Social Media for

Bank CEOs Drew McLellan

| know it’s a train...

But now what? Drew McLellan

Why does it seem so much louder?

* More people shouting
» More people actively listening
« Instantly shareable
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Let’s watch a little movie...

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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Let’s crunch some numbers here... l

W0-g,

N

Percent of Markeﬂng Budget Spent nn Social Media
According to US ugust y
2010 (% of total)

Current marks

3.5%
5.6%

Marketing budget spending on social media in the next 12
months

6.1%

9.9%
Marketing budget spending on social media in the next five
years

=
M August 2009 I February 2010

Source: Duke University's Fuqua School of Business, “The CMO.
uzé'mpmlsmned by the American Marketing Association IAMAJ February 7,

112080 WwreceMarketer.com

Social Media Marketing Spending by US B2B and B2C
Marketers, August 2009 & February 2010 (% of total)
August February
2009 2010
Current social media spending
B2B—product 25% 3.4%
B2B—services 39% 65%
B2C—product 5.3% 67%
B2C—services 29% 69%
Overall 35% 56%
Social media spending in the next 12 months
B28—product 45% 7.4%
B2B—services 65% 1.0%
B2C—product 75% 16%
B2C—services 88% 107%
Overall 6.1% 9.9%
Social media spending in the next five years
B28—product 126% 153%
B2B—services 13.5% 18.9%
B2C—product 15.0% 189%
B2C—services 15.4% 185%
Overall 137% 17.7%
Source: Duke University's Fuqua School of Business, *The CMO Survey
issioned by the ican Marketing Association (AMA), Fonmary 1,
Wi eMarketer com




9/19/10

Most Important Marketing Tactics for 2009

C

Custom 4

eBooks [=

Podcasts

Virtual Events

Microsites

White Papers

Online Video [

Case Studies
Blogs

Enewsletters

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

Sources Nielse

A ! fii 4 X "
The number of text messages sent and received every
day exceeds the population of the Earth.

i i \

S ]



57% of adults are texting on a regular basis.

9/19/10

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

(Pew Research, 2010)

Facebook...

More than 300 million users

50% of users log on every day

Fastest growing demographic is 55+

Biggest demographic is 35-44
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More than 50% of all C-level execs under 40 use Twitter daily. I

(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)

It’s really a full circle return




\ 3
73% of all consumer decisions are primarily influenced by |

word of mouth.
McKinsey 2009
-

= NG A | P
90% of customers identify word of mouth as the best, most

reliable and trustworthy source about ideas and information
on products and services.
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No wonder so many banks are afraid of the water!

9/19/10

«ATune In Saturdays Preview Special | Main | Dallas Marketing Zoo:
Ep.2» ) m.,25
n

December 31, 2006 IF
HURRICANE KOHLS! ety

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. | wouldnt be what you would consider a fuxury" shopper. Generally,

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

BLOGROLL

e Ive got this Kohl's right next to my house, and with that proximity, 1l make a
stop by every few weeks to check out the sales. Its always bad, but this Dallas,

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

aditerte

hmm, | hope they have my size!
Adrans - Horketing and Advertsing

News Wit Atade | Read more

Adver

iman of acton

Cicg hmm, | hope they have my size! WR R

Adrants - Warketing and Advertising Do
News With Atttude

A RICA
Adverb: adman of action

American Copywriter
ANA Marketing Maestros RECENT POSTS
Beanstalk Talk F FX (except IASP)

Beyond Modison Avenve. Tune In Sturdays: Vampire

[— Weekend
bandkeforresint Slocibuster Video? Nope.
Cancack TheContiuous Dial vide
Chaoscenao The Future of Marketing
drom Nosensal Nathematics
Chrch ofthe Custamer log Tun nStrdos: HeyHey My by
ocs g s gl 2,

Commniy Gy My iTunes Purchases
Comeration et

Conploger

Coptanmer

Creating Passonate sers

Creative Think

Built o Spil Caustc..
Bui To Spl & Causic.

