Welcome to the Age of
Conversation

Conversation

...Ready or not. Drew McLellan

A very fast look at
social media

And how it can serve you

What we’re going to cov&r

*What is social media?

*Why does it matter to me?
*Putting your toe in the water
*Wading in

*Diving in
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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.

Custom Spending Significant as Part of Total Marketing Mix

Business marketers, on average, spend 29.42% of their total marketing budget for 2008 on the creation and
execution of custom content. These findings are in line with 2007 research performed by the

and total spending numbers, which represented 27% of total budgets for both
b to-b and b f marketers.

Marketers Show Preference for eNewsletters, White Papers and Case Studies

As a percentage, business marketers engage in the following customized content/custom publishing activities.
Respondents were allowed to select as many activities that they currently produce as part of their marketing.

Custom Products Used By Business Marketers

E-mail Newsletter 68.7%
White Papers 50.0%
Case Studies 47.3%
QS e
Intranet 36.0%
Webcast/Webinar 30.7%
Newsletter - Employee 29.3%
Blog 28.0%
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Google w————— s

Blogs by Cat Lovers - WebLogs about Cats
Bioas (Web Coga o Joursl) ar  fvents means ofaking aboutou cats,and more and
more stes are turning to blogs. Here's a chance to get

cats.about com/od/blogs/Blogs_by_ Cat Lovers.him - 22k - -

Cat Lover Forums
Wit forums and artcles, Cat
Lovers wil love PetLovers Com!
10 Poouiar Cet Blogs : Pets: Life : Blo wnPetLovers. Cor
[Rocent postsrom i Blog aly Cat P o ot 250 2000 Daiy Cat curefor Apr
505 Doty Cat i for Ao 278 3008
blogs.comopten/10-popular-cat blogs! - 26k -

BlogaingCat.com - I'm a Cat and | Blog
| see that beautiul handsome cat on the other side and he sees me, too. We both have been
i tofgure ot ways o gt to each e

wiww.angelire.com/folkimorganicatblog - 37k - -

Cat Lad

[Humorist Roberta Beach Jacobson (a.k.2. The Cat Lady) blogs from the lter box. A

prfessonal member o te Cat Wlers Associaton,sh belevs cats
blog.seatllepi com/catiady

Cats With Blogs - Cat Blogs - Cat Blog Directory
[Weicome to Cats Wih Blogs, The Cat Blog Drectory. .. CATS WITH BLOGS BLOG
[BUTTON (save the graphic or past s code o yur blogs i) ..

i catswithblogs o

IChiat About Cats - Web blog dedicated to itens and cats
Chat about cats and Kitens web blog dedicated to health, grooming, stories and photos of
eats and itens. Funny cat and ten rotosand picures.

ww.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

People have found their voice.

And they are not going to give it back

The animals have taken over the zoo.
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one of those horrible moms
a nonchronological group of essays

Mar 16, 2007
Fake, out!

Dear American Girl Place,

605 Comments

Mages Maps News Shoopng Gmal more v

Google [one of those horrible moms american gir Search | Abnad Soacn

“TrewmcE2@gmall com | Web HIetory |V Aceourt | STan ou

American Girl®
wivw.AmericanGirl com  See What's New at American Gir®. Dols, Books, Accessores & More!

lone of those horrible moms: Fake. outl @il
(One mom just smiled and said "Wel, American Girl Dolls aren't for everyone, you know. ..
Posted by one of those horrible moms at Friday, March 16, 2007 .

i blogspot. htmi - 320K -

hed - Similar pages - Note this

one of those horrible moms: Regular Women @il
Posted by one of those horrible moms at Friday, Apri 20, 2007 ..
American Girlthread & see how the doting mom il to respond to
blogspot it - 105K -
Cached - Similar pages - Note this
More results from oneolthosehoriblemoms.biogspot.com »
[American Girl Dolls - Mahalo @il
Nov 20, 2007 n Girl Dols Message Boards and Blogs. One of Those Horrible
[Moms Blog Post: Fake, outl The QC Report: American Woman; American Gi
v, mahelo.com/American_Girl_Dols - 24k - - Similar pages - Note this

[Why 'm Glad | Never ican Girl Doll » Poorer Than You @il
[Wnen | was a it girl, American Girl dols were 0 Gool. .. Hair(which describes the blog
ot Fake Out” by blogger ‘One of those horrible moms’). ..

