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Best-Selling Author, Trainer & Entrepreneur

- - Budget is NOT an
Social Media Obstacle
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46% of marketing
leaders cite

Biggest Marketing
Obstacle

St t ACK 01 Elfective strateq)
ra egv Lack of Budget 43%
Lack of Training/Knowledge 33%
as the Inability to Prove ROI 32%
ObStacle Useless Metrics 26%
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Strategy Budget ~ Why?
Training ®
Analysis What?

How?
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Twitter has made Dell $1 milion in revenue
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June 2009

InformationWeek

Dell Makes $3 Million From Twitter-Related Sales

December 2009
Mashable
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Internal Narrative

PROGRESSIVE  StateFarm

GEICO Alistate

“The Voice of Reason”

Internal Narrative

PROGRESSIVE  StateFarm
GEICO Allistate

“Your Friend, Your Guide”

Internal Narrative

PROGRESSIVE  StateFarm

GEICO Alistate

“The Entertainer”

Internal Narrative

PROGRESSIVE  StateFarm
GEICO Alistate

“Fear: What if?”




Internal Narrative

PROGRESS/VE  <Thevoice of Reason”
StateFarm “Your Friend, Your Guide”

GElcq “The Entertainer”
/I I I State “Fear: What if?”

Narrative

Narrative
EtevatorPiteh:  TY
Twitter Pitch: *

Can you explain your business
and customer value benefit ...
in 140 Characters?
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Who is Your

Best
Customer

re
A

&SiteLogic Persona Worksheet
m Persona Type ™
Name
Age
ob Title
. ;

Net Promoter Score
How likely are you to recommend...?

Detractors Passives Promoters

o' 1 ' 2 "3 "4 "5 "6 7 8 9 10

- % Detractors — Net Promoter Score

Promoters Passives Detractors

use very different language to describe their experience

Promoters: Passives:

“Worth it!” “Too Expensive”

“Great!” “GOOd,'but
expensive.”

Detractors:

“Price-Feature Gap”

“Not worth it!”




Promoters
create more
Promoters

do they

Want

‘““East Goast”
Destinations: Types:
Boston coach
New York bus
Canada guided
Florida tour packages
Oregon package

travel

tours
Themes: Season:
college fall
golf
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STEP 4: When

dothey
Want it

Planned Events
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June
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2013 2014 2015

Google searches for: “DC Bus Tours”

"= >Where
do they

want It
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All Channels
~are NOT Equal

s \alue by Source

+54%
CPC
+37%

Email
+12% Affiliate

+8% _ Display Facebook
Avera - -

) M

-23%
Source: Custoria

What

kind of
Conversation




Acquisition
Search Marketing

¢ SEQ: search phrases & content
¢ Pay-per-Click

e Blogging/Articles

e Destination Information
¢ Content Marketing

¢ Buying Cycle

\

3

4

Develop Audience

‘“Shareable” Gontent

¢ Lists: tips, packing list, Must-have’s

¢ Article Series: history, recommendatio
» Reader feedback

® Best of...

¢ Updates

¢ |nterviews

Email Rewards

o “Best” Customers
e Identify & Feed Loyalists
e Insider deals
e Announcements
e Personal, Relevant, Timely
¢ Match the message to the customer

Fan Feedback

* Fan’s favorite tour

¢ Best travel experience

¢ Best sunset

¢ Best meal

e Submit pictures - stories - contests




The Customer Journey

Moments of Truth

Zero First Second Ultimate
Stimulus Moment Moment Moment Moments
of Truth of Truth of Truth of Truth
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STEP 6: How
will you
Engage

them

Develop a
Marketin

Schedule

Schedule
Content & Channel

¢ “DC Bus Tours”

* Peaks every June

¢ Publish by late December (Search)

¢ Develop through Spring (Facebook/Twitter/Blog)

¢ Change conversations based on season (Facebook)




How can this article be supported? (Kevwords +Tl'endS)
What is the primary medium? + Strate

What are secondary? Hlﬂ““ﬁg_ﬁl“lllll
3 ways to engage - primary Search peaks [ CALENDAR |
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2 ways to engage - secondary Search lows el
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Schedule your “drip” 1213 |14 |15 16 |17 18

Annual events

Get early, talk thru the trend, close Industry events N A 2B UK
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The Unlikely Escape Route....

Planning:
WHEN and WHERE you will work
on your goals...

71% Success Rate

46% of marketing
leaders cite

Strategy

as their main
obstacle

Why are you talking?
Who are you talking to?
What do they want?
When do they want it?
Whereis the conversation?

Ho do | know

if it’s working?

Success.
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