Alerts include: Howoften: [onceaday 18]

‘» monitoring  developing news story Your email:  [drew@melellanmarketing.cc
» keeping current on a competitor or industry
» getting the latest on a celebrity or event (Create Alert)
* keeping tabs on your favorte sports teams R

‘Gaogle vl notsel o share your amai adres.

Create an alert with the form on the right.

You can also sign in to manage your alerts

©2009 Google - Google Home - Google Alerts Help - Terms of Use - Privacy Policy.

tp://www.google.com/alerts
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Google Blogs Alert for: "drew mclellan"

Servant of Chaos: Our Lives in Public

By Gavin F n

Take for instance, the recent examples where people have lost their jobs, been disciplined or otherwise
penalised for their actions on social networking sites. As Drew McLellan points out in Who Really
Owns Your Social Media Persona?
Servant of Chaos - http://www.servant

chaos.com/

Beth's Blog: How Nonprofits Can Use Social Media: Social Media in ...

By Betl

Drew McLellan puts it, "If you drop the f-bomb on Twitter, does your boss have a right to wince?" He
goes on to ask these questions: Do you think employee manuals of the future will have "social media
guidelines? .
Beth's Blog

low Nonprofits Can... - http://beth.typepad.com/beths blog

Drew McLellan - 97 Bottles

By Drew McLellan

97 Bottles is a totally free service that lets you review, recommend and lear about beer with your
friends.

97bottles.com: Newest timeline items - http:/97bottles.com

lowaBiz: Dance with the one that brought you

By Drew McLellan

by Drew McLellan in Marketing & Branding April 15, 2009. 36840161 Sure, we all want new
clients/customers. After all, that's why we are in business, right? Somehow in the hustle and bustle of
marketing, a very important group often gets ...

lowaBiz - http://www.iowabiz.com/

O -
- S
radian NextLiv Vi Evanka daye, 00 s, 00 min. | oawsltor | Cusiomr Log

1ol r: 1-888-6RADIAN | lcal: (506) 4529039

[ -
AT ———.
One integrated monitoring and engagement platform register
Analytics Dashboard + Engagement Console I_—- for a demo ¥

take a
f quick look ¥

Radian6 gives you a complete platform to listen, measure and
engage with your customers across the entire social web.
Listen and join the dialogue with Radiané.

A Few of Our Clients:

(comcast. Microsoft ...

- o,uu] wasoweoos Kodak ¥

Product Get Started The Engaged Brand
The social phone is Register forademo and  Get back to the basics
ringing learn more Every month, we tackie the how-tos of social

The hot listening spots

5/6/10
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——— Linked[[)

« Connections ‘
« Discussions %
|
\
|

* New ideas

facebook Home _ Proflle  Account ~
Site Selection

Info  Related Posts

Creat

Our goal is to make this Community Page the best collection of shared
knowledge on this topic. If you have a passion for Site Selection, sign up and
we'l let you know when we're ready for your help. You can also get us started by
suggesting a relevant Wikipedia artcle or the Official Site

Related Global Posts Join social media guru

5 People Like This Guy Kawasak and learn

Fairfax/San Anselmo Children's Center Ross Valley School Board meeting o 25l and
tomorrow night: Thursday - GPM, at the District Office: 110 Shaw Drive, busines's reach
3 behi “The Fairfax Town Councll will be presenting their Widnesday, Hay 12, 10
&K recommendations regarding site selection for the possible new o Frec onine
oo w. o e Chan elementary school and middle school. Should be VERY interesting!! meet
Toeane ™ Srucures MM < hours 300 o Van Diamandai ke this
.

Madeline Cancel ... | provide site selection & negotiate hotel contracts o ke

for Corporations, Non-Profit & Cov Sector. If kr
needs help locating a hotel/resort for their sales incentive, meetings or
conference, | will compensate you if the lead turns to a sale . My office will
be out of Atlanta, but | ..