Cached - Similar pages - Note this

[Mommy Poppins—Get more out of NYC for kids -- Activifies, outings ... il
Mer 23, 2007 ... American Girl: You may have thought a singe it girl idn't matt
2bout someone whose blog s called One of Those Horrible Moms, ..

omioy-kds/193 - 58K - Cached - Similar 0a0es - Noto hi

Web. Results 110 of about 172,000 for one i ican girl. (0.31 seconds)

Sponsored Link

User Generated Content

More than 25% of
search results on
Google for the world's
20 largest brands are

links to consumer
generated

Sourca: Nelsan Buzz Mesrics.

content
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Mobile Marketing

The number of text messages sent and received
every day a,xceeds the popu

i memkiz, 2007 Nk Comeverce Lseapen

I_ation of Earth

W SoeRTFede ~WRTpedt, e T Ty Sk Pros T TR g TPeC rege, B
2 Signin/create account
wide | Gaeusion | | odihapoge | Fioy
b in the Wikimedi fundraiser! wor buy’ handi
.
Social media
. [y ——
WiKIPEDIA
The Fre Enyclpedia —
[ g;@ ‘This artile does notcite any references or SOUrCes. fcenber 2]
Main Page
Contents. 1/
Fatradonet T ————— )
Gursrovrts o s i Normel
Ferdomarcs
popuar
hcten
ot Vieia
peape, andpeets.
Carmriy ot
Fecrtcharges message
ContctWikieds boards, weblogs,wiis, podcast cure-sharing, ogs, walkpost music:sharing, goup
raneat MySpace (sosl
o evoring), econd Lie il el
erch Contents ice]
1 Distinction from traditional media
Co | Search 2Examples
bobox 3Seealso
What liks here. References
Flsedcharges
Uplad o Distinction from traditional media fedi]

Toby & Liz»

‘The lowa caucus of 2008 is history. We all know who is
viable, which messages resonated and which candidates
need to re-tool.

But here's what | know. Not one of the candidates got
the memo.

What? You haven't seen it either? Hmm. Maybe it got
bogged down with all the holiday cards and political post
cards. Okay...let me share it again.

TO:  Presidential Candidates of 2008
FROM:  The American people

SUBJ:  How we'd like to hear your message

DREW IS TOP DOG AT McLELLAN MARKETING GROUP

« Where will you be 90 days from today? | Main | Ten things you didn't know about

Apparently the presidential candidates missed the

P i)
VOTE

ABOUT DREW

Email Me

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

Have You Read Drew’s Book?
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Mlshelfori

My Shelf

You have 42 books.

i

ve - IR Friends - Groups -

Date Added! v

signedinas Drew Nclelan setings  belp  signout

Exlre =

@ Add Books to My Sheff

B Put My Shefon My Blog

All books

I've read

m reading

1 plan o read
owno

Wish st

Favorites

Ricardo

face

4 Public Profiles
i) Des Moines, 1A
£ Nosee

£ osu ks

A statws Updates
@ rhotos

] unks

e ecee

Home

Prof

[E—— Drew Mctellan  Settings  Logout

What's on your mind?

David Armano this video from @ryanstephens is actually very
funny and very true... http:/ /twurl.nl/mzing0
it a minute ago - Comment - Like

s to do something for someone else. Share  lttle love today.

E Gail Lynne Goodwin The very best way to get unstuck in your life
0 Comment - Like

Jessica Wilzig Goulieb I'm at Chinois on Main with

@girlsgonechild and heidi and spencer! http:/ /whrrl.com

/&/eX0XQJessica_Gotlieb_7_Chinois
5 minutes ago - Comment - ik

Requests Sce

Suggestions See
vide ~ | Robert Rowe. x
dd as Friend

sponsored
Save up to $100 =

3 free applications with
d e

artphone from ATST.
Click here for imited
time offer detals,

iq Susan Mikielsen Pelsticker Facebank Highlights
Will s ask them i can have an invite 2 thei third Wall Photos @®
wedding?  Lol. And tell them that maybe since theyve Jole Patrca Sester
nad one on the beach ard one in LA that maybe the commented on this
ext should be in the mountains. | ike sking. 02
Wt s comment, Moonshine Bakehouse (@
by Shadley Grei
G0 6
P J2s0n Alba not a whole lot of progress... hoping to take a nap
and see some action around midnight. #babytime
by Megan Sisler
1
Isaiah McGee uh ooh! someone made Kobe maaad!
& minutes ago - Comment - Like
ATribute to MyBest [
| ¢.% o -
Password

blogtalkradio-® e

[~ e

Home > Categories

croato account

Featured ‘ Categories

entertainment has arrived *Offer Ends 1/19/08

Premier Package only

The future of home per month e

v/

Popular | BestofBTR

Categories

Art(300)

Blogeritcs (99)
Blogs (657)

Books (409)
Business (1902)
Comedy (1543)
Computers (63)
Culture (847)
Current Events (1821)
Design (16)

Dreams (74)
Education (531)
Electronics (19)
Entertainment (5599)

109 HOSTS i

Advertising Right

Host: David Zublick

Category: Marketing

Date / Time: 1/6/2008 11:00 AM
Length: 1.

