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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?

*What matters & what's just noise?
*What we have to do

*The investment required

*Danger Will Robinson!
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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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20,600,000 for cat blogs. (0.13 seconds)

Sponsored Links
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People have found their voice.

And they are not going to give it back.

More fhai 25% o search results
on-Google for the world’s 20 largest
brands are links to consumer
generated content.

Sourceg Nielsen Buzz Metrics
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The number of text messages sent and recelved every day
exceeds the population of the Earth.
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57% of adults are texting on a regular basis.
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No wonder most businesses
are afraid to step into the water!

Social marketing is nothing more than using
web 2.0 tools, sites and services to promote
your organization’s products, ideas, issues,
agendas and services.

And on a scale that is hard to fathom.




‘our 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

Sell stuff

Sell stu

What matters

Your reputation, perhaps?
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there is no box.

ABOUT

Powered by TypePad

BLOGROLL

adfreak

Adlsb
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«ATune In Saturdays Preview Special | Main | Dallas Marketing Zoo:
Ep.2»

14,2008

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.

Power 150

Holy shit. | wouldn' be what you would consider a luxury" shopper. Generally, BTt e o
I'm more comfortable in a vintage shop rather than at a Nordstrom's, but, jeez,
some level of decency would be nice.

Ive got this Kohl's right next to my house, and with that proximity, I1l make a
stop by every few weeks to check out the sales. lts always bad, but this Dallas
Texas Kohl's would look more at home in New Orleans after the flood.

hmm, | hope they have my sizel

|

Read more
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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®

"
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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




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
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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 [




Tom Vander Well's thoughts, observations, rants and r

from the front-lines of Call-Center Quality Assessment.

The Geek Squad Incident - Epilogue Il

A few weeks ago, | had a series of
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

Y

ABOUT TOM
Tom Vander Well
Book Tom to Speak

Email Me

CRIBE TO

nn
mc
me

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:

What you must do

Listening & managing your reputation
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GO O IC Google Alerts (BETA)
Alerts
Create a Google Alert
Welcome to GODg|E Alerts Enter the topic you wish to monitor.
Google Alerts are email updates of the latest relevant Google results. Search terms: | drew melellan
(web, news, etc.) based on your choice of query or topic.
Type: Comprenensive 4]
Some handy uses of Google Alerts include: Howoften: [onceaday 18]
* monitoring a developing news story Your email: ~ [drew@mclellanmarketing.cc
 keeping current on a compettor or indusiry
® getting the latest on a celebrity or event ( Create Alert )

keeping tabs on your favorite sports teams

Google

EAQ| Signin

Create an alert with the form on the right

You can also sign in to manage your alerts

Google Home - Google Alerts Help - Terms of Use - Privacy Polic

tp://www.google.com/alerts

10/6/09

Google Blogs Alert for: "drew mclellan"

Servant of Chaos: Our Lives in Public

By Gavin Heator

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.servas

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

ofits Can

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

lowaBiz: Dance with the one that brought you
By Drew MeLellar
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 ...

c

Other listening tools

[iA]
(2
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WP achovis - Iformation

itegration

Never disclose account o
Titer,

This page, and links to

Sther Yontant of Tuiter
athr thd Sarty sis that
be lnked to by Twiter
2002 Wachovip Bank, WA
SRS

Bivats o et o o RT @WLTho

' Wachovia

Twitter Hashtags 2 Follow

oWACHmobie  swaGIRIps

i m i @lindseymerwin Change privacy
here: wachovia.com/foundation
S B /v/index.jsp?vgnextoid=cdb76cd3

vgnextfmt=default

513: Followed @Keepingliich from a tweet
oday and opened a @achovia way 2 save acct. Gotta love
5% interest these days! AR

rse | understand how this feels & want to help.
Please follow & DM me. | will connect you with the right
person. AR

@\omLoves This Thanks for tweeting. | apologize for that
delay @ the branch. Please tweet back f | can help with any
account issues. AR

ann Hi Brett. | appreciate your honest feedback &

Name Wachovia
Location Charlotte, NC
Web hitp:/ wwwwachov
Bio Do you have a question

account? Ask ust We're here
t0 help: M-F, 5-5 EST

4984 5417
Tweets %81

Actions
ck Wachovia

Following

HEOMEER
ANELEMS
enANED
ERE =
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Tinarinex!

