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Aecording o a recent Nationwide survey: e 45 -i

More Doctors smoke Camels
than any other cionrette!

OT ONE but three outstanding independent re- ;
N search organizations conducted this survey. Anc

thev asked not just a few thousand, but 113,597, doc- -
tors from coast to coast to name the cigarette they

themselves preferred to smoke.
Answers came in by the thousands . . . from general ,ws
physictans, diagnosticians, surgeons, nose and throat

ipn‘lv'.!J\ 100 l“z" must-n..nwl !if.ll‘.(’ wWas (‘.(Hl'!. c” eL
If vou are not now smoking Camels, try them. Let

your “1-Zone” tell you (see nght)
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for a better start in life
start coLA earlier!

!

v | /
" How soon Is too soon?

va\ 1 Not soon enough. Laboratory tests over the last few years
u{fﬂ‘fv “}\\“’A have proven that babics who start drinking soda during that
@

-

o ly format uc ce of
j v\\\s? Z (‘.ﬂ\\“\ carly formative penoxd have a much hagher chance of gaining
yq O

W
LGNS Ty
™

acceptance and "fitting 10" duning those awkward pre-toen
and teca years. So, do yoursel! a favoe. Do your child a favoe
Start them on a stnct regimen of sodas and other sugary
carbonated beverages night now, for a ifetime of gauranteed
happiness

The Soda Pop Board of America

1515 'W. Hart Ave. - Chicago | ILL
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Pinto’s Ilttle optlons
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“We are not seats or eyeballs or end
users or consumers. We are human
the beings - and our reach exceeds your

grasp.

cluetrain

manifesto Deal with it.”
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Sorry for the confusion, | would
still like to offer youa $200
voucher. ALH

DeltaAssist, [+]
Fri 29 Oct 14:15 via Direct | "_V‘iA-.:d':]';‘

< g § DeltaAssist: first cancelled, then

v s all the hassle with rebooking and

"~ ! now not cancelled. waste of my
time. bizarre

convagency, |+

Fri 29 Oct 13:54 via Direct Message

2o 4 DeltaAssist: yes, i just booked
?‘ + myself since nobody else could
= helpme

convagency, |+

Fri 29 Oct 13:50wvia Direct Message

Sorry for the misunderstanding, |
show you're on DL 284 NRT/LAX
300ct. ALH




twitter¥ S

LB whatsext
BN just ordered a week's wort Of S2uff for Juicing + S0up + ice cream for my
JRCOMIng oral surgery. yeoch

g @cherrygarcia

@whatsnext Saw that you ordered a
week's worth of ice cream for your
upcoming oral surgery. yecch indeed. Can
we help? :

vy A2
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:a @IKE6G30

U better switch ur bank or stop takin
money out RT @CrayZRah: I swear the
majority of my money goes to ATM fees.
(cont) http://tl.gd/ad76rv

o N
, ik

Chase bank is starting to piss me the hell
off! Its time to make a switch I just dnt
know the hell where smmth



frir' @orange lava

HSBC financing yet more nuclear power
plants. I really must stop being lazy and
switch to the Co-Operative Bank.

o via Twitter for BlackBeny®
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Acura

Can anyone name the mode!l and guess the year this Acura was
introduced to the market? http://pub.acura.com/Tgo

Acura.com - Official Home of Acura Cars and SUVs

Source: pub.acura.com

) 95 people like this.

) View all 125 comments

Acura

Acura is proud to be sponsoring Shape Magazine's Diva Dash in Austin,
Texas today. It's an adventurous women-only obstacle race! Good luck to
all the participants today! huip //pub.acura.com/ING

SHAPE Diva Dash Women's Obstacle Course Adventure Run
Austin Texas

Source: pub.acura com

>

April 9 a ) ) y P lis e Share
w1 44 people like this.

