
Harnessing	
  Social	
  Media	
  

REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

 
The Canadian Board of Marine Underwriters 

December 2, 2014 
Mike Dover 

@wikibrands 



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

Key	
  Concepts	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

1.	
  Experience	
  -­‐-­‐	
  Wearable	
  Computing	
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2.	
  Value	
  –	
  The	
  Sharing	
  Economy	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

3.	
  	
  Privacy	
  –	
  Exchanging	
  Data	
  for	
  Discounts	
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4.	
  Entertainment	
  –Interactive	
  &	
  Personal	
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5.	
  Collaboration	
  –	
  Active	
  Customer	
  Voice	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

Active	
  Listening	
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Person	
  of	
  the	
  Year	
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Harnessing	
  Mass	
  Collaboration	
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Scientific	
  Exploration	
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Why	
  Now?	
  
Top	
  5	
  arguments	
  for	
  Wikibranding	
  
Social/Collaboration/Engagement	
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1.	
  The	
  Need	
  for	
  Authenticity	
  and	
  Transparency	
  -­‐	
  
42%	
  
2.	
  	
  The	
  rise	
  of	
  social	
  networks	
  -­‐	
  38%	
  
3.	
  	
  Increasing	
  role	
  of	
  wireless/mobile	
  -­‐	
  35%	
  
4.	
  	
  Customers	
  waning	
  attention	
  spans	
  -­‐	
  25%	
  
5.	
  	
  Media	
  fragmentation	
  -­‐	
  22%	
  
6.	
  	
  Change	
  in	
  mass	
  marketing	
  effectiveness	
  -­‐	
  20%	
  
	
  	
  

#1	
  Business	
  Models	
  /	
  Culture:	
  The	
  Need	
  to	
  Be	
  Genuine	
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Digital	
  Natives	
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Tech	
  Depriva,on	
  Collage	
  

The	
  Net	
  Gen	
  Life	
  Without	
  Technology	
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“Something you Own” “Something you Trust” “Something you Want” 

“Something you Prefer” “Something you Love” 
“Something you  
Participate In” 

#2	
  The	
  Changing	
  Brand:	
  Participation	
  is	
  the	
  New	
  Currency	
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“Brand building today is so different than what 
it was 50 years ago.  
 
50 years ago you could get a few marketing 
people in a small room and decide, ‘this is 
what our brand will be’, and then spend a lot 
of money on TV advertising — and that was 
your brand.  
 
Today anyone, whether it is an employee or a 
customer, if they have a good or bad 
experience with your company they can blog 
about it or Twitter about it and it can be seen by 
millions of people. It’s what they say now that 
is your brand.” 
 

–Tony Hsieh, CEO, Zappos.com 

Control	
  of	
  Your	
  Brand	
  Changes	
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1.6 Billion Social Networkers Globally 
Facebook – > 1 billion users*,  $211B market cap 
Wikipedia – 26 million articles, 200 versions, 73k active editors 
Twitter – 500  (271) million users, news leader 
LinkedIn – 260 million users, grown up social media, portal 
YouTube  - 1 billion views for Gangham Style, professional 

users 
Pinterest – 83% female, 18% high income 
Instagram – photo site, 9X Facebook growth rate  
Amazon – $85 billion annual revenue $155 billion market cap 
Quora – Top Q&A site 

 
 

#3	
  Media	
  Shifts:	
  The	
  World	
  is	
  Connected	
  and	
  Engaged	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

LinkedIn	
  Industry	
  Group	
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Marine	
  Underwriting	
  Discussions	
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Marine	
  Underwriting	
  Jobs	
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Engaged	
  brands	
  drive	
  	
  

value	
  +18%	
  
	
  

Non-­‐engaged	
  brands	
  
decrease	
  in	
  value	
  -­‐6%	
  

Source: Interbrand Best Global Brands report 

#4	
  Economics:	
  Engagement	
  Sells	
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C-­‐Suite	
  Interest	
  –	
  
	
  The	
  CEO's	
  #2	
  and	
  #3	
  
priorities	
  are	
  customer	
  
service	
  and	
  experience;	
  	
  
	
  
Advertising	
  and	
  promotion	
  
rank	
  #12	
  and	
  #14.	
  

