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Are We “Social” or 

“Sociopaths”? 
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Being a Truly Social 

Business ≠ Mean 

Talking about Yourself 
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Being a Truly Social 

Business Means 

Having Something 

Worth Saying 
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Being a Truly “Social 

Business” Means 

Realizing  

People ≠ Numbers 
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Why Do Companies 

Act So Inconsistently? 
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Who Is the Customer? 

 

1.    Marketing: a segmentation profile 

2.    Digital: website traffic analytics 

3.    Customer Service: “call volume” 

4.    Sales: “conversions” 

5.    Advertising: an “impression” 
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What Therapies Can 

We Undergo? 
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Carol Sanford’s Pentad 
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Learning to Empathize 
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Why do people participate? 
 

1. Define themselves 

2. Increase their own notoriety 

3. Strengthen their social ties 

4. Take part in community 

5. Take part regarding issues they care about/

 believe in/act against 

6. Enjoy themselves 
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What economic forces shape that 

participation? 
 

1. The venues/services that allow them access to 

participate. 

2. The tools that allow them to discover places to 

participate. 

3. The platforms that enable that participation. 

4. The companies that own the intellectual property of the 

material through which they are often communicating. 

5. The “Big Data” that’s collected on their participation. 
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What ethical cornerstones must we 

focus on? 

 

1. Transparency 

2. Disclosure 

3. Honesty 

4. Authenticity 

5. Privacy 

6. Respect of Labor 
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Who Will Lead the 

Way? 
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Who Will Lead the Way? 

• Chief Communication Officer 

• Director of Audience Engagement (Sam Ford, 

Peppercomm) 

• Chief Ethics Officer (Emmanuel Tchividjian, Ruder Finn) 

• Chief Culture Officer (Grant McCracken) 

• SVP, Customer Experience Design (Lara Lee, Lowe’s) 

• Ombudsman (university space) 

• Continuity Editor (TV) 
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Responsibilities of Being a “Social 

Business”  

1. Serve your organization/client through serving 

 your audiences. 

2. Provide strategic counsel to your organization/

 client through advocating for those audiences. 

3. Balance “Big Data” with listening and empathy. 

4. Pay attention to the culture around you and not 

just a narrow definition of your brand. 

5. Have something to say. 

6. Make ethics a priority. 
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