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Accountability factor, absence, 95

Add-on strategy, 25

Advanced listening, 52–54

AIM platform, initiation, 8

Articulated strategy, absence 

(participation), 86–88

Assurance partners, involvement 

(absence), 90–91

Assurance providers, 117–120

Audience, contact, 70–71

Audits, 123–124

Automated alerts, 51

B

Basic listening, 50–52

steps, 50–51

Behavior problems, metrics 

(impact), 96–97

BlendTec, brand awareness/

perception 

(enhancement), 42–44

Blogging, 9

spontaneity, 118–119

Blogosphere, 15–16

Blogs

conversations, 99

platforms/communities, 152

Boards of directors, 106–107

Brand

awareness/perception, 

enhancement, 42–44

humanization, 37

keywords, identifi cation, 50–51

recognition/awareness, metric, 

57–58

Business objectives

achievement, social media 

application, 36–44

impact

knowledge requirements, 

52–53

opportunities, 

determination, 52

social strategy, alignment, 

27–28

stakeholder involvement, 

determination, 53

Business performance, social 

media (impact), 22–23

C

Centralized social media 

approach, 43
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Channels (social media plan 

component), 32–33

Christensen, Ward, 6

Citizen journalism, 11

Collectors, participation 

category, 30

Comments

allowance, 74–75

moderation, 75

responses, 72

Committees

makeup, 111

members, warnings, 111

objectives, 112–114

roles/responsibilities, 112

Communications

considerations, 69–72

crisis communications, 

73–74

development, 3–4

opportunities/risks, 16–18

Community, concept/members 

(consideration), 78

Compliance, 140

assessments, 116–117

Computerized Bulletin Board 

System (Christensen), 6

Confi dentiality, 71, 78

Content, frequency, 34

Content sharing, 157–158

Conversation

involvement, 53

monitoring, 101

absence, 99–100

occurrence, 53

usage, 101

Conversationalists, participation 

category, 30

Conversational style, 70

adoption, 37

Coordinated social media 

approach, 44

Corporate blogs, problems, 

100–101

Corporate strategy, websites, 

146–148

CoTweet, usage, 33

Creators, participation 

category, 30

Crisis communications, 73–74

Critics, participation 

category, 30

Customer satisfaction/loyalty, 

improvement, 38–40

Customer service, 157

metric, 58–59

D

Dell (revenue increase), 36–40

Departments

feedback, 111

responsibility, 108–109

Direction, statement, 117

Disclosure, 78

Discussion groups, 153–154

Document sharing, 157–158

Dot-com bubble, 8–9

E

Engagement (social media plan 

component), 33–34

Events, management, 158
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Execution risks, 94–101

training, inadequacy, 

97–98

Executive oversight, 107–110

Executives

beliefs/understanding, 

problems, 109

responsibilities, 107

selection, 98–99

Expectations, setting, 37–38

Experimentation, 26–27

External stakeholders, 

67–68

social media policy, 

elements, 74–77

F

Facebook, launch, 12–14

Feedback, ensuring, 111

Forums, 153–154

Friendster, social media 

platform, 10

Funding (social media 

plan component), 

34–35

G

Global positioning system 

(GPS), basis, 16

Goals (social media plan 

component), 32

Governance, 105

audit, 125–127

structure, absence, 89–91

Guidelines, links/information, 

177–178

H

Honeycomb social media 

approach, 44

Hub and spoke social media 

approach, 44

Human resources, metric, 59

I

Inactives, participation 

category, 30

Information, listening/

collection, 54

Innovation, metric, 59–60

Internal stakeholders, 67–68

social media policy, elements, 

68–74

Internet

popularity, increase, 7

presence, building, 86

iPhone 3G, release, 15

Issues, elevation, 117

J

Joiners, participation 

category, 30

K

Knowledge management, 

158–159

L

Learning, 54–55

Legal assessments, 116–117

Legal issues, links/information, 

177–178

LinkedIn, initiation, 10
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Listening, 49–54

activities, actionable insights, 

53–54

advanced listening, 52–54

basic listening, 50–52

effectiveness, importance, 

48–49

Location-based services 

(LBS), 160

emergence, 16

M

Mandated strategy, 25

Measuring, 56–60

websites, 148–149

Metrics, 57–60, 133–134

absence/problem, 

94–95

monitoring, absence, 

95–96

social media plan 

component, 35

Microblogging, 152–153

Monitoring, 47, 135

sharing, impact, 60–61

tools, 161–170

websites, 148–149

Monologue mode, 4

Most Valuable Professional 

(MVP) (Microsoft), 39

MySpace, launch, 12–13

N

Nonparticipation, 

noninvolvement 

(equivalence), 85–86

O

Objectives, 113–114

Objective statement, 113

One-to-few communications, 

4, 6–7

One-to-many communications, 

9–14

One-to-one communications, 

3–4, 6

Open Diary, 9

Organic social media 

approach, 43

Organizational risk, reduction, 37

Organizational structures, 

43–44

Organizations

input, 99–100

keywords identifi cation, 50–51

learning, 55–56

listening activities, actional 

insights, 53–54

responding, 55–56

P

Participation, categories, 30

Personnel, assignation 

(problems), 98–99

Photo sharing, 155

Planned migration, 29

Planning risks, 84–93

Platforms, 151

Podcasting, 156

Prioritizations, 116

Proactive learning, 55

Proactive management, 75–76

Process oversight, 110–116
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Process risks, 94–101