Source: Microsoft Roundtable Study 

#5	
  It’s	
  what	
  your	
  boss	
  cares	
  about	
  (or	
  should)	
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Brand	
  Advocacy	
  (Marketing)	
  
-­‐ 	
  Word	
  of	
  mouth	
  
-­‐ 	
  Referral/recommendation	
  
-­‐ 	
  Badging	
  
-­‐ 	
  Sales/traffic	
  
-­‐ 	
  Reduction	
  in	
  media	
  budgets	
  

Five	
  Benefits	
  of	
  Wikibranding	
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The	
  emperor's	
  fanbois	
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Community	
  Participation	
  	
  



REINVENTING	
  YOUR	
  COMPANY	
  IN	
  A	
  CUSTOMER-­‐DRIVEN	
  MARKETPLACE	
  

!
 

Brand	
  Perception	
  (PR)	
  
-­‐ 	
  Awareness/exposure/SEO	
  
-­‐ 	
  Affinity	
  
-­‐ 	
  Empathy/respect	
  
-­‐ 	
  Lead	
  industry	
  conversation	
  

Five	
  Benefits	
  of	
  Wikibranding	
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Old	
  Spice	
  Social	
  Media	
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Brand	
  Content	
  	
  (Media/	
  
Customer	
  Experience)	
  
-­‐ 	
  Co-­‐innovation/solutions	
  
-­‐ 	
  User-­‐generated	
  Creative	
  
-­‐ 	
  User-­‐generated	
  content	
  
-­‐ 	
  Reviews/ratings	
  
	
  

!
 

Five	
  Benefits	
  of	
  Wikibranding	
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Fan participation  
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Extreme	
  customers	
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Prosumers	
  –	
  Doritos	
  Crash	
  the	
  Super	
  Bowl	
  
Contest	
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!
 

Brand	
  Insight	
  (Research	
  
and	
  Innovation)	
  
-­‐ 	
  Idea	
  stimulus	
  
-­‐ 	
  Beta-­‐testing	
  
-­‐ 	
  Market	
  research/polling	
  
-­‐ 	
  Industry/competitive	
  
-­‐ 	
  intelligence	
  
 

Five	
  Benefits	
  of	
  Wikibranding	
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Your	
  Childhood	
  Lego?	
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Brand	
  Support	
  (Customer	
  
service)	
  
-­‐ 	
  Customer	
  service	
  
-­‐ 	
  Education/	
  advice	
  
-­‐ 	
  Value-­‐add	
  experience	
  
-­‐ 	
  Lead	
  industry	
  conversation	
  

Five	
  Benefits	
  of	
  Wikibranding	
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Intuit:	
  B2B	
  Community	
  Wikibrand	
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Channeling	
  Tom	
  Sawyer	
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Community	
  Management:	
  Evaluate	
  Priorities	
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#1	
  -­‐	
  Company	
  culture	
  	
  
#2	
  -­‐	
  Lack	
  of	
  executive/managerial	
  support	
  	
  
#3	
  -­‐	
  Too	
  controlling	
  	
  
#4	
  -­‐	
  Lack	
  of	
  authenticity/genuine	
  engagement	
  	
  
#5	
  -­‐	
  Lack	
  of	
  community	
  leadership	
  	
  
#6	
  -­‐	
  Ineffective	
  measurement	
  	
  
#7	
  -­‐	
  Lack	
  of	
  relevant	
  skills	
  of	
  people	
  involved	
  	
  
#8	
  -­‐	
  No	
  clear	
  purpose	
  	
  
#9	
  -­‐	
  Lack	
  of	
  ongoing	
  strategy/plan	
  	
  
#10	
  -­‐	
  Lack	
  of	
  investment	
  	
  

Source: Agent Wildfire 

Organization	
  Hurdles	
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1.  Leadership/charisma  
2.  Diplomacy/Patience  
3.  Customer/member empathy  
4.  Persistence  
5.  Social/Networking  
6.  Communication Skills  
7.  Technology Skills  
8.  Passion for company/brand  
9.  Change Agent  
10.  Creativity  
11.  Leads the lifestyle of the customer  

Source: Agent Wildfire 2010 Community Management Survey 

Top	
  Skills	
  of	
  Wikibrand	
  Leaders	
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Social	
  Media	
  Meltdowns	
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Social	
  Media	
  Responses	
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Consider	
  Interns	
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Key	
  Takeaways	
  

 
•  Customer expectations are higher than ever 
•  Active listening and data analysis is crucial in every 

industry 
•  If you ask for a conversation, you must participate 
•  Measure the applause not the attendance 
•  Harness cognitive surplus 
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Mike Dover �
mike@mikedover.com�
(416) 305-9080�
�

linkedin.com/in/mikedover�
facebook.com/mike.dover �
twitter.com/doverd4s �
�

Join us at wiki-brands.com 

Contact	
  Information	
  


