From “Likes” to Leadership

How Social Media has changed
Marketing forever
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Social media is just like real life!




BBC 3: The revolution will be televised Episode 4
“Can | Be your friend?”
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facebook
inappropriate timeline image
that vastly misjudges opinion

LIKE a(
OUR
PAGE f} Cﬂl’ldESCEI‘IdiI‘Ig Cﬂl"pﬂl"ﬂt& + Liked + Subscribed | l Message & -

Brand Page

26,471 likes + 1,940 talking about this

£

Cammunity la/ “nll n' ]
We're a big corporate brand using Facebook, 5o look ouk for | ‘ 1 m?"! \ '1 1=
us asking you ko like and share our stuff in-a Fainkly | Jowr” HrEnd’ [’ |—
embarrassing and awkward way _ chck e snnME j

About Phiotaos Invite Your Friends! Hall OF Shame Twitker
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.. Walmart
#1> 15 hours.ago

March is National Nutrition Month! Get healthier with one
of our Great For You recipes.

"Like" if you want to try the Peach Lime Salsa Turkey
Burger. "Share" if you'd prefer the Thyme Sage Pork

Tendertoin.

http:/ /waimarturl.com/13EO36E

Peach Lime Salsa Thyme Sage
Turkey Burger Pork Tenderioin

7 i
)

Live Better

Newstalk 106-108 fm
s about an hour ago

Can you think of a few?

Name a movie
which does NOT

have an ‘S’ in
the title.

Like - Comment - Share
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The Real South Australia

Liked * 16 hours ago €

The kangaroos on Kangaroo Island are so friendly, they

hop right up to you as Nicole S. Young discovered when

she snapped this photo. What's your best memory of
P — e Kangaroo Island? — at Kangaroo Island,

Like * Comment ' Share
& 54 people like this,

L Wiew S more comments

s Ann French loved seal bay too, u feel so privaliged
to be that close to the seals

17 minutes ago * Like * 52

Rebelene Kellett I would love to go to Kangaroo
Island ()
14 minutes ago * Like + &b 1

y
X s
L\ b\

Teresa Kirby Oh do Rebelene, if you get the
chance! It's amazing! (&)

11 minutes ago + Like * &b 1

Clare Kagimu love Australia such a beautiful place
X

9 minutes ago * Like * &1

Rachel Frattini I love KI because its still so
unspoiled.

& minutes ago via mobile * Like * &1

Jessie Skye I loved the honey farm.. and

remarkable rocks nis it adralds {dnt no how to spell
it) arch..

A minutes ado via mobile * Like * #3'1

HE A

\Write a comment, ..

: a«




The consumer decision journey - old

The traditional funneal

S

AWareness Familiarity Consideration Purchase Loyalty

June 2009 issue of McKinsey Quarterly, David Court
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The consumer decision journey - new

CONSIDER

FEddiemg
N
mu®

l"'ll

"""" . EVALUATE

THE LOYALTY LOOP

-
ADVOCATE.,,, A

ENJOY 40, PR

The loyalty loop exists as a result of the social channel

June 2009 issue of McKinsey Quarterly, David Court
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< Andrew Grill =2 ndrewGrl 01 Mav
" hey @EE 0 want to go 45 but have been at 05 since

' westerday ootk

Y Ty L

No Saervics
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< Andrew Grill & 2ndrewGrl 01 Mo
- | hey @EE sowant to go 405 but have been at 05 since
| 7 oyesterday |cotixh
EE® W Follow
@EE
@andrewgrill If you Tweet
@OrangeHelpers or @ TMobileUKHelp
they'll be able to look into this for you.
1217 PM - 07 Ko 12
1 FAVORITE « 3 W
c.tl/eefall (¥ Kred



The Telegraph

HOME NEWS WORLD SPORT FINANCE COMBENT BLOGS CULTURE TRAVEL LIFE FASHION

Technology Mews - Technology Companies | Technology Rewviews  WideoGames  Technology

HOWE » TECHNOLOGY » MOBILE PHONES

EE admits 4G 'teething problem' as customers complain of
‘rush job'

EE, Britain’s first 4G mobile network, admitted a "teething problem" after it was
branded a “rush job” by customers who complained of difficulties obtaining SIM
cards, connecting to the network and dealing with “confusing” customer service
systems.

Andrew Grill, the London-based chief executive of Kred, 3 social
media firm, described his problems in a widely-shared blog post. He
first atternpted to join the network on launch day, last Tuesday, by
visiting an EE store in Kensington High Street but was denied after 40
minutes by an "address check errar”.

