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A

Accountability, fear of, 12

Acknowledging crises, 144

Active listening, 86

Adaptation, of company culture,
16-20

Addictomatic.com, 90

Adoption of social media, roadblocks
to, 11-13

Agencies, social media roles of,
73-76

Alerts-only listening systems, 89—90

Alterian, 93

Amazon.com, 176

American Red Cross, 95

Analysis skills, 34

Analyst jobs, including social media
in, 64-65

“Anyone know” inquiries, 132

Apologizing, 146-147

Arbitron ratings, 159

As-needed alerts, 89-90

AT&T, 178

Attrition, 45-46

Authority Labs, 169

Autodesk, 77-80

Avaya, 94

Awareness:

as desired employee characteristic,
33
success in creating, 163-172

B
Baier, Susan, 48
Bailey Gardiner, 124-125
Balance, 4
Behavior, changing, 18
Best Buy, 63,.150
Best pracuees, coaches’sharing of, 58
Black, Amy, 115
Blaine, as roadblock to social media, 12
Slogs, 27-28
category, 114
corporate, 113
as internal social medium,
120-122
invent a topic blog, 114
micro-blogs, 120
Blog commenting team, 123
Blog team, 123
BoardTracker, 90
Boingo, 153-155
The booth, in hub-and-spoke organi-
zational model, 62
BP, 149
Brand:
conversations regarding, 85
defined, 3
employees as representatives of,
29,40
listening for discussions about, 87
online communities for, 178-179
of Ritz-Carlton, 5
193
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Brogan, Chris, 114, 165
Budget Host Saga Motel, xiii—xiv
Business culture, xi—xvii
and adaptation to social web,
Xvi—-xvii
changes in, xii—xv
seven shifts in, xii
Business development jobs,
including social media in, 63
Business process knowledge, 34

C
Carroll, Dave, 133-135
Category blogs, 114
Cause, 181
Change, as roadblock to social
media, 12-13
Cirque du Soleil, 174
Cisco, 42
Citrix, 114
Coaches, in hub-and-spoke organiza-
tional model, 57-60
Codes of conduct, 44
Codero, 129
Collaboration, as desired emuloyee
characteristic, 32
Collins, Jim, 35
Comcast, 36
Communication:
by community managers/social
media managers, 37-38
crisis communication flowchart,
143-144
with customers, 35
internal, 117-123
of stories, 40—41
of success measurement results,
181-182
written, 35
Community managers, 37-39, 64
Company culture, 3-21
assessing, 13-16

defining/articulating, 7
demonstrated trust in, 8
diversity in, 9-10
employees and, 4
guiding shift in and adaptation of,
16-20
hiring for fit with, 27
intent in, 3—4
laboratories and feedback loops in,
8-9
and leadership, 5-6
reward systems in, 10
of Ritz-Carlton, 5
roadblocks to addption of social
media, 11-13
solidarity in, 6~8
teaching cuiployees about, 43—44
teams as reflections of, 26-27
Coiapany network, 44
Ccmpetitive intelligence, listening
for, 87-88
Competitors:
social media success of, 169
social mentions of, 170
Connectivity:
of customers and prospects,
172-173
as desired employee
characteristic, 33
of repeat customers, 176
Consensus building, 17-18
Consumer rating Web sites, 176-177
Contemplation, of customer
complaints, xiv
Content, subscriptions to, 177
Content interactions, 177, 179
Content managers, 64
Content sharing, 177
Content views, measuring, 167, 173
Context, opportunities via, 132-133
Control, fear of losing, 11
Co-op, social media, 65, 67-68
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Coordination:
changed nature of, xiv—xv
by coaches, 59
Corporate blogs, 113
Correlation, 181
CoTweet, 93
Coupons, creating, 174
Crises, 129-130
acknowledging, 144
defining, 141-142
emergence of, 140
Crisis communication flowchart,
143-144
Crisis management, 139-156
acknowledging crises, 144
apologizing, 146-147
building pressure relief valve,
149-150
creating FAQs, 147-149
creating procedures and plans for,
140-144
crisis communication flowchart,
143-144
informing teams for, 151-152
learning lessons in, 152-155
offline, 150-151
using social mediater, 144-146
Crowdsourcing, 42
CrowdSpring, 42
The Culture Quiz, 14-16
Curiosity, as desired employee
characteristic, 29, 31
Customers:
access to names and e-mail
addresses of, 176
engagement expectations of, 85
experience in communicating
with, 35
social connectivity of, 172-173,
176
verifying complaints of, xiv
Customer experience, 26-27
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Customer service:
access to dataon, 177-178
including social media in existing
jobs, 63—-64
listening activities for, 95-96