Oratings

"Marketing" |12345..22 nexts
Promo Spot for
Upcoming Guest Ev...

Host: Alan Roger Currie
Category: Marketin

g
PSS Date!Time: 1/512008 11:00 PM
Length: 15 Minutes.

Wi
Oratings
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|nkedﬁ@ People - Jobs - Answers - Companies - Account & Setings | Help | Sign Out Languag

Explore Poople Search: Director at Agpe - Internet (Sicon

Search Paopl <] R o

2 bome

8 Groums ® St
- o o 08 Edit My Profile | View My Profile Edkt Public Profile s
1ol Nevorkng + Send a message

Advartising. Drew McLellan a + Add Drew to your network
Socals e Secat,AuporPulcSpter To g of
MoLellan Marketing + Forward this profil to a connecton

A protie

tsprote Don ko, kv v | Mkt and At P

Viw iy Prfic

- Current + Top Dog at Mel.elan Marketing Group
B contacs ® Past + Coditorand author at Age of Canversation

« Senior Account Strategist at ZLR
* CopyurterAct Stategistat Young & =
Rubicam (CMF&2) X & THUSINER

) Inbox () ®

i} Appications.

[ Education + Universty of Mimesoa-Tuin Cies

Recommendations 18 people have recommended Drew

. Comestons 500 vt e
. e Wevstes iy Compery Flexibility rules.

S Syt Ao * My Webste
Spocate. :

P oo Top oo My Blog %= OPEN Leam More

MeLsllan Markatin Public Profile hittp:/iwww.linkedin.com/in/drewmclellan

Wnataro you working on?

ndations for you. (NotDrew?)

Introducing Amazon Kindig
‘Amazon's wiolos rading dvvce

amazongom e

Wish Liss@ _ it

nt | Help

5o
Hello, Drew McLellan. ur You'e not Drew MeLellan, dick here.)

People

 orews Amazon.com BrowsingHistory Recammendad Fos

Drew McLellan's Profile Qtectrer

ator, 993 Random Acs of Markeig”

Your AmazonConnect Blog

Ten things you didn't know about Toby & Liz
ot T, iy 5, 2008

Your Profile Page
Yo pageon Az am
‘wher thers i eam nare
ant you

View page as seen by:

ustyou ] o)

So here's how this went. Toby (Marketing Diva) and Liz (Successful Blog) got tagged by r—
b Shel Iscl. They decided rather than share 10 secrets abaut themselves, they d crate 10
Orn Htelan things about Shel that Shel idn' know, > Send my Profileto a
. friend
* phob ‘Then, Toby tagged 10 people, including yours truly. So I decided to contine along the vein
that the ladies started. So, without further ado, here are 10 things you didnt know (and
About Me neither did they) about Toby and Liz
B8 o ol e
Your Lists
Namesren Metelin (chance
name) EdR (jour s

Sig 7, 99.3 Random
e g (e

Wish List (updated 121/2007)

ﬂler drewmc62 Help ~ Sign Out
Home You - Organize - Contacts - Groups - Explore Search

= = Bangawoyo drewmc62!

© Setup your iickr basics. » Upload Photos (or, look at our uploading tools...)

» Your Photos (Recentacivity/ Comments youve made

B k""

» Photos from your Contacts

&Eﬁﬁ

Flickr News

Flickr Uploadr 3.0 15 now available for
download! The all new version for Windows and Mac 0S X
‘makes it easy to add tities, tags and... read more news

» Elickr Blog reatphotos & atest news, daily!

Suylics?  rom Szes?
Turn your daily
commute into a photo shoot. » Everyone's Photos (e

XsaPam thing

mut group lck here.
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What are you doing?

/~5rbdb

iPhone - http://bit.ly/STmew

Home Profile Find People Settings Help Sign out

pop17 | like startups whom make a change
trib This looks like an interesting role for the right person
in NSW State Library - http:/ /bit.ly/ DISCC

rockingjude Garth Brooks - The Dance 4 http://blip.fm

alicam This song has me hypnotized right now... on my

LizzHarmon @RDevinHughes Yes, same here. So many
people to learn from and always new ppl and new apps.

[ janmaran RT @Mike_Wesely: Know anyone Not
“2% UnderSTANDing Follow Limit > Pass this 2 them TWITTER

‘ DrewMcLellan

1,989 2379 2,519

following followers updates

.2 native Twitter client for
the Nokia 60 platform.
Home
@DrewMcLellan
Direct Messages 523

Favorites

Trending Topics
#jonaslive

Kobe

Allison
American Idol
Star Trek

KFC

Scrubs

Houston

Adam

Yuum Home Videos

Videos being watched right now...