Critial luff

Drew's The Marketing Minute




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

i s T

PRt

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

9/19/10




Web Images Maps News Shopping Gmail more ¥
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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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Staying safe and dry!

GOOg[e Google Alerts (BETA)

Alerts

Welcome to Google Alerts

Google Alerts are email updates of the latest relevant Google results
(web, news, etc.) based on your choice of query or topic.

‘Some handy uses of Google Alerts include:
monitoring a developing news story
keeping curent on a competitor or industry

getting the latest on a celebrity or event

.
* keeping tabs on your favorte sports teams

Create an alert with the form on the right.

You can also sign in to manage your alerts

Create a Google Alert
Enter the topic you wish to monitor.
Search terms: arew melellan
Type: Comprehensive (4]
Howoften: [onceaday 4]
Your email:  [drew@melellanmarketing.cc
(Create Alert)

‘Gaogle vl notsel o share your amai adres.

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

11



Google Blogs Alert for: "drew mclellan”

Servant of Chaos: Our Lives in Public

By Gavin Heaton

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 - hitp:/ m/

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

By Beth

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: How Nonprofits Can... - hitp//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://7t 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/

kurrentl 5] “iowa state bank" Search )

& Subscribe unsecretshopper lowa State Bank - locally owned, five locations. Read their Secret
Shopper review at The Unsecret Shopper http:/wp.melpMoy7-Ve

Stream Speed 3dayago
Fast

Slow unsecretshopper The Unsecret Shopper Goes Shopping: lowa State Bank:
Halt @ hitp://wp.me/pMOy7-Ve:
3daysogo
Show
Al
Facebook Follow- Contact- Terms- I Like
Twitter ©

Search On

The (Un) Secret Shopper

A 5iog about shopping and the places we shop.

A About Jonnie Wright and The Buyosphere  Take The Des Moines Customer Service Survey  The Five Pilrs Of Great Customer Service
Type tex . B
 Home > Thursday Secret Shopping Review > The Unsecret Shopper Goes Shopping: Towa B) rss reea
State Bank

The Unsecret Shopper Goes Shopping: Towa State Bank
= September 15,2010 & Jonnie T Go to comments G Leave a comment

0 Rate This

Hello shoppers...

Categories
Customer Service Quiz (4)

Customer Service Training Tips (20)
Des Moines Customer Service Survey (1)

lowa State Bank e ()

Monday Morning Reaction ~ Reader
It’s Nice To Be Home

Comments (15)
Podcasts of The Unsecret Shopper Radio

Random Secret Shopping (6)
Secret Shopping - Store Responses (9)
> Shopping Hall Of Shame (2)
The Latest News (11)
‘Today there are over 8,000 banks in the US, not counting your mattress. In Des Moines we The Smile Project Winners (7)

Banking was invented by the ancient Mesopotamians, perfected by the still pretty old
Rothschilds and nearly destroyed by the (insert choice of decade since the 20's).

9/19/10
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627 East Locust, Des Moines

Phone greeting: "Good afternoon. Iowa State Bank.” (VERY pleasant!)

Drive-thru greeting: "Hello.” (barely audible - speak up 50 us old foggles can hear you)

Teller greeting: "Hello. What can I help you with?” (GREAT open-ended question!)

Comments:

This is a ginormous bank; there are two floors, each covering a lot of real estate. The lobby is
gorgeous and the overall layout, stunning,

T glanced into several omate offices as I entered the bulding, searching for the teller counter. An
employee would occasionally look back out through the glass wall at me, without smiling. T think
that's one of the reasons it's made of glass - so you can smile and wave at depositors. 1 also walked
past two employees who walked towards me; one had her head down, the other looked me in the
eye, then looked down.

It didn't exactly scream Welcome to Towa State Bank! But, okay.

Danny, Anna and Terry were behind the teller counter as I approached it: Danny was with a
customer, Anna was slightly behind him, not engaged with anyone. Neither of them acknowledged
me although both made brief eye contact, then looked away. Terry looked up from what she was
doing and flashed a very nice smile, then went back to doing her left-brain task.