D

Dallas Morning News, 145

Dashboards, 91

Data mining, by agencies, 74

Dawkins, Brian, 69

Deaver, Michael, 125

Dedicated online team, 25-26

Deepwater Horizon disaster, 149

Diagnostic metrics, 161-162

Diplomacy, as desired employee
characeznastic, 32-33

Discusz.on: forums, for crises,
145-150

Diversity, in company culture, 9-10

20mino’s, 145-146, 148

Doyle, Patrick, 145

Drive (Daniel Pink), 45

Dunay, Paul, 94

E
Education:
by agencies, 73
of employees, 4344
in social media, 76-77
Eliason, Frank, 36
E-mail:
crisis notifications via, 149
as internal social medium, 119
Employees, 25-49
and changing work landscape, 42
and connection of talent and
value, 36
culture assessments from, 17
hiring, 27-29
in hub-and-spoke organizational
model, 60-62
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Employees (continued)
as key factor in culture, 4
leadership by, 6
motivating, 44—45
new organizational chart, 37-41
personal characteristics and traits
of, 29-33
preparing for departure of, 45-46
skill sets of, 34-35
as spokespeople, 25-27
training and education of, 43-44
trust in, 8
Engagement. See also Listening
customers’ expectations for, 85
Humanization Highway for,
110-116
opportunities for, 131-133
in response-ability, 123-129
speed of, 129-131
as success component, 41
Enthusiasm, 31, 67
ExactTarget, 168, 178
Expectations:
changes in, xv
for engagement, 85
Experimentation, 8-9
Expressed need, listeriing for,
93-94

F
Facebook, 116
brand community participation
on, 178
as company contact option, 113
as internal social medium, 121
Klout score, 170, 172
potential employees in, 28
Facebook team, 124
Failure, acceptance of, 9
Falls, Jason, 72
FAQs (Frequently Asked Questions),
147-149

Fear, as roadblock to social media,
11-12

Feedback loops, 8-9

Feuer, Brandie, xv

Flexibility, of organization, 54-55

Flint Communication, 131-132

Flowtown, 172

“Fog of social media,” 127-128

Frank, Ze, 3

Frequently Asked Questions (FAQs),
147-149

Friendster, 116

Frontline responders, in
hub-and-spoks crganizational
model, 61-52

Fully wired listeiiing, 100-102

G

Galorraga, Armando, 148

Gates, Jeff, 33

Generalists, 34

Geography, opportunities via,
131

Ginty, Maura, 78, 79

Goals, defining, 162-163

Good to Great (Jim Collins), 35

Google AdWords, 166

Google Alerts, 89-90, 116

Google Analytics, 160, 163, 165,
169,173

Google keyword tool, 127

GreenNurture, 10

Grove, Jamie, 47, 48

Guidelines for social media, 58,
68-73

Gunning, Christian, 153-155

H

Hagan, Dave, 154
Harman, Wendy, 95
Hedgehog Concept, 35
Hiring, 27-29
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Home bases, 165-166
HR (human resources), 96-97
H&R Block, 54-55
Hub-and-spoke organizational
model, 56-62
coaches in, 57-60
players in, 60-62
Humana, 59-60
Humanization Highway, 110-116,
167
Human resources (HR), 96-97
Humility, as desired employee
characteristic, 32

1

IceRocket, 90

IDC Health Insights, 173

Idea engine, 96

Idea Laboratory, 9

Ignoring, on Humanization Highway,
112

iGoogle, 91

Inbound links, tracking, 167

Industry, listening for information
about, 88-89

Influence, 92-93

Information gatherers;.in
hub-and-spol‘e crganizational
model, 61

Innovation, as desired employee
characteristic, 31

Inquiry, opportunities via, 131-132

Instant messaging, 42

Integrated social media teams, 56—62

Intelligence, listening for, 86-88

Intentions of companies, 3—4, 58

Internal community managers, 64

Internal crisis notification protocol,
152

Internal social media, 117-123

Internal social networks, 42

Internal wiring, 40—41
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Intuit, 140
Invent a topic blog, 114

J

Job responsibilities, including social
media in, 62-65

Jones Soda, 9

Joyce, Jim, 147

K

Kadient, 115

Key performance indicators (KPIs):
for building loyalty. 175-179
for creating awareness, 163-172
for driving saies, 172-175
and goals; 162, 163
selecticn vf 179
sharing, 182