0259 128

au18

Hi, drewmce2!

Channels

Search

See More Featured Videos

Foaturod MostViewsd  Most Discussed  Top Favories

Parkour Generations:City Gents

slam

(© | Account | History @ | Help | Log Out | Site: ©

Community

Upload

18 &

e

@D 4o

First Sunday - In Theaters This Rate this video
Friday *kkk
Fom FrsSundaiov
Comments: 64

4t2atinas

Julie Ange's Director's cutof an action shoot 5126890 - / Favorites | My Playfist

e Dot oot e B b
y y i

Goudot, Forrest & Chris Keighley of Parkour HyChanne? | My indox

(more)

Tino 0336 More n Sports

5/7/09

Clearly, you're a fascinating guy, Drew....but so

what?

Holy buckets...get a life or a job or something
man.
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No wonder most businesses
are afraid to step into the water!

Your goals:

Communicate with key audiences
Connect with influencers

Build word of mouth

Create a community

Collaborate

Conduct conversations

Extend your reach

Share information
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Your goals: What social media does:
Communicate w/ key audiences Communicate w/ key audiences
Connect with influencers Connect with influencers

Build word of mouth Build word of mouth

Create a community Create a community

Collaborate Collaborate
Conduct conversations Conduct conversations
Extend your reach Extend your reach

Share information Share information

And on a scale that is hard to fathom.

Social marketing is using web 2.0 tools, sites
and services to promote your organization’s
products, ideas, issues, agendas and services.

5/7/09
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Putting your toe in the water

Listening & managing your reputation

EAQ| Signin

GO‘ )G [e 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: arew melellan
(web, news, et based on your choice of query or topic.

Type: Comprenensive

Some handy uses of Google Alerts include: Howoften: (onceaday 18]
‘» monitoring  developing news story Your email:  [drew@mciellanmarketing.cc
» keeping current on a competitor or industry
» getiing the latest on a celebrity or event (Create Alert

keeping tabs on your favorite sports teams

Create an alert with the form on the right

You can also sign in to manage your alerts

ogle - Google Home - Google Alerts Help - Terms of Use - Privacy Policy

Google Blogs Alert for: "drew mclellan"

Servant of Chaos: Our Lives in Public
3y Gavin Heat

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.serv

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

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
i es? ..

Drew McLellan - 97 Bottles

w McLel

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

97bott!

com: Newest timeline items - http:/97bott

lowaBiz: Dance with the one that brought you

Drew McLella
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

wal it WWW C

5/7/09
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[[erew meteiam

Hot Topics: _Souter, Krsten Stewart, Swine Flu, Chiysler, ulu, Hydroxycut

Available Sources v BookmarkiShare v Enablers  About

'J Google News

« Imagewest » Blog Archive » Coming from
Blog Category - Ozel Web Tasarim

= Workwise: Informal partnerships for a new
workplace - Modesto Bee

« Free Samples = Bigger Profis for Food
Companies in Recession - FOXBusiness

= Who's the boss when you're online at work?
- Smartgrief

‘drew mclellan®

T Twingly Blog Search
+ Book review: “Connect! Marketing in the
Sacial Media Era

- Does banking and social media go
together

15 my Business Plan a Weapon or Just
another Word Document (Cory Isaacson)

« Connect - marketing in the social media era
+ Marketing Strategy From a Dog

gl Blog searc

e—

Google Blog Search
- Drew McLellan - The Marketing Minute: A
cost effective and ..

= A cost effective and powerful marketing
00l

- An instructive tale about Social Media from
the ancient epic The ..

- Marketing Strategy From a Dog
- The Project 100 Social Media Project

¢ at Google Blog Sea

- Drew McLelan: RT @zanesafrit Don't forget
tomorrows webinar from @smallbiztrends:
10 Strategies to Save Overhead Expenses
ttp:/ /2ciix.com/d48] #SMBSAVE

- Drew McLellan: RT@zanesafrit Don't forget

orrow's webinar from @smallbiztrends.
10 Strategies to Save Overhead Expenses
utp://adjix.com/d48] #SMBSAVE

- Drew MLellan: @JasonFalls - what? You
on't enjoy talking about the same thing

) Bloglines
. Drew MeLellan
 Drew MeLellan

.+ Drew MeLellan is now connected to Ryan
Carson (Owner, Carsonified

- Twitter - Drew McLellan: The difference
between people who makes.

« Who really owns your social media persona?

More at Biogl

© Wikio

- Australia’s best heading to Perth
(News.com.au)

- An instructive tale about Social Media from
the ancient epic The Mahabharata; and 99
other chapters (MisEntropy)

- Age of Conversation 2 - Why Don't They
Get It7 on Amazon! (Flooring The
Consumer)

- Ducks hook first seeded Sharks (Globe and

http://addictomatic.com,

You’'d better make the time

there is no box.

