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Agenda

i Background

i What are the new communication channels?

i Why are they important for customer services?
i What should we be doing about it?

i Examples
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Mission Statement

HH N We s | yayr job of providing
t he worl ddos Dbest
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WTI Clients T By Location -
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Single Global Databases
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By Jerry SCott and Jim Borgman

IF YOU HAVE SOMETHING
To sy, WeT TEXTME
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Emerging Channels
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Telephone
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Free Phone
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E-malil
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Web-based Chat

Please wait while the operator responds. S—
Customer : Hello sir I want to know about your Personal Plan. «  Close

weB CHaTt

Online Live Chat Software
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SMS Text Chat
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Social Media Channels
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The Facebook Phenomenon

c:

350 million active users on global basis

i 50% of active users log into the site each day

i The average user has around 130 friends within Facebook

i More than 35m Facebook users update their status each day
i Around 2.5bn photo uploads to the site each month

i There are more than 70 translations available on Facebook

i More than 65m users accessing the site through mobile-based
devices.

i More than 3.5bn pieces of content (web links, news stories, blog
posts, etc.) shared each week on Facebook.

i Purpose-built Facebook pages have created more than 5.3bn fans.

u 70% outside the USA
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And Twitter too...

i /5m user accounts,
u 27.3 million tweets per day
i T ha tL.@sper hour!!

i At the current rate, Twitter will process
almost 10bn tweets in a single year.

[P |
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and t here

i LinkedIn 50m members worldwide i 11m across Europe

i Flickr - 4bn images

i  Wikipedia in excess of 14m articles

i 15% of bloggers spend 10 or more hours each week blogging

i 70% of bloggers are organically talking about brands on their blog.

i 38% of bloggers post brand or product reviews.
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Why Pay Attention?

u Protect the Brand
v Reactive
v Insights

i Surprise and Delight
v Proactive

Your Strategic Partn& Today and Tomorrow!



Wilke Ihnmtnno‘ )

i From a Forrester Research report 4/27/2009:

v 1. The era of social relationships:

i Beginning in the mid-1990s, people signed up for online profiles and connected with their
friends to share information.

v 2. The era of social functionality:

i As it exists today, social networking is more than just a platform for "friending," but one that
can support a broader array of what Owyang calls "social interactive applications."
However, identities are essentially disconnected silos within individual sites.

v 3. The era of social colonization:

i By late 2009, technologies such as OpenlID and Facebook Connect will begin to break
down the barriers of social networks and allow individuals to integrate their social
connections as part of their online experience, blurring the lines between networks and
traditional sites.

v 4. The era of social context:

i In 2010, sites will begin to recognize personal identities and social relationships to deliver
customized online experiences. Social networks will become the "base of operation for
everyone's online experiences."

v 5. The era of social commerce:

i In approximately two years, social networks will be more powerful than corporate Web sites
and CRM systems, as individual identities and relationships are built on this platform.
Brands will serve community interests and grow based on community advocacy as users
continue to drive innovation in this direction.

Social Media is Maturing
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Our View of Soclal Media —

i Soci al Media I s Ajust anoth
vietter, phone, email, chat, soci

i Focus on 1:1 engagement with consumer
v Respond to consumer via social media
vGain detailed i nsights vs. over:

5 - B - @ - &5~ [
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Our offerings

u SMART module

it Chat module

i Public Surveys
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Our SMART offering

i New hosted service i Functions
v Standalone v Import
v Does not require CRS v Filter
v Will integrate with CRS v Review
v Tag
a Available now v Respond
v Wedre stildl improvViRne%ortit
v EXxport
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Some SMART Users

DEerL MoNTE FooDs

LON (tJohnson
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(Unread Mentions)
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Followup | Unread

3 Johnzonville (27)

@realjvilel (0) 1 -Facebook - Johnsonville Facebook Page Ignore Thread
Johnzonville Facebook Page (27)

vouTube Official JVL Search Fee: Thunder Over Louisville kicks off the two week celebration of the Kentudky Derby Festival, Astonishing pyrotechnics and an unmatched firewarks displays make this event a must see!

The Big Taste Grill will be roaring into Louisvile as part of the grand festivities, Funds raised will benefit the local Boy Scouts!  [Johnsonvile - 04/15/2010 09:53:43 AM]
Ignare - PRAISE PROD - More - Followup - Reply - Email - Export

sweet [Jared Emmett - 04/15/2010 10:06:04 AM]

Ignore - PRAISE PROD - More - Same as Primary - Followup - Reply - Email - Export
Oh how I wish 1 was there  [Lori Slivon - 04/15/2010 09:02:35 PM]
Ignore - PRAISE PROD - More - Same as Primary - Followup - Reply - Email - Export
Now I am really homesick! [Mary Newland - 04/15/2010 10:20: 26 PM]
Ignore - PRAISE PROD - More - Same as Primary - Followup - Reply - Email - Export
I wish they would come out West to Phoenix and do something like this! I would be the FIRST in line!!!! [Joe Giovanni - 04/15/2010 10:37:19 PM]
Ignore - PRAISE PROD - More - Same as Primary - Followup - Reply - Email - Export
Went to Louisvile last night. We ate at Joe's Crab Shack. It was a Blast-Fun-Food Fellowship. They were preparing for this weekend [Gale Eden - 04/16/2010 10:29:15 AM]
Ignore - PRAISE PROD - More - Same as Primary - Followup - Reply - Email - Expart
1 - Facebook - Johnsonville Facebook Page Ignore Thread ¥

Come to Liberty University on Sept. 4th 201011 For the Liberty Flames first home football game in our newly renovated stadium!!! 1971 University Blvd Lynchburg, VA 24502
http: fjwww.libertyflames. com/ http: /fwww.liberty.edu/ [Jared Abramowicz - 04/15/2010 10:04:50 AM]
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1 -Facebook - Johnsonville Facebook Page Ignore Thread ¥

Wish &'l would bring your grill trucks to Memphis' .. the Sunset Symphony on the riverfront would be great!  [Mallee Ostrander Dagastino - 04/15/2010 11:51: 14 AM]
Ignare - PRAISE PROD - Mare - Followup - Reply - Email - Export
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SMART Console *

Followup | Unread
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Tony

Johnsonville WTI User
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Followup: & days old

Thunder Over Louisville kicks off the two week celebration of the Kentudky Derby Festival, Astonishing pyrotechnics and an unmatched fireworks displays make this event a must see!
The Big Taste Grill will be roaring into Louisville as part of the grand festivities. Funds raised will benefit the local Boy Scouts!  [Johnsonville - 04/15/2010 09:53:49 AM]
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