training, inadequacy, 97–98

Product development/

innovation, 41–42

Project

management, 158–159

oversight, 110–116

Q

Quality metrics, identifi cation, 57

R

Ratings services, 154–155

Reactive management, 75–76

Real simple syndication (RSS), 

11–12

Real strategic plan, 25–26

Registering properties, 71

Regulation, links/information, 

177–178

Regulatory requirements, 140

considerations, 91–92

Responses, 55–56

unpreparedness, 100–101

Revenue, increase, 36–40

Reviews, 154–155

Risks, 101–102

assessments, 116–117

websites, 149–150

S

Separation, virtual six degrees, 

8–9

Service-level agreements (SLAs), 

76–77

Sharing, 60–61

Social bookmarking, 159

advent, 11–12

Social media

account disclosure, 76

activities, experimental phase, 

26–27

applications, 36

approaches, 43–44

audit, 123

boundaries, 69

channels, 32–33

communication process, 4–5

conversation, monitoring 

(absence), 99–100

defi nition, 5–6

direction, 87

engagement, 33–34

evolution, 3

goals, 32

governance, 105

audit, 125–127

history, 6–16

ignoring, 84–85

insights, education/learning, 

54–55

issues, elevation 

(guidelines), 90

measuring, 56–60

metrics, 35, 94–97, 133–134

monitoring, 51, 135, 161–170

networks, 154

objectives, impact, 113

opportunities, loss, 91

organizational approach, 27

organizational structures, 

43–44
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Social media (Continued )

oversight, 89–90

audit, 125–128

plan, 32–36, 129–130

execution, 131–132

position, 68

program, monitoring/

measuring 

(commitment), 47

project

management, 158–159

requirements, 114

regulatory requirements, 

considerations, 91–92

risks, 83

websites, 149–150

rules, 68–69

site development, expansion, 

9–10

staffi ng/funding, 34–35

strategy, 128

evolution, 25–26

incorporation, 28–29

technologies, advances, 14–15

tools, 151

advances, 14–15

training, 43, 136–137

viewpoints, opposition, 

21–22

websites, 143–146

Social media policies, 35–36, 

138–139

absence, 65–66

comments, 72, 74–75

confi dentiality, 71

confl icts of interest, 72

consequences, 73

crisis communications, 73–74

elements, 68–77

endorsements/

recommendations, 71

honesty/respect, 70

hyperlinks, 171–175

implementation, 66

ownership/registering 

properties, 71

proactive/reactive 

management, 75–76

team, 67

training, 77–79

transparency/disclosure, 70

websites, 149

Social networking policy, 

absence, 92–93

Social strategy, business 

objectives (alignment), 

27–28

Social Technographics, 30

Sodexo, talent (recruitment/

retention), 40

Spectators, participation 

category, 30

Staffi ng (social media plan 

component), 34–35

Stakeholders

disconnection, organizational 

risk, 48

impact, 29–30

internal/external stakeholders, 

67–68

involvement, determination, 53

relationships, deepening, 22
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Starbucks, product development/

innovation, 41–42

Statusphere, 15–16

Status updates, 152–153

popularity, 15

Strategies, 25–26

absence, 84

participation, 86–88

development, 26–31

inadequacy, 88

plan, absence, 88–89

risks, 84–93

Success, measures 

(development), 115

T

Tactical oversight, 110–116

Talent, recruitment/

retention, 40

Target audience

conversational style, match 

(determination), 31

identifi cation/social media 

usage, 29–31

Task defi nition, 115

Training, 43, 136–137

inadequacy, 97–98

Transparency, 70, 78

Trust, importance, 38

Twitter

fail, term (usage), 29

launch, 14–15

V

Value addition, 70

Value creation, 56–57

Value delivery

social media delivery, 23–24

social media strategy, 24

Video sharing, 156

Virtual communities, 

communication, 7

Virtual six degrees of 

separation, 8–9

W

Website moderation, policy, 74

Wikis, 158–159

Winer, Dave, 11

Word of Mouth Marketing 

Association (WOMMA), 78

Wordpress

launch, 10–11

usage, 33
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