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Today… 
Let’s chat about… 
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“I haven’t failed. I’ve just found 
10,000 ways that won’t work.”! -‐	  Thomas	  Edison	  

Social Technology?!
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Social Technology?!
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I	  don’t	  get	  it.	  	  	  	  I	  don’t	  like.	  
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http://www.youtube.com/watch?v=aXV-yaFmQNk	  
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Are You Ready for the Future?!



New Expectations 
Innovation: The Opportunity for Associations 

 Introducing Social CRM 
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“There	  is	  one	  absolute	  about	  
Social	  CRM:	  It	  will	  be	  mandatory	  
–	  not	  opEonal	  –	  for	  the	  majority	  

of	  organizaEons.”	  	  
-‐	  The	  Gartner	  Group:	  2011	  
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“Companies	  using	  social	  business	  
soluEons	  gain	  greater	  market	  share	  

and	  higher	  margins.”	  	  
-‐	  McKinsey:	  2010	  
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Source:	  McKinsey	  Quarterly	  December	  2010,	  “The	  rise	  of	  the	  networked	  enterprise:	  
Web	  2.0	  finds	  its	  payday”,	  Jacques	  Bughin	  and	  Michael	  Chui	  

	  

•  Time	  to	  Market	  	  (20%)	  
•  Support	  Costs	  (10%)	  
•  Travel	  Costs	  (20%)	  
•  MarkeEng	  Costs	  (10%)	  
•  Supply	  Chain	  Costs	  (10%)	  

•  Revenues	  (12%)	  )	  
•  MarkeEng	  EffecEveness	  (15%)	  
•  Customer	  SaEsfacEon	  (19%)	  
•  Employee	  SaEsfacEon	  (20%)	  
•  Successful	  Product	  InnovaEon	  (18%)	  

Social CRM Payoff 
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Have	  you	  ever	  heard	  
conversaEons	  that	  
started	  like	  this?	  
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Where’s	  the	  info	  I	  
need	  to	  complete	  

my	  task?	  

Am	  I	  really	  the	  first	  
person	  with	  this	  

challenge?	  

I	  have	  a	  great	  idea,	  
what	  do	  you	  think?	  

Who	  in	  the	  
company	  would	  
know	  that?	  

Employees	  

Is	  this	  the	  latest	  
product	  info	  ?	  

How	  do	  I	  find	  
someone	  who	  can	  
help	  with	  this?	  

My	  customer	  can’t	  
wait	  and	  expects	  an	  

answer….	  

Isn’t	  the	  new	  
model	  /	  version	  
available	  next	  

month	  ?	  

Partners	  

What	  do	  you	  think	  
of	  this	  Company	  ?	  

Which	  product	  
should	  I	  use	  so	  

solve	  my	  problem?	  	  

I	  am	  not	  hearing	  
good	  things	  about	  
this	  company,	  you?	  

We’re	  considering	  
that	  Product	  for	  

this	  –	  a	  good	  idea?	  

Prospects	  

How	  Do	  I	  ….	  ?	  

Has	  anyone	  ever	  
tried	  to	  …..	  ?	  	  

Its	  not	  working.	  
What	  now?	  

What’s	  the	  best	  
way	  to	  …..	  ?	  

Members	  /	  Customers	  
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People	  are	  talking…	  
Are	  you	  listening?	  
Are	  you	  engaging?	  
Are	  you	  acEng?	  
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What	  is	  Social	  CRM?	  

Philosophy	  &	  business	  strategy	  

Technology	  plaVorm	  

Stakeholder	  
Engagement	  

Member	  
Value	  

Processes	  
&	  workflow	  

Trust	  &	  
Transparency	  
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What	  is	  Social	  CRM?	  