Keywrords:
hrand-related, 87
competition-related, 87-88
industry-related, 88-89

Klout score, 170, 172

KPIs, see Key performance indicators

L
Language, listening for, 94-95
Leadership:
by coaches, 58
and company culture, 5-6
Lead generation:
including social media in existing
jobs, 63
and social connectivity, 173
Lebrun, Marcel, 85, 111
Leone, Dan, 69
Lessons learned, from crises,
152-153
Leyland, Jim, 147
Li, Charlene, 177
LinkedIn, 121
LinkedIn profile, 27
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LinkedIn team, 124
Listening, 85-105
active, 86
for brand discussions, 87
for competitive intelligence, 87-88
in customer service, 95-96
by executives and management,
97-98
fully wired, 100-102
on Humanization Highway, 112
in human resources, 96-97
for industry discussion, 88-89
levels of, 98-102
listening-and-response model,
99-100
in marketing and public relations,
94-95
passive, 86, 98-99
in sales, 93-94
as success component, 40
tools and capabilities for, 89-93
Listening-and-response model,
99-100
Logistics jobs, including socia’ taedia
in, 64-65
Loyalty, building, 175-179

M

Mclntyre, Tim, 116, 148-149

Mackay, Harvey, 109-110

McMurry (company), 7-8

McMurry, Preston, 7

McNeil Consumer Healthcare,

140-141

McVeigh, Timothy, 145

Marina Maher Communications, 97

Marketing and public relations:
listening activities for, 94-95
online marketing, 160

Martell, Dan, 184

Martell, Pierre, 182-185

Martell Home Builders, 182-185

Matthews, Greg, 59
Measuring success, 159-185
in building loyalty, 175-179
and communicating results of
efforts, 181-182
in creating awareness, 163172
difficulties in, 160-162
in driving sales, 172-175
and goal definition, 162-163
by return on investment, 180-181
and selection of KPIs, 179
sharing information on, 40
and stories of success, 182
Mentorship prograu,; 46
Message of the Poy, 125-127
Micro-blogs -as witernal social
medinn; 120
Microssft Xbox, 130
Mirndset; skills vs., 26
Minr.esota Timberwolves, 128-129
Moosejaw, 18-20
Motivation, 44—45
as desired employee characteristic,
31-32
and reward systems, 10
MySpace, 116

N
Negative social mentions, 168-169
NetQoS, 114
NetVibes, 91
Networks:
company, 44
employee, 36
internal social, 42
Network Performance Daily blog,
114
News cycle, 144-145
New visitors, tracking, 166
Nguyen, Baochi, 153-154
Nielsen ratings, 159
Nike, 141-142
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o
Offline crisis management, 150-151
Off Madison Ave, 118
O’Keefe, Patrick, 150-151
Online marketing, 160
Online networks, 36
Online portfolios, 27-28
Open Leadership (Charlene Li), 177
Operations management jobs, in-
cluding social media in, 64-65
Opportunism, as desired employee
characteristic, 33
Opportunity Economy, 131-133
Optimization:
search engine, 127, 167
of social media programs, 76-77
Organization, 53-81
customers’ interactions with,
26-27
integrated social media teams,
56-62
and ownership of social media,
53-54
roles of agencies with socia!
media, 73-76
social media co-op, 65,67-68
social media guideiines, 68-73
social media tasks.as part of
existing roles, 62-66
social media training and
optimization, 76-77
Organization chart, 53-55
new responsibilities in, 40—41
new roles in, 37-39
Outposts, 165-166
Ownership of social media,
53-54

P

Participation:
on Humanization Highway, 113
internal, 117

Index

Passion, 67

Passive listening, 86, 98-99

Penn, Christopher S., 161-162

Philadelphia Eagles, 69

Pink, Daniel, 45

Plans, crisis management,
140-144

Planning skills, 34

Players, in hub-and-spoke organiza-
tional model, 60-62

Policies, social media, 70-73

Portfolios, online, 27-28

Posterous, 120

Prendergast, Marec, 27

Pressure relief »a've, building,
149-152

Privacy, lack of, xv

Procedures, crisis management,
149-144

Progress, measuring, 161

“rospects:

access to names and e-mail
addresses of, 176
social connectivity of,

172-173

Purpose, sense of, 45

R
Radian6, 85, 93
Rapleaf, 172
Ratings web sites, 176-177
Real-time business, x—xvii
Repeat customers, social
connectivity of, 176
Research and development, listening
activities for, 96
Response:
on Humanization Highway,
112-113
naming of response videos,
146
speed of, 129-131

