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The Impact of Social Media In YOUR Product Organization
Steve Robins, Facilitator

Session Notes

Thanks Carole Gunst for scribing!

(1) GOALS

An effective social media program begins with your organization’s goals.

Goals from the group:

· Wants to use social media to focus on groups in LinkedIn to get feedback on market requirements

· Gain awareness with folks who are opting in to you and your message which could lead to lead gathering

· Don’t get burned out there

· Follow conversations on you in the marketplace as it compares to the competition

· Canon gathers good/bad feedback on their products

· You know people are doing research online so make sure your information is out there

· Customer support i.e., Comcast following customer issues online

· Increase evangelists

(2) USES OF SOCIAL MEDIA
· Start by following what your customers are saying

· Who is leading the stream?

· Comcast Cares/Frank is good      www.twitter.com/comcastcares   
· Ask “how can we help?” to change the conversation

· SocialMention  – free tools that will monitor what people are saying about your company

· Plenty of other tools that cost money – Radian6, etc.

Biggest mistake companies make is in thinking that social media is just the job of marketing.  It’s not.  It’s customer support.  It’s feedback for product management too.
Just because the world is on Twitter, doesn’t mean that your company belongs on Twitter.  Worst thing you can do is to jump in without a strategy so that when something happens, you’re not prepared to respond.  i.e., Sprint CEO posting his e-mail address on ads asking for e-mails.  When he got e-mails, he sent out an auto-response which backfired.

Characterizing public v. private discussion with clients – Kodak is a good example of crowd-sourcing to get people to use your product.  
Twitter – it’s not always about talking, it’s not about being followed – but it is about being found online.

User Voice – product that allows you to get people using your product to vote on features.

(3) HOW IS YOUR COMPANY USING SOCIAL MEDIA TODAY?
1/3 of crowd said that they use social media within their companies.

When asked how social media is working within your company, the crowd said:

· It’s a full time job

· Can’t jump in and jump out

· It’s a financial and resource commitment

· Measurement is key to prove that the program is working

Mashable.com – social media bible that gives ways to measure the ROI on social media and tips on how to present a social media program to upper management.

Check out Dan Zarella on measurement of the retweet.
FOR ADDITIONAL INFORMATION
Check the ProductCamp Social Media blog post – slides, resources and more:

http://bit.ly/pcampsm or http://www.SolutionMarketingBlog.com/2009/11/08/socialmedia 

If you have any questions, please contact Steve Robins at s.robins@SolutionMKT.com.
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