For all three of you: Say hello to a customer who you have made eye contact with,
otherwise we feel like dorks.

After finishing with the guy in front of me, Danny invited me forward. "Hello. What can I help you,
with?” Nice salutation and open-ended question!

When I told Danny I wanted to know more about thelr business accounts, he pointed behind me
and said, “See that woman over there? That's Becky. She'l help you.”

‘That's as cool s 2 roll o quarters. But since there was no one behind me waiting in line - and even
If there were - it would have been cooler to ask for my name, come out from behind the counter
and walk over the Becky's desk, tell her that John Ruan VI is here, and then come back and take
me to her. That's classy.

Becky said hi and, after I told her why I was there, immediately popped open a brochure and
began dutifully explaining the bennies of an ISB business account.

) keyinfluencer True confession but I'm in one of those towns
where | scratch my head and say "l would die if | had to live here!

You need a
social media policy

13
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‘ONLINE BANKING
PERSONAL BANKING
BUSINESS BANKING

DEPOSIT RATES

LOANS

FINANCIAL SERVICES

LOCATIONS /
PHONE NUMBERS

CONTACT US

NEWS AND EVENTS
ANNUAL REPORT
CONSUMER INFORMATION

‘CAREER OPPORTUNITIES

1 FDIC

The trusty e-newsletter

WAKULLA BANK E-NEWSLETTER REGISTRATION

Stay informed about the latest Wakulla Bank news and financial consumer information.
Simply fill out the form below and you will receive an e-mail with a link to confirm your
subscription to our new *Statement of Interest” e-mail newsletter. Once you confirm, you
will be part of the growing list of Wakulla Bank customers who receive our news directly
in their e-mall inboxes. You can modify your existing subscriptions or cancel at any time,
and we promise we will never spam you by sending items you haven't requested. Please
review the Wakulla Bank Privacy Policy prior to signing up.

To ensure that you receive our e-malls, please add news@wakullabank.com to your
address book. We will provide a link in every e-mail to update your preferences.

Already a subscriber?
Click here to receive an e-mail to update your subscription.

“Statement of Interest" E-Newsletter Subscription Registration (All Felds Required)

E-mail Address: O ext ony e-mails.
First Name:
Last Name:

2ip code:

@1 would like to sign up for the Wakulla Bank E-Newslettr.

14



Bankof America 22~ Jome . Lacations . Contact Us - Haip - sign In

o N N All Reviews
Online Banking Reviews

Bill Pay Reviews Online Banking
Mortgage Reviews R —
5,038 of 5,206 (97%) customers (_Read All Reviews ) e Laggy with
Mobile Banking Reviews  would recommend this product to & i
Write a Review friend. Write  Review ) ok of Amerea
L onlinebanking.”

Overall Rating I

Ease of use Rated S out of 5 stars

Services available Faanielu11- since 2000
security \

e
Bill Pay

453 of 533 (85%) customers would

((Read All Reviews | “Nomore
recommend this product to a riend.

\LBead A Reviews |

Overall Rating ([ write a Review ]

Customer benefit
Ease of use
Pay choices

y not host their opinions?

Mortgage

50 of 54 (93%) customers would peymwwal I

ting Minute

© Marke
((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 AGE OF CONVERSATION
been an appropriate use of company funds and the media’s 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 resuted 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 PPTGACh to social media, which they @

€62 Jones - Desmoinesisnotboring | May 4, 2009 1:38:34 P

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

Archives by Category [ +]
Archives by Month |

Relieve it's important to be where our customers are...they can phone us, visit a brg

learned a (ot
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. | New

wasn't involved of course in the decision to also place the NYTimes ad, but | can tell you Blogger's
that--in general--we view social media as an additive channel to others that already exist. In Toolbox
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, commuNITY

we're seeking proactive opportunities to help customers with service issues and thank them.