We Buit Ths Bank For

121

Customer Servi

11am-8pm or you

call center using

Im here te

anking needs

274

W
act Center St

www. 1stMarin

558

Home Profile Find People Settings Help Sign out

FMBCustServ

“2 Follow e

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

@sagesseinc | am sorry for any misunderstanding. When
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

T @rjeancharles 3 reasons to give community banks a
Closar Tabk! ) Higher vields 3 Lower 1oan rates 3 Personal

Name FM8 Customer Service
Location Baltimore, MD
Web hitp:/ /www. IstMar.
Bio Customer Service for 1st
Mariner Bank located in
Baltimore, MD. I'm here to
help you

27

wing followers
Tweets 14

Favorites

Actions
FMBCustserv

Following

) FuCustserv's wweets

Sundey, 10
—roo e

@0an_Doll In online banking under e statements you can

change back to paper statements.
Bankanmerlca'% Home - Locations . Contact Us - Help - Sign In

[ererkeyword — EZIENI
Customer Reviews
All Reviews )
" N N All Reviews
Online Banking Reviews
Bill Pay Reviews Online Banking
Mortgage Reviews e
5,038 of 5,206 (97%) customers T T—— 4 P~

Mobile Banking Reviews ( ) Tamvery happy with

Write a Review

y not host their opinions?

Would recommend this product to
frens. (_ite 2 Review )
Overall Rating

Bankof America
onlinebanking.”

o

Ease of use Rated S out of 5 stars

Services available

Fanielu11- since 2000

Security \
Vi
\ L S—
Bill Pay
453 of 533 (85%) customers would  ( Read All Reviews | “Nomore
recommend this product to a friend. | lato charges.”
Overall Rating ((__write a Review ]

Customer benefit
Ease of use

ill Pay choices

Mortgage

50 of 54 (93%) customers would peymwwal I
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Home Profile Friends Inbox Drew McLellan  Settings  Logout

1st Mariner Bank Our big 1st Mariner Company Picnic is t
here next week for phot

omorrow. Check back

1TMARINER BANK
wall Info Photos Boxes Events Video

1st Mariner Bank If you want to know more about our First Access

Waanme Checking Account, click this link: www. 1stMarinerBank.com/firstaccess

Service oriented, local bank
headquartered in Baltimore, MD
and proud of it

First Access Checking > First Access Checkin
i 9 9

)
Information m&![

150 Clinton Street p : X ‘
Baktimore, MD, 21224 omment - Like - Shs

1st Mariner Bank Check out our new First Access Visa Card.

1-888-561-BANK (2265) Tiaanmes
.
visA

!! Pete Hajewski Brenda Trusty helped me open a business checking account

Comment - Like - Share

in the tower today. She's awesome. Thanks Brenda!

10/6/09

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 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 wide approach to social media, which they currently stil lack.

Peta Jones - Desmoinesisnatboring | May 4, 2009 1:36:34 PM A

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.

We've 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

Archives by C
(twitter.com/ask_wellsfargo).

ory
Archives by Month

We believe it's important to be where our customers are...they can phone us, visit  branch,
online, ATM--so, why not social sites? Of course not every site is right for s, but I 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, COMMUNITY
we're seeking proactive opportunities to help customers with service issues and thank them.

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

This is where the shift occurs

Now...you become a creator

13
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There is an | in ROI

There’s no magic bullet

The content equation

| Content|

14
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Most important Marketing Tactics for 2009

PrintNewsletters

Custom In-Person Events
Mobile Solutions
Custom Print Magazines
eBocks

Podcasts
Virtual Events
Digital Magazines [
Microsites

VWhite Papers
Oniine Video

Case Studies [
Blogs
Enewsletters

Social Meda (no blogs)

book  Home Profile

nds  Inbox Drew Mclellan ~ Settings  Logout [

Missouri Bank

Wall Info Photos Boxes Events Discussions

Write something.

