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Altimer Group, 53
Amazon
and ARM, 7
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Bernoff, Josh, 235
Bertelsmann, 201-202
Best Buy

customer service, 133, 136

employee networking, 185-186, 188

leadership skills, 98-99
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Convergys, 204
Cooperation radar; cefined, 100
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social enterprise
Crumple It Up, 63
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customer-centric, 88—91
leadership, 98-100, 105-108
moral purpose, 93-94
overview, 87—88
risk taking, 100-103
transparency, 91-93
Customer relationship management (CRM),
53, 226-227
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service, online
Customer service, online
content tips, 146—149
cross-functional, 128-134
effectiveness of, 120—124
information sharing, 136-140
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data analysis, 51-54
defined, 40
feedback monitoring 557-58
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Due diligence, hiring, 198-199
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Earned media, defined, 127
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EMC, 196
Emergensight, defined, 100
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Employees. See also Human resources
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FBI, 182-183
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Fingar, Thomas, 183-184
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General Mills and, 142
Threadless, 84
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Healthymagination, 231
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Here Comes Everybody (Shirky), 101
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Hershey Company, 146
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Hewlett-Packard (HP), 188
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Hiring. See Human resources
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Homeland security, 182—184
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HTML, 234
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Humana, 62—-65, 97
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LinkedIn, 195-199
mapping, 48-49
onboarding, 205-207
recruiting, 192-195
training, 209-210
Twitter, 199-200
work environment, 213-217
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cost savings at, 214
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innovation at, 167—168
Lenovo sale, 132
Media Lab hires, 174
Smarter Planet, 105, lod. 251
as social enterprise, 29, G0—68
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IdeaStorm.com (Dell), 3, 230
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activating, 72—73
identifying, 50-51
peer groups as, 14-19
Influency, defined, 100
Infoworld, 204
ING Direct, 93, 223
InnoCentive, 14, 92, 169—-171, 232
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challenges of open, 174-175
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with competitors, 163-164
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overview, 155-157
rewarding, 157-163
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monitizing, 171-173
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Leadership, social media (continued)
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Sloan School, 183, 223
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Panasonic, product licensing, 172
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Art of Shaving owner, 48
competitor partnering, 45, 164
innovation at, 160—162, 169
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product licensing, 172
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Productivity issues, 190-191, 214
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Recruiting, online
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via Facebook, 200-201
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hiring-related, 195-201
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GE health initiatives, 231
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at P&G, 160-162
university partners, 173-174
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VitaminWater, 157
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Risk taking, benefits of, 100—103
Rockefeller Foundation, 169
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content tips, 146—149
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Scott, David Meerman, 9
sCRM, defined, 53
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and ARM, 7
product licensing, 172
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MIT Media Lab, 173-174
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brand management, 82-235
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culture of, 9697
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Trust issues, consumer, 19, 32
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University of Arkansas, 152
University of Melbourne, 190
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Wikinomics (Tapscott), 22
Wikipedia, 137
Wikis, explained, 137
WikiWikiWeb, 137
Wild Kingdom, 128
Williams, Evan, 93-94
Wilson, Steve, 212
Wion, Rick, 84-85, 132
Wired magazine, 13—14
W.L. Gore & Associates, 224
Wolf, Carlos, 122—-123
Workforce Management, 212
Work/life balance, 215-216
World Bank, 94
World Wide Web
consumer centricity of, 225-230
evolution of, 221-225, 236
global causes and, 230233
history of, 234-225
open conriecivity issues,
235235

Yaheo!, 198
Y.miaer, 182, 183, 184
Yaakee Group, 144, 214, 233-234
Yates, Kathryn, 210
Yet2.com, 172-173
YouTube
Best Buy, 212
Cisco Systems, 106
Deloitte, 205
Ford Fiesta, 103, 146
Graco, 123
JetBlue, 104
surgery videos, 123
Tyson Foods, 153
viewership, 16
YoVille (Zynga), 150

Zappos shoes, 88-91
ZDNet.com, 181
Zynga games, 20, 150