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

T

() FnsoDIRECT Savings Finder

gy
$ . Your Savings Finder Plan
‘s

https://www.fnbodirect.com

Your Savings Finder Plan
Here is your personalized Savings Finder Plan to turn small changes into big savings!
Your goal is to save $81,224.64 in the next 20 years.

money over to your savings account with a recurring deposit. Consider lining it up to coincide with your ~
paycheck deposit or write reminders on your calendar to make saving a habit. Link your checking account to
your FNBO Direct Online Savings Account and Pay Yourself First with automated monthly deposits based on

the goals you set in your Savings Finder Plan. Your savings will be out of sight and out of mind, quickly

growing toward your goal.

4. Manage your expenses, commit to save more, and watch your On
Account balance grow.

e Savings

* Be Patient! This really is the best part. Compounded over time, you'll reach your goals faster with the Savings
Finder plan in place. Get started on your path to a financially secure future, keep Paying Yourself First, and
take advantage of the tips in your plan. Develop ideas and habits to change your spending and save more.
Remember, small changes can lead to big savings! m

* Happy saving and many happy returns!

- (BACKS) Save |

TmsPIans BSiellarriend BSPri

9/19/10
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Contact | Blog | FAQ | FDIC | Corporate | Press

How It Works | Find Friends | Se

Save for What You L ——
Want & Get More!

‘SmartyPig s a frs onne piggy bank for pec
financial goals ke a wedding, a vacation or  fat-scrsen TV.

£ CashRewarcs
T ReSeumyoutsous an oo ugn CASH BOOSTS o op

otalers and avel comperes.

@y@»‘» % B3 — @

.‘
Yomer T T T

!] ‘Spread the Word
e

sossi etvorkig ste.

from The Blog: rom The sers rom The Medi
From The Mouth of Babes Saving for World Cup he NewJork Times
My son can barely hold a dollar, let 2014 in BRAZIL!!! 2%

Sneuimttevaheoi o | thero and now aceeptin

Bisientmcas ot o ow accepting ©NW.com
him on money management in a way donations!!!

BusmessRecord #

. Decidedly Diferent”
Big enough to help you grow, —
strong enough to give you shelcer. L JL Lot
e
« Macaroni Grill Surprises Me | Main | You have enough WHAT'S THE LaTEST?

insurance - really? »
Belly bing helps launch young UNI

Who's The Baa's? entrepreneur GChrisConetzkey
reports. http://tinyurl.com
Project Mansgement /y8lstmn 5 days ago

RT @techxav Textng While Driving
Banned for Federal Worke
hittp:/ /bit.ly/2vioky 5

Recently, I helped
shepherd a group of
fourth graders through a
field trip at the Des
Moines Art Center
(because being a project
manager isn't
masochistic enough in
and of itself). We
received a highly
informative and
tou

follow me on Twitter

GET OUR RSS FEED

S 3

Enter your email address:

9/19/10
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Collecting
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Ready to dive in?
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Figure 3 Where People Share Influence Online

Share of influence
Facebook 62%
Myspace 18%
Twitter 10%
Linkedin 6%

Other social network |l 3%

Ratings/reviews 32%
Discussion forums 29%
8log comments 24%
Blog posts 16%

Base: 10,044 US online adults

Al Online Survey, Q4 2009 (US)
56766 Source: Forrester Research, Inc.
¢ ome_rfie_unirnds Accout

Missouri Bank

Wall info Photos Boxes Events Notes »

Write something.

e 61 1@ 5 [sare |

Filters

Add to My Page's Favorites Q
Congen o rnts ﬂ Missouri Bank is excited about the Pace for the Place benefiting The

Children's Place this Saturday!
Subscribe via SMS
Be sure to check your bags when you pick up your t-shirt and participation

packets - 20 lucky winners will receive gift cards to use at their favorite
Locations in the Praire Vilage

Shops (4140 W. 715t SU), Brookside stores!

Brookside (7 W. 62nd Terr),

Clrossroads Arts Distict (125 If you still want to RSVP, please do 5o at www.mobank.com/rsvp .
Southwest Bivd.) and Downtown See More

(1044 Main St).