?‘l. 3

ABOUT «ATune In Saturdays Preview Special | Main | Dallas Marketing Zoo:
En.2: w2
19l
Dacamber 31,2008
> S ——— served resh
HURRICANE KOHLS! weekdy
£
o 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. | wouldn' be what you would consider a luxury" shopper. Generally, :S’L%M%
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,
Adisb Texas Kohi's would ook more at home in New Orleans after the flood.
aditerte

hmm, | hope they have my size!

Adrants - Hrketing and Advertsing
News With Atttude

Adverb: adman of action 0

Read more

5/7/09
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American Coppurer
WA Horktin Hoestros
Seanstlk Tk

Seyond Madison Avenue
Simolutonspls
brandiskeforreskst
Canuckfiack

Chaosscenario

chroma

Church ofthe Custamer log
s blog

Community Guy
Conversation Agent
Copyplosger

Crptammer
CretingPasonate Users
Creative Think

il Pt

Drew's The Marketing Minute

e hmm, | hope they have my size! WR R
At - rkting and dverising Do
News With Atade

0 ’, A
Advet:adman ofaction

RECENT POSTS
F FX (except IASP)

Tune In Saturdays: Vampire
Weekend

Slockbustr Video? Nope.
The Continuous Digital Divide
The Future of orketing
Nonsensial Hathematcs

Tune In Saturdays: Hey Hey My by

Dear Google #2,

My Tunes Purchases

Buik To Spil & Causte.

DREW IS TOP DOG AT McLELLAN MARKETING GROUP

It's your fault!

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.

-
 When your employees don't \
uderstand your brand - even the [l

should.

wh, Aot inuact in amal

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

| Email Me
3 Y/ 1430 Locust Street, Suite 200
best employees flounder around, / Des Moines, lowa 50309
trying to do what they think they h A (515) 251:8400

Have You Read Drew's Book?

A ball th, d bat.

hee-hawmarketing®

"

Powered by TypePad

BLOGROLL
adfresk

e

aditerate

Adrants - Nrketing and Advertsing
News With Atitude.

Adverb: adman of ction

ABOUT «The First Time | Wanted to Marry a Phone | Main | Tune In Saturdays:
Field Music » ° m,25
arkeing bog
January 10,2007 —_—
. . servedresh

Hurricane Kohl's! The Resolution, sort of. weekly
Please know that it i our top priority to provide you, and all of our customers, a
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 Power ©.150
aware, and they're highly committed to addressing it. So, thanks again for letiing %_—%
me know. | do appreciate hearing from you and we do value your patronage.

VP Public Relations, Kohl's Corp.

WE
— SUPPORT

WRITERS

GUILDoF
Ifyouive ever shopped one of our cean, bright department RICA
stres, you've already experienced our commitmentto 2
family, value and national brands. . www. \axrm:r‘:&oo com

5/7/09
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Crestive Think “Come on manl T work a KOs and on our worse day we have never looked
anything near this disaster. BuilttoSpilCaustc...
Critcal Lt Buitt To Spill & Caustc.
Drews The Hcketng Minute It may not be your faul that the store gets trashed but it is your fault i you don'
clean it up!
€1 Gaffney

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

exicretive
Experience Curve
The comments on this blog are pretty much justiied. 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 thei district and stop hiring people from other companies that have no idea
Insigator Blog how to handie 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.

Hake the logobiger. From Alejandra in comments:

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

J— suck. | dont mean that just the customers suck, but assoiates suck too. Mainly
because some of the ones | work with bicth and complain about stupid crap

Marketing i — by Hario andior do nothingto help*

Sundar

From Emily in comments:

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

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

MediaOrchard, by the IdeaGrove - yith people who have worked in retail or years and have never seen such
horie customers

Marketing Profs Daily Fix Blog

Masi Guy

Web Images Maps News Shopping Gmail more ¥

GOUgle fkonl's Search | fansedsonss

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

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 -

- 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.flamingoworid.com/coupons/Kohls - 207k - Cached - Similar

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 - C:

ed - Similar pages

QA

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

REDIBLE! | Main | e Not "Geek” to R Stephens ABOUT TOM

Tom Vander Well
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 they've branded it) where | was
told the computer would have to be sent to
- y* for repair.

Book Tom to Speak
Email Me

ger fixuuy
SCRIBE TO
D

When the computer returned (ahead of
schedule) | was pleased. | asked the geek who returned my computer if both the  Understanding Feeds/RSS
screen and card slot were fixed and after glancing at the repair report he said

thev were. He was wrane The card slot appears not to have been touched and Or Get the Feed via email.

