Winning in Social Media

Best Tactics to Succeed in Today’s
Social Internet Jungle!

Michael Michelini
LB


Hello, ni hao, wo da ja michael Mai Li Ni. Today I will give an overview of social media tactics for the foreign market.
***** question, what do I say about the government filtering *****


Social Media Toda o3

Linked 3. i Follower (IR

@Dtweet %> Tweet Later
 Mlese

bi SUIte Nl N T |8 L TP P RRE D Ot B |2 ) | om0 Jpe=
-t © File Edt Wiew Favorkes Toolks  Help
@Minggl - @Stream - ﬁFriends - ‘MySpa nF b k aLinkedIn v o Twitker - 'f,-'-jDigg ~ @B Flickr -
TweetDeck TF G0 B Wikpeda = g SR e o |

: 6
ru d I (] n U l L-ly Shorten, share, and track your links
social media monitoring ° o
bwitpic  (H budurl

Shrink it. Spread it. Watch it Grow.

. DiZZlY.

@' UberTwitter | ? ,,,
GOugle url shortener

... feed your blog to twitter,


There are sooooo many ways to interact on the social web….the social web is all about BEING OPEN and sharing your feelings and listening to what others have to say about it.  
We call this web 2.0, the ability to INTERACT with people online.   Web 1.0 was simply displaying websites and not too much group interactions.
Some of the many tools displayed here have functions such as: 
- Systems to monitor your conversations better, classify friends into lists
- URL shortener
- Company teams, business management
- Multiple account management
- Sharing your feed
- Follower management


Benefits of Social Media Gatone

Business Exposure 0 15 30 45 60 75 90 percent
Increase Traffic
Business Partnerships
SEO rankings
Qualified Inquiries
Cheaper Marketing
Close Deals

Connect with an audience — DIRECT PERSONAL INTERACTION
Get great insight when you ask questions

Face it, get you site traffic

People on Twitter spread thoughts to new places.
See what others are saying about your brand.

Social Media
is the new
customer

service


Why use Social media?  I heard years ago people saying facebook and blogs were just for kids to share pictures from their school dances and gossip….but now it is REAL.  
Social media has now gotten integrated into Google search, with twitter, flickr, and quora feedback from your friends enhancing your search experience online.
Besides simply getting more exposure for you or your brand, you are also GETTING FEEDBACK.  Asking questions you will get ideas and suggestions….from all different perspectives.
They key is TO LISTEN.


Listen

Monitor keywords

Search: Amariamesin

— See what people are talking
about
* Your brand
* Your products
* Your industry

— First you'll listen to
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So how do we listen?  We can have scans on various “twitter clients” such as tweetdeck or hootsuite, which allow you to get alerts when certain keywords are discussed online. 


Social Media Monitorin

Social Media Platforms & Social Media Monitoring

Alterian (Techrigy) (Social Monitoring) SAS Social Media Analytics (Social
Collective Intellect (Social Monitoring) Monitoring)

BlueKiwi {Social Platform + Monitoring) Scout Labs (Social Monitoring)

Elgg (Social Platform, Open Source) Social Engine (Social Platform)
KickApps (SaasS Social Platform) Spiralls (Social Monitoring)

Microsoft Looking Glass (Social Sysomos (Social Monitoring)
Monitoring) Visible Technologies (Social Monitoring)
Metworked Insights (Social Monitoring) Wool Labs - WebDig (Social Monitoring)

Ming {Social Platform)
Radiand {Social Monitoring)

MONITORING = LISTENING to what people are saying about
YOU
YOUR BRAND

. §)
YOUR ALLIANCES y d 4
YOUR COMPETITORS r\J | \J n

YOUR INDUSTRY social media monitoring


Want to go even further?  If you are really serious about monitoring your brand, your industry, your competitors, and listening to what your customers are thinking about…I would suggest investing in social media monitoring tools.  
These can get quite expensive, but are very extensive tools to be your EARS on the social media web, seeing real time trends forming, thoughts from customers in your target market….new ideas and alerts from your competitors.
It is all possible now.
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Engage

e Businesses seem to be scared of this

e Sharing valuable information relevant to your
type of followers
— News in the industry

— Fun facts
— Interactions in the office Be
Approachable!
* Beta Test
— Survey

— ASK WHAT YOUR TARGET MARKET WANTS!


