


Ha cmeHy ape nHgopmaumm npuwuna
apa NoTpebuTtens

Age of the customer
Empowered buyers

demand a new level of
\ customer obsession.

\
\

Age of information "\

Connected PCs and \
: supply chains mean
' those who control

+_ information flow

« dominate.

Age of distribution .

v Global connections and *. . Contenders

‘. transportation systems ‘. 2 In(I:IIBllJVIdeBFeiieBE:JOOk'
' make distribution key. \ 'd i Y,
\ Amazon.com, Google, *~ and Apple.

Intuit, MBNA '

Age of manufacturing ‘\\

Mass manufacturing hY
makes industrial :

powerhouses successful. :
Walmart, Toyota, ,
o UPS, CSX 3
/\/qy \\\
Ford,RCA,GE, .
Boeing, P&G, Y
Sony R
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Megma

Bo3pacT 15-44
3aperncTpum-
poBaH XoTH Obl B

Bo3apacT 15-44
nocewjaet

. MUHUMYM pa3 B
OOHOW COLICETU -
97% Hepgento - 92%

Social networking, blogging and online community usage among 15-44 year-olds
100+
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% of respondents

J E F MMember ofany MYisit any 3y least oncga week R

16 Which of the following sites are you a MEMBER OF and which do you VISIT AT LEAST ONCE A WEEK?
111 Please indicate how much you agree or disagree with each of the following statements:
| have friends on-line that | have not met in real life

Base: OHNaMH Nosnib3oBaTenu B Bo3pacTe 15-44
* CCS data is collected online, which can lead to inflated internet/website usage %.
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CAVIaHbeIe

MUCCUNOHEPbI — aKTNBHbIE

o

nonb3oBaTenu v >

coumnanbHbIX CETEWN,
KOTOPbIM OOBEPAIOT
douneTpaymio
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CounarnbHble MUCCUOHEPDI

PerynsapHo =
e npocmarpu-
BaOT
KOHTEHTOM
R KOHTEHT B
o peHa-
AEHb - 11% neHTe -
67%

. A




KTO cambin
LEHHbIN
noTpeouTernb

CaMbIn rpOMK



JTyduwinm knneHT TOT,
Ybio Npobnemy Bbl
peLmnnu

customer care




Net

YBenunyeHue 3aTtpar oHnavH
Ha 67% nocne pekomMmeHgaunm

o4HKK: Buddy UK data







BHeLUHOCTb COOTBETCTBYET COAEPKaHNIO:
Nno3numoHnpoBaHne KoOMnaHmMn eaunHoO A4
I'IOTpe6l/ITeJ'IFI N COTPYOAHUKA
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IBontoums npoaBmKeHUs: push-pull-open

A

social

emotional

rational

push pull open
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MapkeTonorn ogrmKxHbl AoBepSTE
TEXHOMOrNYHBM KamnaHusMm,



[1na pa3paboTkm HOBbIX MPOAYKTOB MOUCK
rnyoboKMX NHCaANTOB U NOTPEDOHOCTEN
a(pPeKTUBHEE OMPOCOB HaceneHnsd

Invest in social listening

Identify latent needs



He bpesrynte u
cObITa, KOTOpbLIE
He NpuobbINb

CYIPOBa
HOCAT
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PocT Brand experience LEHTPOB




Social retail — 2012 must have
tobi {7} fashionista"

1-to-| shopping

Veivat Camahia Dress in Jowed

Carmrahia Drees 1 Jaws|

Price: $174.00
Recommendations Based On ltems You Like TOOLS
Print Marker & FAQ =
' ' ' ‘ Toke Snopshot @8 How To Video (8]
Aiexander Wang T oy Alexander Wang T by Aloxander Wang T by Vedvet frode Dress Micheol Stans e
Alaxander Wang Alexander Wang Atexander Wang in Wate Surplice Tank Dress ort Over

$87.00 $85.00 $95.00 $129.00 $77.00
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BepbynTe social media natives!

facebook

Ba by I &) NogobaeTbes! ]

poMaAckkui giad ' Did you mean Babies?

My6nikayil Apy3iB Ha L0 TEMY

EBred PagueHko nowupke a link,

The Rolling Stones - Anybody Seen My Baby
www, youtube,com

£ ] 1ndopranisn
& Friend Activity
[:] Nos'asani aonmcw
W Wikipedia

The Rolling Stones - Anybody Seen My Baby "Anvbody

Seen My Baby?" is a song by the English rock band The
Rolling Stones featured on their 1997 album Bridges ...

ﬁ MoaobaeTeea! * KomenTysaTth ' Moainutuce * 20 sepecHa o 18:45 + 14

8 997 ) KopucTyeady Olga Burenich ue noaobaeTeea,

ue cnogobanoce
HanucaTtw KOMEHTAp...

CTBOPHTH CTOPIHKY
MoCKap#MTHCE Ha CTORIHKY

B e . Anekcangpa CrpuakeBcKan NowKpHE CEoH BnacHy photo.

MoAdinMTHce ! e
CBITNWHM Ha CTIHI

That's my baby!
AoaaHo: AnekcaHapa CTpH¥EBCKan
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® .
NEHHOo
cornace
22%,
~ g-l Ckopee
cornaceH 46% _

WctouHuk: CCS, Aegis Media/GMG, 06beanHeHbI OTBEThI «OMNPEeaereHHO CorflaCeH» U «CKOpPee cornaceH»




[1lymante o KOMMYHUKaLUN
C KOHEYHbIM NOTpPedbUTENnem




KpeatnBoB MOXeT ObITb 20-50-100
N 3TO MOXeT ObITb HEegeLleBO

Ho adpdpekTnBHO

1980’e 1990’e 2000'e 2010e

1 coobLieHune Pa3Hble coobLueHus [MepcoHanM3anpoBaHHbIe Pa3Hble coobLieHus
Ans Bcex AN pasHbIX CErMeHTOB coobLeHnsa ansa pasHbix OIS pa3HbIX CErMEHTOB,
CerMeHToB KoTopble
obmeHunBaoTCa Mexay
cobon
A E G 1 s
M E D I A



KTo Kpyuye?

r Like

[i Share

i>

mm

oo

>0



Paid media drive eafned media
No women No Cry
No paid No earned . -




[TnaTtdpopma KOMMYHUKaALUK pacLUnpaeTcs
Shared media included
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TB — IHTepHeT — 0OHOBMEHHbIN Shazam




Listen to your heart: feedback

Wctoununk: CCS, Aegis Media/GMG, 06beanHEHbI OTBETbI «KaXKAbl 4eHb/MOYTU KaXKAbIN OEHb» U «HECKOMbKO pa3 B Heaemnoy,

MHTEpPHEeT-Nornb3oBartenm

[oTOBbLI
AennTbCS
penTtuHru/

0030pbI/OTKINUNK
n

65%

YuTtaror
penTuHru/
0030pbI/OTKNUK
n

76%
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NMOMHM!

Customer obsession JUEELTTUERTEIMEITTEEN | ¢

O6paTHas cBA3b BqEErar rebe xnuesiny

Data mining
CRM







[Tocne SMM 6yget CRM

(SMM ocTaHeTcda ogHOW 13 nnaTtgopm B3anMoaencTeusl)

Ponb anoxmtan-areHTcTBa USMEHUTCS

(cTpaTern-aHanmMTUKK)

BnusaHue koHe4yHoro notpebutensa oyaoet
N3MeEPUMO

(owyweHns dyayT oundpeHobl)
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