Pace for the Place.

informmation Start Time:8:30 a.m.Date: Saturday, April 17thLocation: mobank - Brookside
locationQuestions: amandam@mabank.comCost: $25 per adult

Locaton €1 April 15 a1 225pm - Comment - ke - Share

125 Southwest Bivd

Kansas Ciy, MO, 64108 3 2 peoplelike this.

Prone.

(326 881-8280 Weite 3 comment.

Mon - i

9:00am - 5:00 pm Shali Wade Thank you for your consistently superb customer servicel
. April 7 2t 10:20am - Comment - ke - Report

9:00 am - 12:00 pm

£ Nisso Larden likes this.

458 People Like This ‘ Missouri Bank Thank you for being such a great
customert
- . April 15 at 2:19pm - Report

1o Chat ©f

17



facebook 1.

@ —

Paducah Bank | {5 Like

Wall Info Locations Photos Video Events
Q Fiters
P. CAH Paducah Bank Paducah Bank's ice cream truck visits another school
5

‘Add to My Page’s Favorites
Suggestto Friends

A Paducah Bank Reminder!
Facebookis 3 socal et
NEVER disclose any per:

Snking fommati o s

Have a banking question?

Call 270575.5700,

tomorrow - this time Concord Elementary School!
about an hour ago

22 View all 4 comments
‘ears ago. it rocked then o,
about an hour ago - Report

Sherry Martin YEA for Concordi!
about an hour ago - Report

m Joe Webb | am a proud Alumn of Concord, uh ke 34

Paducah Bank Susan Guess presenting our 3rd Place winner with a $100
Visa gift card

Information

Location.
555 Jeferson Street
Paducah, kY, 42001

270-575-5700

3,220 People Like This

@ 2 hours ago - Share

43 people lke this.
David Gilbert Toy WOWI!
2 hours ago - Report

Qg Paducah Bank Our 2nd Place winner receiing his Pod Touch!

Account

10 chat §

9/19/10

Paducah Bank

Hank m Am:ssiq: from Joe Framptom. [HD]

2 April 19 at 9:11pm - Share
&5 34 people ke this.
2 Viewall 6 comments
Katherine Flowers | chose Paducah Bank some years
£ 200 because the bank I was using at that time did not
have advantages for senior citizens that Paducah Bank
April 20 at 10:40am - Report

Signe Renee Clayton Paducah Bank is awesomel
April 20 at 8:37pm - Report

@Ry Paducah Sank Fiday night s the deadline for the |Pad Glveawar! How ane
the videos coming?

BADE 1ot 193 1apm

- Mmheue McKirchy Lights, Camera, Action........ CUT -

pevt Py S2pm - Report

Mikey Molly French kissing involves all 34 muscles in
the face. We woof you!
April 19 at 4:11pm - Report

Sherry Martin Just wanted to tell you how much | like your new

commercials. They are so professional yet so personable also. And the
usic.....love itl! Great Job, Paducah Bank....you're the bestl!

April 14 at 11:01pm - Report

&5 Tom Maher likes this.

Sharla Bratton McGee Sherry 1 totaly agree with you!
April 15 at 7:27am - Report

1o

1hq!u;n BANK

Suggest to Friends
‘Add to my Page's Favorites

Subscribe via SMS

Service oriented, local b

bnmdgenryd i imore, MO

and prou

Information

1501 South Clinton Street
Baktimore, MD, 21224

Phone

1-888-561-BANK (2265)

Fans

book  Home profile

(—
60f 735 fans See All

Inbox Drew Mclellan ~ Settings ~ Logout

1st Mariner Bank Our big 15t Mariner Company Picnic is tomorrow. Check back
here next week for photos.

Wall info Photos Boxes Events Video

Write something.

Autach: [@ W m

X Fitters
15t Mariner Bank If you want to know more about our First Access
Ylaanme Checking Account, click this link: www. LstMarinerBank.com/firstaccess

First Access Checking > First Access Checking

surcharge

] Yesterday at 11:11am - Comment - Like - Share

15t Mariner Bank Check out our new First Access Visa Card.