Membership	  
and	  

customer	  
management	  

Social	  media	  

Social	  
CRM	  



The	  New	  Era	  of	  Membership	  	  
Expecta(ons	  Changed	  by	  Innova(ons	  

Social	  CRM	  ROI	  

2/3/12	  

Cost	   Benefit	  

Make	  more	  
money	  

Reduce	  man	  
hours	  

Reduce	  
spending	  

Technology	  
investment	  

Man	  hours	  
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6	  Social	  CRM	  technologies	  

AMS	  
	  	   Social	  discovery	  

Member	  

CommuniEe
s	  

Email	  

CMS	  
SSO	  

PlaVo
rm	  
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Social	  CRM	  -‐	  Major	  themes	  

•  Social	  CRM	  is	  DYNAMIC.	  The	  technology	  to	  
support	  it	  needs	  to	  be	  equally	  so.	  

•  In	  the	  best	  scenario,	  technology	  is	  INVISIBLE,	  
playing	  a	  supporEng	  role.	  

•  Social	  CRM	  is	  100%	  possible	  with	  available	  
technology	  and	  a	  lible	  imaginaEon,	  provided	  the	  
COMMITMENT	  is	  there,	  top	  to	  bobom.	  

2/3/12	  

A	  few	  themes	  popped	  out	  at	  us	  over	  the	  course	  of	  conversaEons	  with	  associaEon	  colleagues.	  



http://www.youtube.com/watch?v=P2PMbvVGS-o	  



What’s	  your	  Engagement	  Business	  Model?	  
The Strategy!

The Three Cs…!
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The Three Cs!



Ø  Content	  	  

Ø  Empower	  

Ø  	  Events	  

Ø  	  Educate	  

Ø  	  Exposure	  

Ø  	  Commerce	  

The Strategy !
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The Strategy: Content !
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•  Jobs	  
•  News	  
•  EducaEon	  
•  Resources	  
•  Directories	  
•  Networking	  
•  Governance	  
•  CerEficaEons	  

The Strategy: Content !
“Nichify” – Engagement for a Purpose 



•  “Let	  GO	  and	  Let	  GROW”	  

•  Community	  Management	  

•  Evangelists	  /	  Champions	  

•  Boards	  /	  Commi[ees	  

•  Recognize	  	  
•  Reward	  

The Strategy: !
          Empower !



•  Social	  Sites	  

•  Hash	  Tags	  

•  Speakers	  

•  Bloggers	  

•  Communicate	  
Consistently	  

•  Displays	  
•  Daily	  Digests	  
•  “Tweet	  Up”	  
•  Prizes	  
•  Exhibits	  

•  Slides	  
•  Photos	  
•  Videos	  	  
•  Call	  to	  AcEon…	  

The Strategy: Events !
Before	  >>	   During	  >>	   A^er	  >>	  



•  Webinars	  

•  Tutorials	  
•  Knowledge	  Library	  
•  Allow	  Feedback	  
•  Sizzle!	  

The Strategy: Educate !
Sizzle and Supplement 



•  Shareable	  	  
•  Searchable	  	  
•  Spiderable	  	  
•  Subscribable	  	  
•  Publish	  (and	  bring	  back)	  
•  Widgets	  

•  Mobile	  

The Strategy: Exposure!
Take the purpose, RE-Purpose and get Viral 



•  Supplier	  Value	  
•  Targeted	  AdverEsing	  
•  Social	  Buyer’s	  Guide	  
•  Pay	  for	  Content	  
•  Web	  Membership	  

Sustain and Fund Value 

The Strategy: Commerce!



•  CMS	  

•  Community	  

•  Member	  Database	  

•  Social	  Media/Monitoring	  

•  Video	  /	  EducaEon	  
•  Commerce	  

•  Organize	  and	  Execute	  

The Tools !
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http://www.youtube.com/watch?v=3SuNx0UrnEo	  
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‣ Start Small (But Start!) !

‣ Research !

‣ Have a Strategy !

‣ Measure Results!

‣ Be Agile!

Words to Remember!
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What’s Next? !



Thank You! 
Let’s	  Stay	  Connected!	  

Facebook.com/SterlingRaphael	  

Twiber.com/SterlingRaphael	  

SterlingFX	  
	  
	  
SRaphael@Avectra.com	  
	  

LinkedIn.com/in/SterlingRaphael	  

Phone:	  (703)	  506-‐7000	  

www.avectra.com	  

	  

7901	  Jones	  Branch	  Drive	  
Suite	  500	  

McLean,	  VA	  22102	  