OK, so you are now doing the above…but its not JUST LISTENING,  Its (as twitter’s slogan goes), joining the conversation.  That is what makes it so amazing…..open conversations with anyone on the internet who has an internet connection…the barriers to entry are no longer having to learn HTML to build a website, or even to host a blog to have your voice hear, its simply having an account on a social media website and jumping into trends and discussions about topics you enjoy and are passionate about.
So start @ replying and let people know your opinion!


Act

The whole company has
to be “on board”

— Plan on how to react
to certain situations.

— Which departments
are responsible for
which situations.


This may not be for casual or personal users, but for businesses, this is the way to actually benefit from having your company in social media.  UPSET CUSTOMERS?  Sure, no one likes that, but listen, engage, and then ACT on it.  Keep a log of all positive and negative feedback on your company.  Present that at management meetings, make a target to get more people talking about your brand positively, and reduce the negative.  Later we will address examples in a case study.
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How to Grow FoIIowing

* Obviously “be a leader” in the industry or
group you are involved with / targeting

More Technically.....

e Search (search.twitter.com) for keywords you
are interested in.

* Listen, Engage in those conversations, follow
— INTERACT with your audience.

* Blog about a specific topic


Everyone looks so quickly at how many people are following you.  How influential.  Well, there are many tools, but its also BEING WHO YOU WANT TO BE, you want more followers, but you also need them to follow you because you are a source of information they want to know about.  Just like backlinks in SEO, you want followers who value what you have to say, and interact with you.  
Next we will look at more ways then just counting followers…..
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As social media has developed, they have created standards to measure people’s influence.  What is influence?  How well is your voice heard, how engaged is your audience (followers) , how many people pass along your idea (retweet).  Its all about how well you spread information and get people to interact with you – RELEVANT TO YOUR TARGET INDUSTRY.
There are 3 standards I know of now, klout (screenshot here), twitlyzer, and peer index


Case Study: Dell

In Texas, USA Headquarters
Using social media monitoring
tool Radian6 to power its data
collection.
Track on average more than
22,000 daily topic posts related
to Dell
Information can be sliced and
diced based on topics and
subjects:

» Conversation

« Sentiment

» Share of voice

« (Geography

 Trends

http://www.youtube.com/watch?v=w4ooKojHMkA&feature=player embedded


Dell has been one of the early adopters of social media, with CEO Michael Dell saying that they know in order to succeed, they need to do what they have always done, and listen to their customers.  He goes on to say in the video that in order for a company to be different they have to address their customers head on….and social media today is so powerful. 
They setup a dedicated department to monitor keywords and trends in their industry (the personal PC market) and track and monitor their influence in this sector, and maintain their brand quality feedback.


So Many Twitter Accounts!

Dell on Twitter

Keep up with
Dell on Twitter!

Breaking news * 24/7 updates * Deals and discounts

Follow us, tweet us, and retweet us to
all your friends. We'll see you on Twitter!
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Notice how many twitter accounts dell has!  In different languages, for small business, for consumer, for outlet, for students, techies.  They address all their markets independently, not in 1 massive twitter account that would confuse all their different target markets.
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Timeline

Staff Have Own Worker Account

StefanieatDell

@StefanieAtDell United States

Hi! I'm no longer managing @DellOutlet, but I'm still at
Dell and still love Twitter! For @DellOutlet assistance,
please contact @EliseAtDell or @ ChrisCBAtDell.