Pete Hajewski Brenda Trusty helped me open a business checking account

n m & 6 vesterday 3t 11:30am - Comment - Uike - Share

Abigail  Nashaly
Shafer  Wilams  Apome
Guess

in the tower today. She's awesome. Thanks Brendal

@ October 2 at 4:45pm - Comment - Like - Report
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Exhibit 8
Another indication of compliance concern: Four out of ten banks avoid discussing specific
products and services in their social media efforts.

Exhibit8

Does your bank discuss specific products and services
in any of your new media/social media outreach efforts?

Source: ABA B/ Survey

9/19/10

facebook

(SR s Home  Profile  Unfriends
Arvest Bank |5 Like
Wall Info Boxes Video Notes Photos

Q Fiters

Arvest Bank Visit Arvest's Practical Money Skills website for articles,

QUaY podcasts and online games designed to teach financial literacy.
IR Practical Money skills - Financial Literacy for Everyone
= et anvestmoneyskills.com

Practical Maney Skils is an online resource for educators,
parents and students focused on financial lteracy and
education.

Add to My Page's Favorites €1 Mon at 8:00am - Share

uggest to Friends
Suggest to Fiends &5 2 people ke this.

Arvest Bank s the best choice for
people on the go... wherever you
might be going.

Arvest Bank Arvest associates at Security Bankcard Center in Norman show
their support for the Oklahoma City Thunder as they take on the
top-seeded Los Angeles Lakers in the NBA Playoffs!

5,467 People Like This

I N

Valrie  David  Kirk
ONeill  Showalter Johnson :
faver 5 new photos

Kelly
Hillburn  Thomas-  Valerie
Athur Wils

Go Thunder - Beat LA!

J Michelle Cleary  ike this bank.
‘April 30 at 11:49am - Report

Nne I e Pascoe Bartlett Sumrall Open one in Northwest

e

[ 29 cha

19



ARVEST

Practical Money Skills Financial Literacy for Everyone —Inmmm‘ s =
[ lforLife [ | 4 Y

Search v a
[ oo Frara | rorEacaors | Ganes | Cacuson | Forrs | foost |
Log | Regster
Quick Poll View the free on demand video from the Follow Us.
P Advancing Financial Stability & Responsibility 1] .
1s thee cashforexerise In Fsiae -
your budget? Viw Now .
Tt
O No. |
O Yes,  gobiking and take Spotlight . & Youruoo
ks o o
O v Visa Launches Financial Soccor Game In Russia
5,550 2 month souncs @uHAHCOBN
Via coninued th gobalaunch o s FIFAbranded Fnancal Mgt Popul
o opular
“ @YTBOMN ‘Soccer video game 1o teens and adults in Moscow, Russia or
[ Voie [N Aot 1. Fnania Soccer,known as Fnancal Foobal outsdeof  Ganes

the Uniied Staes, s a fast-paced, mulple-choice queston
‘game, testng players’ knowledge of nancial management
Skils as they advance down fled, and try o score goals. View
the Video.

Don'tcounton an inhertance
dondty theves'latest scams

Money Market Accounts

A Walls Fargo Company
b Name wac

! . I.ocmon chmme. NC

- = Wachovia e 1o

o acHOVIA about your Checking,
:

n
5 0 elp: M. 5.5 EST

Twitter Hashtags 2 follow e "

PWACHmoble  sWAGHRIps et

o e vl Fage & Vischovia

egranon

- @lindseymerwin Change privacy Tweets P
here: wachovia.com/foundation ortes
e s Moot o on /v/index.jsp?vgnextoid=cdb76cd3

