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Social media is just like real life!



http://lc.tl/bmf

BBC 3: The revolution will be televised Episode 4

“Can I Be your friend?”
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The Consumer decision journey - old

June 2009 issue of McKinsey Quarterly, David Court

The consumer decision journey - old
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The loyalty loop exists as a result of the social channel

The consumer decision journey - new

lc.tl/cdj

June 2009 issue of McKinsey Quarterly, David Court
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Influencers become advocates
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United Breaks Guitars
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Are your followers fake?
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Real-Time Marketing?



Real-Time Marketing?
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How do you measure 
influence?



The influence score 





Influencer Marketing
Best Practice



Best Practices
• It takes time – invest in an influencer 

marketing strategy

• Link your CRM to influence scores

• Employ people who “get” social

• The person with the highest score may not be 

the best fit for your brand

• Transparency – do you understand how the 

influencer score is calculated?

• Measure everything!



Finding the influencers

• Once we have found them what next?

• How do we engage them?

• How do we keep them interested? 

• How do we reward them?





From Social Media to 
Social Business
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Multiple Department Uses

Category Need Output ROI measure

Customer 

service 

I want to be able to know the 

social activity of my caller, as 

well as their purchasing history 

and power

So that I can prioritize their 

service and better address their 

needs.

Customer Service satisfaction of 

guests who experienced prioritized 

service

Sales

I want to be able to identify 

who are the biggest 

influencers in the social space 

on different product topics

So that I can leverage their 

influence to drive business to

us

Spike in sales of targeted products 

after influencer messaging occurred

Marketing

I want to be able to identify 

leads by analyzing the social 

activity of a company’s 
decision makers

So that I can find a group of 

businesses to target for 

marketing a specific solution.

Sales revenue of targeted solutions to 

this group of leads

Decision

Makers

I want to see all social activity 

data for IT decision makers at 

a specified company

So that I can target specific 

messaging & solutions to them.

Sales of products targeted by 

messaging to recipients of the 

message
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