The Geek Sguad Enter your email address:
I returned to the Geek Squad (It's an hour drive one way) and explained the [

5/7/09
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Tom Vander Well's thought ervations, rants and rave

from the front-lines of Call-Center Q

The Geek Squad Incident - Epilogue Il
A few weeks ago, | had a series of | 4 v
about my experience with &
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

ABOUT TOM
Tom Vander Well
Book Tom to Speak
Email Me
STIOMP |

SUBSCRIBE TO
FEED

through the experience theyve made me a
loyal customer.
A few days after my repaired laptop had been promptly returned from

, | 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!

Understanding Feeds/RSS

Or Get the Feed via email
Enter your email address:

Start listening.

Google searches

20+ blogs in your field AND related fields

What is RSS?
Reader options - PC
Reader options - Mac

L Neewawre OOE wrresd) =
5 o
b iR @ ] o
Sbscobe Rl Al ShesDraer Mk ead_pos o Teblop NextUnead |
News ema €3 FeedVllr| €3 Ramblins | ) Beyond | ) The Vi Thevial. »)

© sigDreamGathering Gannet Blog headines
y Thursday | May 7 | Your News & Comments
MEA | Explring new opportunities with partners?

Mail | How do ‘absurd IT polices’ slow your work?

@ seter selieve 1t Tweets | Now micro-blogging to more than 500!

@ Mary Stier Connects USA Today Confidential: ssue 05.07.09
Everything Typepad Elmira Confidential: Issue 05.07.09

P ey Jersey Confidential: Issue 05.07.09

Drem Metelan's Facebook Notes Wednesday | May 6 | Your News & Comments

Social media Mention Engine
Social Media Marketing
bBlog: The sales, mark..nd business weblog

Simplenomics

Wausau | What 'm doing right now!
GC1 | 1 early trading, Gannett soars another 16%

Tuesday | May 5 | Your News & Comments

@ Robert s, Parker
Wnat Pm doing right now
GCI | A 39% jump i past ive days; short squeeze?
> in Gawker time, a public-service journalism threat
@ Connie Reece

o
@

) Greg Verding's Marketing 8log

Hee-Haw Marketing
Brain Based 8iz
Branding & Marketing
Presentation Zen

Untitied Source

Branding Strategy Insider

Being crticized comes with the terrtory of being 3 manager. Seing evisc

History | GCI first to employ openly gay reporter?
Cutlines only
USA Today Confidential Issue 05.05.09

Press clips | Gawker on those (wacky) ex-reporters

0
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Gmail Calendar Documents Pnolos Reader Wb more v | Setings | My Account | Helo | Sin ou
Google Reader Altams Search
€3 Acd a subscrpton Home
Al toms (1000+) Alook at what's new Top Recommendations View
Starred toms 77 Robert B. Parker (1) o
= Yoursuff An Harbinger of Spring As the swallows retum to Capistrano (usualy), Branding Blog - Marketing
Shorad Homa am back, i the sping, with a commercial message. AS you may have
otcad NGHT & DAY (e mosrocnt esse S nova ada Swesk  AS¥ice and Advartising Strategy
Notes run on the NYTimes best seller list, and the paperback of e b
Trends See more from Books and mysteries (4) » PoaeLn) sty st ss
Browse forstuff X S e
Your shared items wil be visbl toyour 192 Fairstein (3) The Disney Blog
- " Connectcut's Mystery Festval You MUST come to Connecticut ris Dhwray Nevs e lformation — by
Google Friends. Learn More weekend. MURDER 203 is Conn's first mystery festival, and they have done s,
(Sirtararing) in great, grand st Check fLouton thef e winw.mirder203.com or
take my word for i On Saturday Apr 181, the acton s a1 e BB
Subscriptions I Loved, | Lost, | Made Spagheti This doesn't happen often, and | am Latest News
= & Advertsing (13 ) el e or oo my oo On Iy s pblots oo T

Advertising Age - Sma...(13)
= (7Books and mysteries (4)

novels -and one of the best at t - s a young woman named Giulia pusnessnens
Springing Back | know, | know...usually the long silences mean something  Recenty read
Linda Fairstein (3) is wrong. But now that it appears that spring is actually going to make an oo
Dodgers promote 08 pick Lindblom
Robert B. Parker (1) appearance this year, 'l tick up my head and say hello. The long-distance P
& GBranding o7 touring is over, but | am setling in 1o
‘See more from Books and mysteries (4) »

brand promise - Brand... (22)

e
Branding & Marketing (13) CK's Blog (7) Digital Markoting and Social
Branding Strategy Ins...(29) What Marketers Can Lear From The Frozen Food Asle..[image: Tochnology