Favorites  Following  Followers.  Lists =

StefanieAtDell Steianicaibell 0
{@ggroovin Soon! . _but after all this holiday madness, so maybe not
50 s00n. January?

5Dhec

StefanieAtDell Stefanieatbel _ L
@eRocketFuel Might as well be -} t's one small step for Dell and
one giant leap for Twitterkind! Ah, | crack myself up.

8 Dec

StefanieAtDell Stefznizatiell

Checking out the new Social Media Listening & Command Center
http://del /801 0ully

8 Dec

StefanieAtDell ctefanizatDell
Hoping | can find someone in the Product Group that will let me play

with an Inspiron Duo! So freakin' cool: hitp.//del Iy/8018uxic
| Dec

StefanieAtDell StefznizaiDe) G
@FollowChintan Took your advice - it's changed -D

| Dec

StefanieAtDell StefanizaiDel L
@FollowChintan LOL - yeah, well, | DO get hungry ;-)

1 Dec



Even their staff have twitter accounts.  Notice in this feed they are talking to their customers openly, for everone to see. Stefanie cares about what her Dell customers have to say, and is listening and REPLYING.


DellCares £
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About @DellCares
DellCares & C

@DeIICares Austin TX 4,239 1,447 5136 243
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@SavannahSpangle Hi Savannah, If we can help you solve a

problem, pls follow & DM your service tag, 1ssue details, & email

addy. Thanks, SV
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DellCares CaliCarss

{@HHotelConsult Hi, Sorry to hear about your computer Please
follow/DM service tag of the system and we'll be glad to look into
it. Thx SK
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®
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@DSTT4ME Unfortunatly this system is a year out of warranty and
the service is more than a year out.
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{@amerigoglobal Hi Seth, let's check that for you! Pls DM your order
nbr, issue details, & email addy Thanks for your patience SV

€ houre ago

o


Then they have their customer service account, dellcares.  This is when you have a problem with your computer, or order, or just want to give general feedback and ideas to Dell – do it here! 


Upset Customer 1

& Savannah Spangler
. @SavannahSpangle
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An example of customer service in action.  This end consumer, Savannah Spangler, is complaining about her PC not working well, even saying the CEO of Dell, Michael Dell, “sucks”.  Notice that they dell cares department addresses it, by asking if they can help….and then she RETWEETS it on her stream to show that they are listening and replying.


Michael Hraba

@HHotelConsult inner Sunset, SF, CA

Hotel Consulting: 14 years operating (rooms / F&B)
hotels, 23 years online experience; web 2.0 fan, marketing
skeptic, data gatherer, and hospitality help!
http:/fwww_hrabaconsulting. com/blog/

| & | | £ | e T =
Timeline Favorites  Following  Followers  Lists -
i HHotelConsult 1ichas! Hraba
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my screen blacks out, is too hot to type ¢

-

~ HHotelConsult tichasl Hraoa
| @DeliCares & the effected part number per NVIDIA lawsuit. | need a

new computer now, & can't wait. If | buy one, what happens?
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- HHotelConsult iichazl Hraba
@dellcares any idea how to handle the NVIDIA class action lawsuit?
my screen blacks out, is too hot to type on - it *is* the affected

model
148 hours 240



Here is a more technical, direct question, from a somewhat influencial twitter user with more followers and a more businessman.  He asks about a chip problem and if he will get a rebate or other things.  Notice how many replies back and forth.


Putting It All Together

{ Listen

(search)

73
\&/


So what seems to be somewhat basic idea of tweeting and replying to people can get really deep with content and data…..its best to stick with your core idea of LISTENING, ENGAGING, and ACTING on it.  


Question & Answer

Michael Michelini *

LB @michelini

mike@shadstone.com

t.sina.com.cn/michelini

Facebook.com/michelini

Mailini.com/blog
blog.michaelmichelini.com



Thanks and if you have any questions, also please feel free to connect with me on any blogs or weibos ?