Anach: 6] @ W E3

Q Filters
Missouri Bank congratulates David Morris Photography's Cara Dunsmoor,
™ Rock. Paper. Scissors. Throwdown Tournament champ!
Suggest to Friends Yesterday at 1:58pm - Comment - Like

ROCK- PAPER -SCISSORS
1D ~

Add to my Page’s Favorites
Subscribe via SMS

&) Meg Lubis likes this.

g MissouriBank Way o go Caral
Yesterday at 10:18pm - Report
Locations in the Prairie Village

Shops (4140 W. 715t St and Write a comment.

Downtown (1044 Main St., too!

Missouri Bank Come to Rock. Paper. Scissors. Throwdown Tournament

Information r TONIGHT! The stage and bracket are set, and the weather is perfect on this
First Friday.

October 2 at 1:37pm - Comment - Like

125 Southwest Bivd.

Kansas City, MO, 64108 4 Erin Leigh Curtin likes this

Phone

(816) 881-8280 Write a comment

Mon - Fri

9:00am - 5:00 pm Missouri Bank Watch NBC Action News "Midday News" show today -

sat ™ mobank's RPS champ, Katrena Amstrong will be on about tonight's Rock.
2:00am - 12:00 pm Paper. Scissors. Throwdown Tournament,

October 2 at 10:42am - Comment - Like

Fans Missouri Bank is excited for tonight's Rock. Paper. Scissors. Throwdown

FE= Tournament! Hone to see evervone at the Crossroad

Home Profile Find People Settings Help Sign out

Name North Shore Bank.
Location Wisconsin and
Hinols.

Web hitp://ww.norths...
Bio THE BANK OF YOU is for
You. Your style. Your
personaliy. Your way of lfe.
We simply provide answers

encouragement. Member
FIC.

Congratulations to the winners of o o
our Miley Cyrus Ticket Giveaway
contest! http://bit.ly/LbgMT

Tweets

Favorites

Actions

‘Thanks to all who entered our Miley Cyrus contest! Winners L T
will be announced at 2pm at northshorebank.com.
out o m C et Following

Less than 24hrs left to enter our Miley Cyrus ticket
giveaway. Enter on our Web site or through Facebook!
http://bit.ly/LbgMT

Fall i officially in full swing and what better place to enjoy it
than @nsaagrafton’s Pumpkinfest in Grafton! hitp:/ /bty
[30F4IW

View Al
Only a few days left to enter our Miley Cyrus VIP suite ticket
giveaway. Contest ends 10/06 at noon. http://bit.ly/LbgMT

RS feed of
NorthShoreBank's tweets
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() FnsoDIRECT Savings Finder

tps://www.fnbodirect.co

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.

¢y
$ . Your Savings Finder Plan
vus

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 Online Savings
Account balance grow.
* 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!

* Happy saving and many happy returns!

T r— Y)Y Save IEINEIEYINY NECIEE/ Y RSy
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entertaining tour thanks
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t just jump in — have a strategy

Think/Act long-term

Practice behind the curtain — 30 days

Get a 12-24 month commitment up front

Danger Will Robinson!

The trouble that you haven’t even worried about...yet

10/6/09

i but I in one of those towns
ay I would die If | had to Iive here!

“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
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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?

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)

10/6/09
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[ ) P~ TTEATTR
You can’t avoid the water, but you do get to decide how deep

www.drewsmarketingminute.com/wba.html m | é

Drew’s

O DREW IS TOP DOG AT McLELLAN MARKETING GROUP

wba ABOUT DREW

Wednesday'’s presentation on social media:

Download presentation by clicking here

Wednesday's presentation on marketing mistakes:

Download presentation by clicking here

Links from presentation:

Typepad (easy blog/website software)

Linkedin
§ i Email Me
Twitter (to build community, promote event and to let your attendees promote event)
MeLellan Marketing Group

YouTube  (posting videos from event, either during the event o post event) 1430 Locust Street, Suite 200
Des Moines, lowa 50309

Flickr (Photo sharing site) (515) 251-8400

Slideshare  (turning your PPT slides into a shareable tool -- can also be uploaded into a website. Have You Read Drew's Book?

o blog) 99.3 Random Acts of Marketing

Facebook (largest social network -- your customers and employees are there) T (N T
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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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