The next day he bought an EE contract and Mifi personal hotspot owver
the phione without a hitch, but when it arrived, the box contained a T-
bdohile Sk card, incapable of connecting to the 4G network. EE
promised to send another, which arrived on Saturday, but turned out to
contain another useless T-Mobile SIM card.

This time customer services advised kr Grill to wvisit an EE store to get a
replacement SiM, which he did, only to be told they were out of stock.
Customer services said he had instead been sent a third SiM by post
and that there had been a “few problems" getting customers connected.

"The back end systems were clearly not ready," said Mr Grill, who had
still not received a working SIM on Monday afternoon. "It does feel like a
rush job "

Bl 21 Comments
e 76

The netwaork was introduced last week in a blaze of publicity, after EE, Dj’"— —-
a company formed as "Everything Everywhere" by the 2010 merger of 4 Emall
Orange and T-Mobile, stole a march on rivals by reusing surplus 2G T
airwaves. ts 4G network offers mobile internet access in major cities ﬁ,m o
several times faster than via 3G technology, but early adopters are

Retils
nowy reporting frustrating teething troubles,
Andrew Grill, the London-based chief executive of Kred, a TMobile Phones
social media firm, described his problems in a widehly-shared blog News»
post. He first attempted to join the network on launch day, last zfli‘;;i’d:elemm °
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Influencers become advocates

particular programme could be one to watch for a great example of either how to do it of
how not to do it, depending on how it works out for EE

1

lc.tl/advocates




United Breaks Guitars

United Breaks Guitars

e sonsofmaxwell - 18 videos 12,862,655

L) “ e
y D Subscribe 10,709 uf 65530 @1.320
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Are your followers fake?

Fake Inactive Good
32% 37% 31%

mnd out now mary fake followers vour friends Have

ANg O mos | SN LR Fo7 8 S00E o0 Acuount | Sgn Up To Our Sonall Nowsl erpes

A People
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Real-Time Marketing?

ST

A _-J Oreo Cookie & ¥ Follow

) oo

Power out? No problem. pic.twitter.com/dnQ7pOgC

sl

YOU CAN STILL DUNK IN THE DARK

16,074 RETWEETS 6,197 FAVORITES @~ 13 =

W Kred



- T1 Marketi
Real-Time Marketing?
- B olow
@IS,?QG - . Victoria's Secret & W Follow
iEvictoriassecret

#0scar noms get $45,000 swag bags. People preferred
Bing over Google for the web’s top searches. #Believelt
binged.it/Yq37ZUg

1:33AM- 25 Feh 13 433 RETWEETS 222 FAVORITES < 3 T

WOW: Jennifer Hudson just KILLED it at the #oscars
302 AM - 25 Feh 13

63 RETWEETS 10 FAVORITES + 3

Lean Cuisine

)’ Sprint & W Follow
o (@sprint Salad Additions turn
Sprint lettuce from Les
Miserables to Tres Chic
with a #LesMis haircut!
#GreensGoneWild

#oscars #food

Lincoln may not know what a cell phone is but even he
can appreciate Truly Unlimited data while on the Sprint
network bit.ly/15IgP5g

1049 AM - 25 Feh 13

Download App

61 RETWEETS 22 FAVORITES + 3
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How do you measure
influence?

K Kred



The influence score

@AndrewGrill Kredentials Spam 1 ‘ U@
YWe all have Kred somewhere You have things in common °

Glohal Kred - Top communities Most used - Most posted links ~
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Bio: CEO of @WKred. We help Most Mentioned
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ev
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o0 | inks posted 4,751
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Global

(0 KredSiory

@AndrewGrill

Global Kred »

890
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@andrewGrill mentioning
others, Sep 2012

A0+ Interactions Today

Comrmunities

EBooks  Movies

Wihat is +Kred?
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. n !l‘

T Shows

Rewards  Leaders
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Top Locations
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Influencer Marketing
Best Practice
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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!

Kred



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?

: & Matt Smith
x Watching iebayhotorsBETCC & coOfficial WsRE then end up on

MEPL ehay buying tools | don't need just because i'm seeing techs with
them #subliminal

w Kred
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@ Kred , PROEIoT On Everpons Frionds Coeervardlioy P opards Lodders Everms Absout Kred ﬁ Sanrahirizzank

Rewards v Kred e’ 6722, | ki a

We match people with the products and services thay love,  Rewards by Commundy and LOGATON  Leam Moce

1oy 2=

SCUNDTRACK OF LIFE

Experience music
that sounds and
feels better.