See More

9 hours 3g0 - View Feedback (6

vare

Dustin
Glover  Nauyen

Create 3 page

Franchise Foundry Avoiding a Poor Start: Secrets to Successful Site
ReportPag m2

Selection for Franchise Tenants hitp://ht.ly/ 1
88 esterday at 2:25pm va HootSute

P
“ Tim Reamer .. industrial site selection, and small business development

= share

Vesterday at 9:35am - View Feedback ()

Bay Magic Meetings & Tours, LLC Check out this site: Free Meeting
Planning Advice on Site Selection, Hotel Negotiations, Team Building, Mother's Day Deal
Transportation, and Audio/ Visual: http ://meetingadvicepros.com/ 51999

Meeting Advice pros
wwmeetinaadviceoros com [ 20 char

Staying safe and dry!
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Indicative Number of People

THE CONSUMERS

Passively
Consuming

Content
Passively

Consuming
Content
and post
personalising it
Forwarding
and sharing ‘THE CRITICS
conter
Publically
rating
%% content
<k,
"'o% Publically
G commenting
. on content’
ey, <, susgfing
= nient
created
others

TYPICAL ACTIVITY OF PARTICIPANTS @
IN THE CO-CREATIVE COMMUNITY

PARTICI ION - DEGREE OF RESONANCE
THE SHARERS IN CO-CREATIVE COMMUNITY

E EDITORS
Editing THE CREATORS
content

created
others Submitting

Low - Content Input into the Creative Community -

High

Souanyyuy 0 (9197 poniaoIad

Home Profile Find People Settings Help Sign out

Af), MetroDenverEDC

MetroDenver

2 Follow, Susse g

RT @DenBizJournal - Denver rated
3rd-best city for college grads
http://bit.ly/aLqJAs We think so
too!

Name Metro Denver EDC
Location Metro Denver
‘Web hitp:/ /www.metrod...
Bio Regional economic

WIRED, business expansion

1638 2872 12
following followerslised

Tweets 1363

Favorites

bt 5 ours ao viawe Tweet to share news, links

Ritter to Feds/States: Follow Colorado's New Energy Economy
- share http:/ /shar.es/mGFK8 #CleantechHub

about 9 hours ShareThis.com

Consumer spending driving Metro Denver's economic
comeback | INDenverTimes.com http://shar.es/mGORb

about 12 hours ago va ShareThis.com

ONEWS. com | Coverage of our Monthly economic report:
Metro area consumers spending again, with confidence:
http:/ /bit.ly/alLpgF via @addthis

Newsweek: How Will Gulf Spill Affect Energy Debate? A Chat
With Colorado Gov. Bill Ritter - htp:/ /tinyurl.com/34eSwwm
#CleantechHub

457 PM May ath viaweb

@MetroDenveréDC/
chamber-ecodevo-visitor
View il

Actions.

block MetroDenverEDC
report for spam

Following
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facebook

arch Home  Profile  Account

lowa Economic Development L awaiting friend confirmation

IOWA

hangiog Wall info  Photos Video Events  Notes
Qrers | ¢
View Videos of lowa (1) lowa Economic Development via Generation lowa:
Send lowa a Message Learn Intemet  x
Generation lowa - Artcles: Article View Proof
Poke lowa ww.generationiowa.cor Marketing
really lkes, e has farmiy close by, owns a house and is active -

The lowa Department of

iy glj,fl’l',‘f “ bt srns Gt e et prson. -

Study SEO, PC, affliate

s ervo i stonamy. marteig, and more.
Vit lowaliechanging.com 17 hours ago - Comment - Lie - Share Zitane o
Wleam more . el Inernes arketng from
jowa Economic Development o S Uniersit
s, ike iessing, Silent Fims, Chatk a aom "