Kyle Cooper crash n burn jk
April 9 at 11:11am

Damir Muratovic Yea
April 9 at 11:12am

Kyle Cooper haha u gta acura
April 9 at 11:14am

Brian Williamson Check us out!!!!

h’.tD {/parts. sonsacura.com/
April 9 at 12:26pm

Precious Culp Awesome, ladies!
April 9 at 12:29pm

Joshua Hewson Elks Acura...you're wasting our time and
yours with these stupid fund raiser and HCGTV post you put all
the time. Not to downplay the race or women, but seriously
Acura, you're a car company; post things about your ugly and
hideous cars you now...

Sce More

April 10 at 11:33am - &5 3 people

e DHVA

James Luther Right on Joshua. As an owner of a 94' Legend
Coupe, various integras and civics......you conveyed my
thoughts exactly, Couldnt have said it better myselfl Acura
{(Honda) has lost its path a long time ago...

April 11 at 1:19pm

F









Traditional CRM

4

customer

© 2010 CHESS MEDIA GROUP
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Consumers’ranking: ~ Perception  Businesses’ ranking:
The reasons they interact with companies gap Why they think consumers follow them

via socia’ sites via social sites
(61%) Discount (@) ()

5\ /s

@ /4

o% '

)

0 \ e
o~ /\
Al

Learn about new products (73%)

General information (71%)

{53%) Reviews and product rankings

(53%) General information Exclusive information (68%)

(52%) Exclusive information Reviews and product rankings (67%)

(51%) Learn about new products Feel connected (64%)

(49%) Submit opinion on current products/services Customer service (63%)

(37%) Customer service Submit ideas for new products/services (63%)

(55%) Purchase (@)
/ @ Submit opinion on current products/services (69%)
) \V’ Q
' @
\
@
O)
(34%) Event participation O Be part of a community (61%)
Event participation (61%)
Purchase (60%)

(22%) Be part of a community O Discount (60%)

Note: Consumer: N=1056; Business: Leam N=333, General info N=336, Submit opinion N=334, Exclusive info N=333, Reviews/ranings N=333, Feel connected N=331,
Customer service N=331, Submit ideas N=332, Community N=329, Event N=332, Purchasa N=334, Discounts N=331.
Source: 15M Institute for Business Value analysis. CRM Study 2011.
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ial CRM

a social business that
e sense of (and then act
from social customer




It’s the company’
ownership of the

Or...

llosophy & a business
ed by a technology platform,
orkflow, processes & social

asignhed to engage the

aborative conversation in
utually beneficial value in a
rent business environment.



Evoluﬁon of CRM to SCRM

SOCIAL CRM
assigned everyone
departments
company defined oo customer defined
process / process
business | ( customer sefs
hours the hours
defined
channels
fransaction }v ‘5#} m Q} ﬁfg interaction

inside out f } m * 2} ‘ oufside in

customer-driven
dynamic channels

© 2010 CHESS MEDIA GROUP



Stairway to ot
Brand Heaven & Hell —

trust —

\-- —-]
L gl J
j authenticity
1
credibility —J_
consistency
positive I

interactions

negative interactions
|

inconsistency

inauthenticity —— —I
distrust

dnsloyalty
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Social CRM Process

CRM

profios

intorocsons

phone cols
emois
faedbock lorms
lotters

in person compiaind

2

0 2010 CHESS MEDIA GROUP
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mber...

ce traditional CRM
ur Credit Union

mer in the core of the Credit

rganizational mindset




ourself...

s to our network’s network on

egy to engage relevant prospects?

Facebook to propose appropriate
fans?

oposition that meets precisely the
stomers? Not our needs only, their

vision?
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History of the Universe
e \* NN
pecs®” By n &

Inflation

KeYI W, Z bosons NS\, photon > 3 %

Qo @ meson —e

g gluon @.. baryon

€ clectron - ion \ gahxy

Muon t cau - black

N neutrino @ atom %
hole

Particle Data Group, LBNL, © 2000. Supported by DOE and NSF






’s talk

« @uwehook
* uwe@bateshook.com

* bateshook.com/
think-11
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