Claim Reward

& AVG

-
$20 Off dirmer for two One year a-reader High auality healthier, delicious, 12-month
at Citzens Band magazine subscrption anti-virus protection all-rratural domain registration

Food Tech Tech Food Toch



From Social Media to
Social Business
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People

Org. models

Exec support
Change Mgt.
Collaboration

SOCIAL
BUSINESS



People

Org. models

Exec support
Change Mgt.
Collaboration

SOCIAL
BUSINESS

Process

Governance
Guidelines

Global expansion
Feedback workflows
Measurement
Philosophy



People

Org. models

Exec support
Change Mgt.
Collaboration

Process

Governance
Guidelines

Global expansion

Feedback workflows

SOCIAL Mea.surement
Philosophy
BUSINESS

" Technology k

Internal tools
Social CRM

Listening platforms
Measurement &
reporting



Dealing with
disruption
Adapting to survive
and thrive

pwc

Ic.tl/ceostudy

The focus on trust also goes much
further. In the post-crisis world, trust is
at a premium. But it’s also an essential
component of the ongoing relationship
between an organisation and all its
stakeholders — and thereby an
important pillar of resilience. With
social media giving a voice to evermore
diverse groups of stakeholders, CEOs
are recognising the need to secure a
stronger social mandate by rebuilding
public trust. From promoting an ethical
culture to increasing workforce
diversity and reducing environmental
impacts, they’re pursuing a wide array
of initiatives to simultaneously support
their growth strategies, establish the
right mandate and boost resilience.

W Kred
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@ Capgemini Consulting

The Digital Advantage:
How digital leaders outperform
their peers in every industry




Figure 2. Four Types of Digital Maturity

FASHIONISTAS DIGIRATI

DIGITAL INTENSITY

BEGINNERS CONSERVATIVES

TRANSFORMATION MANAGEMENT INTENSITY




Companies with stronger transformation
management intensity are more profitable

Basket of indicators:
« EBIT Margin
« Net Profit Margin

Companies with stronger digital intensity derive
more revenue from their physical assets

Basket of indicators:

+ Revenue / Employee

« Fixed Assets Turnover (Revenue /
Property, Plant & Equipment)

+9%

J Kred



I1BM Global Busnoss Services Socis] Busioess
Exacutive Report

IBM Institute for Business Value

The business of social business
What worke and bow 1ty done

lc.tl/12] (J Kred



Social business

Create valued Drive workforce

customer productivity and
experiences effectiveness

* Engage and listen * |[ncrease * Capture new ideas
* Build the knowledge from anyone
community transparency » Use internal
e Shift toward sales and velocity communities to
and service * Find and build innovate
expertise ¢ Enable structured
* Leverage innovation efforts

capabilities beyond
organizational
boundaries

Enable the social organization

* Measure results * Address risk * Manage the change

Source: [BM Institute for Business Value.

Figure 1: Applying social business across the organization.

lc.tl/12|
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Engage with
individuals and
groups

Develop organization-wide,
cross-functional approach
to listening and responding
to customers

Integrate insights from customer
conversations with purchase and usage
data to innovate and personalize
offerings

Design customized “storefronts” that are
aggregated from different retailers using social
information

Build communities

Pay attention to existing
customer communities
sponsored by outsiders

Initiate, host and nurture customer
communities to build engagement and
learn from customers

Incorporate communities into core
organizational processes, e.g., sales, support,
product innovation

Shift toward sales
and service

Identify the areas of the
value chain where
customers are looking to
interact via social channels

Develop a social media strategy that
integrates relevant components of
marketing, sales and service

Fuse the external company brand with the
internal corporate culture to create a
consistent customer experience at all touch
points

Source: [BM Insttute for Business Value.

Figure 4: Stages of creating valued customer experiences.

lc.tl/12|
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Multiple Department Uses

| want to be able to know the

ST < ocial activity of mv caller. as So that | can prioritize their Customer Service satisfaction of
. "y ye : service and better address their guests who experienced prioritized
service well as their purchasing history :
needs. service

and power
TN D B aple 19 fefontiny So that | can leverage their Spike in sales of targeted products
who are the biggest ) . . : :
) : . influence to drive business to  after influencer messaging occurred
influencers in the social space US

on different product topics

| want to be able to identify
leads by analyzing the social
activity of a company’s
decision makers

So that | can find a group of
businesses to target for
marketing a specific solution.

Sales revenue of targeted solutions to
this group of leads

Sales of products targeted by
messaging to recipients of the
message

| want to see all social activity

data for IT decision makers at So that | can target specific

Decision

U ELCTES . messaging & solutions to them.
a specified company

@Kr&d



Andrew Grill
Ic.tl/contact
0788 198 6694
@andrewgrill