S, Bike Blssing, Sent Films, Chalk Artiss and 401 e
nformation Birthcay ~ This Week in owa Apr 30 - May & i
Websie: 157 Vit P i 7 430.56. Hat Trick x

oines April 0 - May IThis

o/ fww sowalfechanging.com Associates

P vl rowa. org

Mutual Friends 51, lowa and Linda Van Schoyck Haan are now friends. - Comment - Like - Add as Friend
16 inds incommon See Al i webriing necds?
15 o Lary A v n fiens.Commn Lk 3 s e e o
4 more i sris it meltas, e
\ Company iogsand
Suse i it s
lowa Economic Development via Travel low kol e
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Friends .
23 rancs seent A0 262t :269m - Comment Uk - Share
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Tas Growmeez £ 9 el SEnOw

flickr . veco

Home You - Organize&Create - Contacts - Groups - Explore SoarenTiaraD 7o Search

% Metro Denver EDC's photostream 2o

S, Sets Galleries Tags People Archives Favories Proflle Add Meto Denver...as a contact

ect photos
1

& coll
T

National Space  Inbound Stateof DIA 2010 Stateof ~ COlovesCA- 2010 Business
Symy Cleantech 2010 Small Business 2010 Policy and...
2010 Media Trip 33 photos 7phoios 30 photos 2p

10ppotcn

Code of Ethics  SolarCity Site Selection
Signing comes to Conference
photo Colorado 2009
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The content equation
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European Trade Mission
Day 2 - Hannover Messe.
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Nartionwide Fire Profrection 800-750-7055

Respected & Renowned... Nationwide

Free Quote || Quality Guarantee || About Us

February 10, 2010

El Categories:
Company That Does Riverside Fire Protection Discusses Outdated Articles
Suppression Systems News
S pder Arudes s, Rivesce fre proecton systems, Rverside fre sprner sysem, B Search:
Srotecion, thi local 1 departen tyncaly comes o ming
But true fire protection begins not with the fire department, but with a quality I Archives:

fire suppression system that meets local, state and federal fire codes. Keeping
abreast of those codes- or hiring a Riverside fire protection equipment company
that does- is important to avoid relying on an outdated system in the
unfortunate event of a fire. December 2009
October 2009

February 2010
January 2010

There are two ways in which a restaurant or commercial kitchen fire

suppression system can become outdated, said Massoud Farazandeh, who September 2009
serves as general manager of Nationwide Fire Protection Corp., a Los Angeles August 2009
and Riverside fire protection systems company. Although headquartered in July 2009
Colorado, NFP opened a fabrication plant in Placentia in August 2009 to answer June 2009
the call for Riverside sprinkler fire system and other services it offers
throughout California. (more...) May 2009

April 2009
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e .
now what?

« Listen and observe first
» Can’t be stand alone - strategy wins
» Small wins and experiments

* Measure...but over time

* Have an internal champion

* Go slow... don’'t have to try everything
« Let outsiders help, don’t mute them
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This is a marathon.... Not a sprint

[ 7] | . -
You can’t avoid the water, but you do get to decide how deep

5/6/10
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www.drewsmarketingminute.com/sm
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Urew:

O DREW 1S TOP DOG AT McLELLAN MARKETING GROUP

Smart Conference ABOUT DREW

Thursday's presentation on soclal media:

Download presentation here

Link to Social Media Video:

Click to view here

Link to Social Media Policy Examples:

Click to view here
Email Me

MeLellan Marketing Group
General Resources: 1430 Locust Street, Suite 200
Des Moines, lowa 50309

Free reports, fact sheets, etc. (515) 251-8400

Marketing Lessons from Walt Check out Drew's books.

Drew’s Amazon Author page

IPHONE
Soclal media books | recommend:

The Social

g The New Community [ Media
[ Ruies: Marketing on [l arketing Bookc
e the Social W. P an zarreta (e

McLELLAN MARKETING GROUP

Where strategy and passion collide

515-251-8400
drew@mclellanmarketing.com

Copyright 2010. McLellan Marketing Group. All Rights Reserved
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