Titer. Actions

vgnextfmt=default ck Wachovia

This page, and lnks to

‘owned by 3 third part Following

oy

S
o espanaie o the a
Srvacy o ey pohc‘-nm RT @1 T1omas 3 Followed @Xcco 1 1 from a tweet “n.gu —
TenamEs o et e B ae oo AGEAES
B i AR h

be lnked to by Twiter e mhores s days

st T enamsE
ERER -

@nikiverse | understand how this feels & want to help.
voHER

Please follow & DM me. | will connect you with the right
o &' |- Posl
e

@ViornLovesThis Thanks for tweeting. | apologize for that
delay @ the branch. Please tweet back if | can help with any
account issues. AR

@brentgann Hi Brett. | appreciate your honest feedback &

Ewit! Home Profile Find People Settings Help Sign out
1TMARINER' € o o

FMBCustServ Wi i) e T

Baltimore, MD. I'm here to
help you

121

Customer Servi

“2 Follow

Tweets 14

@Sagesseinc Please let me know if
s | €an helg) any further or get you a
s refund if you had to pay. Actions

lock FMBCustserv

Favorites

Following
@sagesseinc | am sorry for any misunderstanding. When N A=EDEC

leaving the parking lot in less than 30 when you select pay
you should not be charged.

where has your 1st Mariner bank crab been? http://bit.ly
/0Qy7S http://bit.ly/18duVC

Mondey to
Saurcey o RT @rjeancharles 3 reasons to give community banks a RS feed of
e T o loak 1) Higher yieds 3) Lowsr loan ratss 3 Personal FMBCustServ's tweets

vemterroc €

@0an_Doll In online banking under e statements you can
change back to paper statements.

9/19/10
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Sy

Name North Shore Bank

‘Z’ NorthShoreBank i e

Web http://www.norths...
Bio Beyond loans &
checking, we offer Online
Banking, Retirement

es, & more. We're

LA focused on our communities

& customers, and t's been

The Bank of You Ao

that way since 1923.
ing with you. .
Y ZooSocietyMke No problem & follwing. folowers lsted
orthshorebank.com |
anks!
Jebook.com/northshorebank " e iyt i Tweets. 1012
jtube.com/northshorebank Favorites
childhealthwi First 50 ppl to RSVP @ http://ht.ly/1GZay Lists
get a free ticket to the @TimberRattlers game Friday night at
K OF YOU i sbout Rillr ark from @NorthShoreBank e i
jou handle your about 7 hours 2 iSuite
evected by Nonshoreank an 1 e viewal
ayfinances, purchase or
2 home, plan for RT @ZooSocietyMke: Story on the Zoo's summer exhibit RT Actions
nt, or grow a small business. @js_newswatch New crew of dinosaurs to invade MKE County block NorthShoreBank-
Zoo: http:/ /bit.ly/aPBB6C report for spam
bt 11 hours g .
Following
(@DowntownCool You're welcome! We had a good Shredding s
Day & were able to help a lot of people dispose of their old l .l =
documents. #GivingHope A 7
about 11 hours ay e Inreply to DowntownCool [RLT2L° M Bl
s
Bw=: ol
Get a free ticket to the @TimberRattlers game Friday night at A
Miller Park. First 50 to RSVP one. Pls RT. http://ow.ly/ 1GRwl “ ﬂ-
s o e mes

9/19/10

Home | AboutUs | ContactUs | G

NATIONAL BANK

Personal | eCorp  Online Services

COMMERCIAL ~ PRIVATE  PERSONAL  TRUST & INVESTMENTS  RETIREMENT PLAN SERVICES  FINANCIAL SERVICES

IMPORTANT UPDATES FROM

NICOLET BANK:

NICOLET PARTICIPATING IN FDIC'S

TRANSACTION ACCOUNT

GUARANTEE PROGRAM °

sosammorna st ] 6-Month Relationship CD
CLICK FOR DETAILS

2008 ANNUAL REPORT com
ASK NICOLET WHAT IS A REAL RELATIONSHIP?

mail Mike Daniels,
Nicolet Bank, cick here

resident of

NICOLET NATIONAL BANK
NICOLET IN THE NEWS BUSINESS PULSE

Learn how current
Issues and trends are
impacting businesses.
in Northeast
Wisconsin and our
local economy.