Freezerburngl Frozen food s 8 gamble I ever here was one. Sometimes

you luck out and lunch is 3 S-minute microwaveable miracie. And other

mes? You kick yoursel for being so easily seduced by the scrumplious Tips and tricks

images on the package.
The Brand Che (5) < Everving vou wanted o now, bt were i 0 k... [mage: Voioeln) Have yourown bog? You oan dsglay
The Eomaniom Rrama 43y |7 AS markelers, data i our riend. We use it 2 a ool fo beter understand our  ¥0UT shared fams in your log a5

g0 subacrpions target audlences, we leverage i o bulld strong businss cases and we ol

Wading into the wate

Talking back and your employees’ talk

Authenticity and transparency
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Responding the right way

Get the right person to respond
Always identify yourself
You're at their house - have good manners

Understand the conversation is in control

Responding the right way

Hey everyone --

Great discussion you're having here. Thanks
for caring about this issue. My name is Bob
Smith and I'm the VP of Communications at
Community Bank.

| wanted to respond to a couple of the
comments specifically

© Marketing Minute

Google Search )
1 used the term “junket” with all the sarcasm | could muster, but | realized that was not
transparent when you read it. That employee recognition event was later determined to have
been an appropriate use of company funds and the mediais majorly negative spin was done in
Very poor taste(my words). We are in agreement that WF could have a adopted social media
approach to lessen that initial shockwave of sensationalist journalism, which resulted in their
lowered stock price and instantly put them in the same "category” as AIG and others to anyone
who read the standard press. They could have had a much different outcome, had they had an
enacted company wide approach to social media, which they currently stil lack.

Pete Jones - Desminesisnatboring | May 4, 2009 1:38:34 PM

Hi Drew, m new to your blog, but noticed this post so thought Id jump in. | founded and now.
manage Wells Fargo's social media team, back i 2005.

Weve been blogging since 06, and have 5 blogs now, a Facebook page, Facebook app, MySpace
page, two YouTube channels, and most recently, a Twitter channel
(twitter.com/ask_wellsfargo).

oy %)

Archives by Month 9]

Archives by C

We believe it's important to be where our customers are...they can phone us, visit a branch,
online, ATM--so, why not social sites? OF course not every site is right for us, but | think we've
learned a lot by experimenting and carefully considering where we can add the most value to
our customers.

There was a comment above about the Vegas employee recognition event, and why we didn't
use social media. We did, actually. We blogged about it on our new Wells Fargo-Wachovia Blog. |
wasn't involved of course in the decision to also place the NYTimes ad, but | can tell you
that--in general--we view social media as an additive channel to others that already exist. In
each effort, we focus on the conversational elements, and how conversations add value. o, for
example on the WF-WB Blog, we're seeking feedback on the merger. On our Twitter channel,
we're seeking proactive opportunities to help customers with service issues and thank them.

MMUNITY

'm also greatful that in these particularly turbulent times, we have a social media team in

5/7/09
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Word of Mouth on the Web

On steroids

Persistent -- Google never loses anything

Amplified -- exponential reach

[E) keyinfiuencer Tr
L nere | scratch my

“Dan is [expletive] devastated about Dawkins signing with Denver.
Dam Eagles R Retarted!!”

Carr, the district spokeswoman, also said a high school special education teacher was suspended
after writing on her site, *I hate my students.”

Carr said four other employees have received lesser punishments for photos or comments

What kinds of issues will we be facing?

Can an employer restrict/limit what you say and do?
Is doing something embarrassing or dumb online any
different than doing it at a dinner meeting?

Can a company require that you “friend” them

Can we keep our personal and professional lives
separate any more?

If you have an individual blog — does it reflect on your
employer and can they influence content?

18
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Dive in head-first

Which ones?

Big ideas
for small
business

PRESENTED BY PROFESSIONAL SOLUTIONS INSURANCE SERVICES

« Would you please report to security? | Main | Did You Hear PRESENTED BY
What They Said About You? »
> =
Short and sweet! L’\ Professional
) SOLUTIONS
Marketing & Branding
INSURANCE SERVICES
- | It's hard to argue with the power of
three-dimensional mailings. GET OUR RSS FRED

They're attention getting,
memorable, and yield great recall

and results. If you want to make a

big splash and have a small target Enter your emall
audience - dimensional mailings are

a potent solution

But there are also times when it makes sense to rely on a simple Stibscribe
postcard. Delivered by FeedBurner
Retailers have this down to a science.

What is RSS?