199



12/17/2010 11:21:5  Page 200

200 Index

Response-ability, 109-135
engaging in, 123-129
and internal social media,
117-123
and lack of privacy, xv
opportunities for engagement,
131-133
speed of response, 129-131
through Humanization Highway,
110-116
and use of tools, 116-117
Resumes, 27
Return on investment (ROI),
159-160, 180-181
Review web sites, 176177
Reward systems, 10
Riggs, April, 102-104
Ritz-Carlton, 5
Roadblocks to social media, 11-13
ROI (return on investment),
159-160, 180-181
Rowse, Darren, 165

S
St. George, Marty, 178
Salaries, for social medix manage-
ment roles, 39
Sales:
listening for expressed need,
93-94
success in driving, 172-175
Salesforce Chatter, 120
Salesforce.com, 120
Sales-oriented content, views of, 173
SBS platform (Jive), 122
Scout Labs, 93
Search engines:
finding social content on, 126-127
popularity of, 116
searches for job candidates
through, 28-29
Search engine optimization, 127, 167

Search volume, 169
Share of search, 170
Share of voice, 170, 171
Silos, 26
Simoes, Angela, 79, 80
Skills:
for community managers/social
media managers, 37-39
of employees, 34-35
listening, 8689
mindset vs., 26
Skype, 42
Smiciklas, Mark, 122
Social anthropology jobs, including
social mediainr, 63
Social chatter; 167-169, 175, 176
Social collats«ation platforms, for
intirnal communication, 122
Social connectivity:
of customers and prospects,
172-173
of repeat customers, 176
Social experience designers, 64, 74
Social graph, 36
Social media. See also specific topics
guidelines for, 58, 68-73
monitoring software for, 90-93
policy for, 70-73
potential employees’ experience
with, 34
Social media co-op, 65, 67-68
Social media managers, 37-39
Social media-only special offers, 174
Social media-only special offer clicks,
174
Social media outposts, 165-166
Social Media Policies Toolkit, 73
Social media tasks, as part of existing
roles, 62—66
Social mentions, 168-169, 176
SocialMention.com, 90
SocialText, 122
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Solidarity, in company culture,
6-8

Special offers, creating, 174

Speed of response, 129-131

Spokespeople, employees as, 25-27

Status updates, as internal social
medium, 119-120

“Stickiness,” 179

Story harvesting, 40—41

internal, 125
success stories, 182

Storytelling, on Humanization
Highway, 114-115

Success metrics, 40. See also
Measuring success

Sullenberger, Chesley “Sully,” 138,
141

Sullivan, Danny, 132

SunButter, 131-132

Superstar mentality, 45—46

Sweet Leaf Tea, 102-104, 151

Swim with the Sharks Without Being
Eaten Alive (Harvey Mackay?,
109-110

T
Talent, see Employees
Taylor, Bob, 133-155
Taylor Guitars, 135-135
Teams, 25-27. See also Employees
continuing education for, 77
crisis management information
for, 151-152
dedicated, 25-26
in hub-and-spoke organizational
model, 60-62
integrated, 56-62
personalities and skills of, 41
as reflections of culture, 26-27
for response-ability, 123-125
“unofficial” members of, 40—41
virtual, 42
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Teamwork, changed nature of,
Xiv—xv
Text messages, crisis notifications
via, 149
ThinkGeek, 46-48, 115
Tinderbox Kitchen, 131
Toolbox, for employees, 44
Training:
by agencies, 73-74
of employees, 43-44
in social media, 76-77
Translation, as desired employee
characteristic, 32
TripAdvisor.com, 311, 176
Trust, 8
as elementof culture, 8
and potenval of social web, 3
Tumblr, 120
TweetBeep, 89-90
Tusteer:
as company contact option, 113
company-formatted account
names on, 151
handling communications on, 178
Klout score, 170, 172
managing customer service issues
via, 36
potential employees in, 28
Twitter Search, 90
Twitter team, 124-125

U

United Breaks Guitars video, 133—
135

Urban Barn, 121-122

US Airways, 138, 141

\%

Values:
connection of talent and, 36
hiring for fit with, 27
rewards linked to, 10
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Verification, of customer complaints,
Xiv
Video conferencing, 42
Views:
of content, 167
of sales-oriented content, 173
Viralheat, 93
Virtual teams, 42

\\%

Web analytics data, 163, 173

Weist, Zena, 55

A Whole New Mind (Daniel Pink),
45

Wikis, as internal social medium,
122

Wohlfeill, Gary, 19, 20

Wolf, Robert, 19-20

Work landscape, changes in, 42
Workshifting blog, 114
Written communication skills, 35

X

Xbox, 130
Y

Yahoo!, 116

Yahoo! Pipes, 91
Yammer, 119-120
Yelp.com, 176

7

Zappos.com 59

Zolezzi, Chatisse, 134, 135
Zucker, Dan, 78, 80



