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NEXT PRACTICES

Pick an outcome, any outcome

Engage me, don’t just Impress me
Anticipate actual conversation

Analyze, optimize & experiment often
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Pick an outcome, any outcome
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“Fans First”
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Engage me, don’t just Impress me




Engage me, don’t just Impress me
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Anticipate actual conversation

Expected issues
Consumer What is the Resources Who Follow Up
Posts protocol? Available Responds? Activity?
Fair Trade No response MNIA ————— Y NA
Soap Boycol No résponse MNIA - A NA
N Customer Communicate
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Team (CRT) teams & monitor
. 1-800 Communicate
Manufacturng & Customer
Respond CUSIOmes B of  |— response o
Product Defects emal sep. Relations teams & mondor
% Product Customer Monitor
Where to buy? Respond locatorfonkne  |———» Ralations responses & flag
store it il necessany
— -
Agency (CRT Monitor
!:'ukﬂ'qa. Respond m“ " —_  helps provide responses & flag
omotions answer) il necessany
— -
Consumer ldeas Respond Website ink Agency responses & flag
il necessany
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Analyze, optimize & experiment often
ot —
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The
Engagement Span

Building connections.

You talkin’ to me? Check this out.

I’m listening. What happened?

AWAREMESS | ASSESSMENT ACTION | ASSESSMENT | AMBASSADOR

Online = Offline = Mobile

4As 4Ls

Understanding behavior, Driving behavior.

The merger of customer behavior with concrete thinking to
create a blueprint that gubdes powerful communication
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