« Business News: Confidence of
ntinues to Improv
ptember 21,
« FinCriAdvisor: TARP Bankers Say
They are Unfarly Cticzed
July 27,2009

+ Insioht: Why People Trumo
July 14, 2009

el Choose one... )|

BobandMiesBlog  FinancalTopics  Retal  BusinessPuse  News

Make this my Niolet Bark homepage Wht s this?

Fnancia Topics Popuiar
Is Optimism Warranted? b | esmedrem
% Comments

1 see that Business Week has opened a micro website called “The Case for Opimism’. Whie 1am  spovet Ready - Subprime
naturall optimistic, | found the sie interesting, especialy an artcle about cautious optimism. 7 Comments
Itwas writen by the CEO of SAP, who grew up in Europe. One of the things that he. Wh is Nicolet Bank blogging?

mentions s that European govemments, economies and societies are & Comments
Tellag The Truh Sowy
0 Comments & Comments
Tax the Toobiofs

5 Comments

Bob and Mike's Biog READMORE |

Friends of Nicolet

B\

s VOICE .

Tax the Toobtofs:

nires wer

NG headines have overshacowed theimportant pocy
dscussion about systamic sk created by he 00

Business Pulse READ MO
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Make ths my Nicoet Bark homepage  What s tis?

‘Bob and Mike's Blog' News

SUBSCRIBE TORsS FEED )

by the “too big o falf
(tooblof)instiutions. The best ™ ;
systemic isk s 10 tax the Tooblofs who create it This s a

Read Ful Story | § Comments

tagged with centalizatin, economist federalpoly, franca market. fooblof

Al g About Economics | Leamed From my Grandparents
S rocsaic the ' We
hearing about Keynes,
even o raception funding i the stimulus

Read FullStory | 13 Comments

tagged it economics

Y 1

The "stimulus package® willbry us. This crisis was.
Weare iteraly

burdening our children with financial and moral bankruptcy. The

Read Ful Story | 7 Comments

CJ

AR
VOICE . xcoe

‘Connect with your bank like never before. Let

Your VOICE be heard. Check back here soor

You can subscrive by email 1o receive pdates:

FesdBumer
Subscribe trough a RS feed reader

£ News Foed ) Comments Foed

» BilBradiey 3)

F ]

Evic Wiczak ()
= Wike Danils (4)
» Niolet Bank (37
= Neolet Bark (35
= Noolet Bark (1)
* Tom Zellner (1)

9/19/10

LT —

Create Account | Sign I

-

» )| ovoroa

Uploads (3)

State Street Bank - Quincy
1l: Common Sense Banking
96 viws -1 yearag0
31

State Street Bank - Quincy
| IL: Strong Steady.Stable
50 views - 1 year ago

State Street Bank & Trust
= || co:: Community bank in
23 views -1 yearago

Search | Browse | Upload

(X Tube]

Create Account | Sign In

I'm underwater on my commercial real estate loan. What do | do?
From: RverCiyBark | May 04,2010 10 views
Stove Flaming,

Playists o

Uploads (18)
I'm underwater on my

Do | move my money
from a "big" bank to &
RNverCty...- 527 views

What are the biggest

Sacramento region

View comments, related videos, and more.

16
Nationalizing Bans...
What Does That Mean for

RiverCty...- 657 views <
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« 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

This is a marathon.... Not a sprint

23
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[ 7] | . -
We cannot avoid the water, but we do get to decide how deep

www.DrewsMarketingMinute.com/bankers10.html

bankers10 ABOUT DREW.
Wednesday's presentation on social media:

Downioad presentation here

Link to Soclal Media Video:

Click to view here.

Link to Soclal Media Policy Examples:

Clikto view here.
EmailMe
MeLellan Marketing Group
‘General Resources: 1420 Locust Sreet, Sutte 200
Des Maines, lowa 50308
Free reports, fact sheets, etc. (515) 251-6400

Marketing Lessons from Walt Chck out Drew's books

Drew's Amazon Author page

ipHoNE

‘Social mecia books | recommend:
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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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