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Social media changes everything 

Which is 

both the 

good 

news and 

the bad 

news 
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{ƻΧ ǿƘŀǘ ƛǎƴΩǘ ŎƘŀƴƎƛƴƎΚ
Å¢ƘŜ ŦǳƴŘŀƳŜƴǘŀƭǎ ƻŦ ƳŀǊƪŜǘƛƴƎ Χ
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²Ƙŀǘ ƛǎƴΩǘ ŎƘŀƴƎƛƴƎΚ
¢ƘŜ ƴŜŜŘ ŦƻǊ ƳŀǊƪŜǘ ŦƻŎǳǎΧ

ÅSurvey question: How do you segment
the market for your solutions?

Not at all

With demographics

With more than
demographics 

24%

55%

21%
Answer:

Source: Gartner Research 2009



²Ƙŀǘ ƛǎƴΩǘ ŎƘŀƴƎƛƴƎΚ
¢ƘŜ ƴŜŜŘ ǘƻ άƳŀǊƪŜǘέ ƴƻǘ άǎŜƭƭέΧ
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²Ƙŀǘ ƛǎƴΩǘ ŎƘŀƴƎƛƴƎΚ
Customers are still more likely to buy when you 

quantify your value proposition 

ÅSurvey question: Do your proposals quantify 
business outcomes?

In our marketing

Sales

Not sure

12%

73%

15%
Answer:

Source: Gartner Research 2009



²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƛǘǘƭŜΚ

Å5ǊƛǇ ƳŀǊƪŜǘƛƴƎ ƛǎ ƻƭŘ ƴŜǿǎΧ



ÅClosed loop marketing is the standard

²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƛǘǘƭŜΚ



Marketers are starting to understand how 
social media pays off. 

Promotion & Lead Generation

Thought Leadership & Brand Awareness

Delivers 
commodity 
products

Delivers 
product and 

some support 
services

Provides 
product and 
value-added 

services

Solves 
important 
business 
problems

Contributes 
extraordinary 
measurable 

business 
results
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²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƻǘΚ
Å! άǿƻǊƭŘ ǿƛǘƘƻǳǘ ǎŜŎǊŜǘǎέ ŀƛŘŜŘ ōȅ ǎƻŎƛŀƭ 

media is impacting customer service
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ÅConversational marketing (which we used to 
Ŏŀƭƭ ά{ŀƭŜǎέύ ƛǎ ƴƻ ƭƻƴƎŜǊ ŀƴ ƻǇǘƛƻƴΧ

20091980s to 20091950-1970s
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²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƻǘΚ

ÅThe need for a content 
generation factory
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²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƻǘΚ

Gartner 

Hype Cycle 

for Social 

Software

Å¢ƘŜ ŦǳǘǳǊŜ ƛǎ ǿƛŘŜ ƻǇŜƴ Χ 



²ƘŀǘΩǎ ŎƘŀƴƎƛƴƎ ŀ ƭƻǘΚ

Gartner Magic 

Quadrant for 

Social 

Software

Å!ƴŘ ǘƘŜǊŜΩǎ ƭƻǘǎ ƻŦ ƻǇǇƻǊǘǳƴƛǘȅ ǘƻ ƭŜŀŘΧ 



How are Marketers Coping?
/ahǎ ŀǊŜ ǇǳǘǘƛƴƎ ǎƻƳŜƻƴŜ ƛƴ ŎƘŀǊƎŜΧ

ÅSurvey question: Have you assigned someone 
to manage social media full time?

Yes

No

Part time

45%

33%

22%
Answer:

Source: Gartner Research 2009



How are Marketers Coping?

ÅAnd, they are treating social 
ƳŜŘƛŀ ŀǎ Ƨǳǎǘ ŀƴƻǘƘŜǊ ŎƘŀƴƴŜƭΧ

ǿƛǘƘ ƻƴŜ ŎŀǾŜŀǘΧ



How is Sales Coping?

ÅMarketing and Sales are starting to walk in 
ŜŀŎƘ ƻǘƘŜǊΩǎ ǎƘƻŜǎΧ



Summary and Advice

ÅLook at your existing communications 
ƳƛȄΦ {ǘǊŀǘŜƎƛŎŀƭƭȅ ƳŀǇ ǎƻŎƛŀƭ ƳŜŘƛŀΩǎ 
contribution to each vehicle.

ÅExecute this strategy with a classic 
ΨƘǳō ŀƴŘ ǎǇƻƪŜΩ ƳƻŘŜƭΦ
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