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“We are not seats or eyeballs or end 
users or consumers. We are human 
beings – and our reach exceeds your 
grasp.

Deal with it.”
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Social CRM





Nobody cares about your 
products, people care about 





Customers do not want a 
relationship with your Credit 



Social CRM

Social CRM is part of a social business that 
helps companies make sense of (and then act 
on) data they collect from social customer 
interactions. 
– Jacob Morgan



Or…

Social CRM is a philosophy & a business 
strategy, supported by a technology platform, 
business rules, workflow, processes & social 
characteristics, designed to engage the 
customer in a collaborative conversation in 
order to provide mutually beneficial value in a 
trusted & transparent business environment. 
It’s the company’s response to the customer’s 
ownership of the conversation. 
– Paul Greenberg

















Remember…

• Social CRM does not replace traditional CRM

• Social CRM humanizes your Credit Union

• Social CRM puts the customer in the core of the Credit 
Union’s strategy

• Social CRM needs a new organizational mindset



Ask yourself…
• How can we grow sales thanks to our network’s network on 
LinkedIn?

• How do we set up a real strategy to engage relevant prospects?

• How can use interactions on Facebook to propose appropriate 
and on-time messages to our fans?
 
• Can we truly create a value proposition that meets precisely the 
needs & expectations of our customers? Not our needs only, their 
needs. 

• How do we commit to such a vision?

























The Tenets of VRM

1. The individual is the point of 
integration

2. The individual is the focus of 
interactions with vendors

3. The individual controls access to 
information









Let’s talk

• @uwehook

• uwe@bateshook.com

• bateshook.com/
think-11