There's no envelope or extra clutter. Just a straightforward postcard
that cuts right to the chase. "All DVDs 20% off. Sales ends January
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Insights driving your growth

Look of a Card Can Influence Usage BROUGHT TO YOU BY

by Aris Jerahian in Cards

Hiary 4, 2008

If you think just by adding or customizing a card with your

members photo choice does not make a difference - then take a

look at these stats: (Source: Datacard Group Research) THE MEMBERS GROUP"

« 62% of photo card customers' outstanding balances are higher
than the U.S. national average.
50% fewer customers are likely to switch to other cards or
destroy their cards when renewal time comes.
1500 NLW. 118th Street
34% of photo cardholders' monthly volumes are higher than Des Moinas, lowe S0225
the U.S. national average. Phone: 800,265,184
17% more transactions occur with a personalized card than E“‘f:f-“’-””
mail Us
with one that is not personalized.
 3.5% of photos submitted are attached to card applications,
suggesting photo cards draw new customers.

CONTACT TMG

Address:

MEET THE AUTHORS

Aris Jerahian
Members today are searching for ways to express themselves and

disti h their stvles in whatever format thev can. Having a card Brian Scott

Login | Sign up | Subscribe

arting e
The Resource for New Chiropractors

HOW-TO.GUIDES (SRRl ASK THE EXPERT | TOOLS & RESOURCES | ACTIONSTEPS | POSITIONS & PRACTICES

CATEGORIES Don't Be Surprised - Get the Facts

Brought to you by:

e ENCMIC
W

Askthe Expert

When you are starting out, it can sometimes be a e Care of Our Ount
struggle tofind allof the information you need to be
GetHired sure you have chosen the ight piace to ive and SUBSCRIBE

establish a practice. If you have chosen a new place to /,

Decide Where & How

eurance live that you have no real background on, how will you Add i blogto
Merketing know if the growth will be there to support another your RSS feeds or
Money and Credit new business? subscribe by emal.
Networking Head on over to the county courthouse or city hall.
Ofice and Operations ‘These places are  wealth of information on the growth
ofthe area you choose.
ARCHIVES For instance,
RECENT POSTS

January 2008 o Find out where the county’s new "hot spot” for

builing is - ask about housing starts. DoritBe Surprised - Get he Facts
December 2007 o Ask about pians for new roadways or construction along the designated

Step 3 of Efective Marketing Using
November 2007 route to your business which might disrupt your dlent base. Speeche

Movin,

2 7
%'77”00}/&14 THE MEMBERS GROUP*

GET THE PRIVATE Focus on a Healthy You!!

RSS FEED

Have you been thinking you should get into shape? Lose weight? Quit smoking or exercise more?
There is no time like the present to re-motivate, set goals and get going.

ick on the button above to receive RSS
o gpan et Our newly formed wellness committee has been hard at work developing plans to help us get

focused on our own good health.
Enter your email ada
We will start with Health Screening and Assessment conducted by lowa Health System. This
| I corpietely conficential assessment will give each of us our personal nformation about our own
health risks and measures. From there we can focus our goal setting on what is important to
us. Watch for detailed information about the screenings in the next few days.

Delivered by FeedBurner

Coming soon:

* Health Club fee reimbursement

+ Onsite Weight Watchers

+ On-site Freedom From Smoking, smoking cessation classes

o New challenges from the TMG Walking Club

+ Other activities and promotions to help us keep focused on our goals.

CATEGORIES
Clients

Why is a Healthy Workforce important to THG?

Healthy life styles lead to happy, healthy and productive employees. A healthy workforce is an
element of “Our staff stands ready..” We cannot reach the future we strive for without a
healthy and full A ctatf
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marketing o

DREW IS TOP DOG AT McLELLAN MARKETING GROUP

Precision adds to credibility ABOUT DREW

flew into Marco Island, FL on Saturday to speak at a
conference. During the flight, the pilot came over the
PA system to tell us that he'd *have us on the ground in /
37 and one third minutes. e

My first thought was...guess he knows what he's doing

In marketing materials, copywriters have a tendency to g
use round numbers or catch all phrases like "well over
two thousand.” What if instead the writer had used 2,482?

Which one feels more real? More accurate? Which one gives the communications piece more

weight and credibility?

Exactly. So be exact Emal Me

Technorati Tags: accuracy, copywriting, credibility, marketing, precision

Subscribe to this feed « Email this « Technorati Links « Add to del.icio.us « Hire Drew to
Speak - Got Verve?

Half of all current adult social networkers say that they
access their profiles at least every other day.

57% of US adults have joined a social network, making it
the number one platform for creating and sharing content
(Universal McCann, 2008)

You can be an early adopter o
you can play catch up.

Your choice.
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Responsible Marketing
with Patrick Byers

Why banks need Responsible Marketing more than ever

The three challenges facing every marketer today

The seven keys to Responsible Marketing

How responsible marketers fare against the competition

/[
nt| O
O

McLELLAN MARKETING GROUP
Where strategy and passion collide

515-251-8400
drew@mclellanmarketing.com

Copyright 2009. McLellan Marketing Group. All Rights Reserved.
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