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CGM: What Is It?
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= A diverse and fast-growing body of online content that is
expanding into multi-media formats

Social Media/CGM2 Wave
wgmyseace.com. IR TubE)

F del.icio.us

Micro-community
sites

Ratings &
Review Sites

flickr
facehnnk
, WCRevver

\\ BIOQFP
Interpet

Feedback
Portals

—= - -
piscugsion studios
This CGM approved ™ A,
Forums by Pete Blackshaw :
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V-EGOS CURRENTLY VISITING: o414
CURREAT CAPRCITY: ZE00

register now

yes, we're open

Usenet @

Newsgroups —]
You could create Frito-Lay Bowl ad

Updated 2/14/2008 1:16 FM ET E-mail | Save | Print | Reprints & Permissions | Subsoibe to

By Theresa Howard, USA TODAY

The Engagement / Co-Creation Wave
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Everyone is Creating Content These Days

73% Online Consumers
Are Content Creators!

O Rev/commented on brand/company blog

B Provided email feedback to company/brand

O part in online product rating

B part. In online community/message board/forum

@ Reviewed online comments/ratings while researching products
B Forwarded something found on internet

M@ None of the Above

i .
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Why It Matters!
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Reason #1: CGM Is Linked To Trust

“Indicate your overall level of trust in the following forms of advertising.”

Recommandations from consumers
| Brand Web sitos
Email | signed up for

Consumear opinions postad anline
MNewspapar

Magazine

=

Radio

Brand sponsorships
search angine ads

Ads bafore movies
Product placemants _
Online banner ads

Text ads on mobile phones

. Trust "somewhat" . Trust "completely”

a!II

20% 40% 60% 80% 100%

Base: 470 responses recruited from PlanetFesdback.com members,
Source: Forrester Research, Inc, and Intellisesk.
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Reason #2: We Know CGM Links to Behavior

Virtually every research company finds that consumers trust CGM and
word of mouth far more than any other information source...

Which factors make you most TRewebse e, 8%
comfortable purchasing a —> Advertisement 15%
product? Newspaper/Magazine recommended it 22%
WPP g
Best source for advice on a JTelevision 21%
new product: . NewspaperMagazine 26%
Yankelovich _Info services (e.g. Consumer Reports) 35%
Another consumer 67%
Among best sources for new L 2005
ideas about products: ., Editorial 47%  Ediorial 40%
GFK/NOP Advertising  53%  Advertising 50%
Word of Mouth 67% Word of Mouth 92%
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Reason #3. CGM Audits & Explains Brands

= What triggers conversation? What can you control?

|
- | Brand Communities | | Brand Websites |
Complaint/Feedback |

Info-mediaries Ratings/Reviews - Contact-Us
| 9 | ||Customer Service | Contact-Us

| Boards, Forums | |Email — Opt-In| [Paid Search|

|
| Consumer Blogs| [ RSS | [ Human Touch |

Brand Blogs |

| Co-Creation: Extreme | | | |
O' m i Brand Search
i n-Demand Video
|Organ|c Search| | I |

| Product Quality 1 Co-Creation: Limited [——
| Direct Mail| | Print Ads |

| TV Advertising |

| Ads Before Movies |

| Email - Spam |

| Stealth Marketing | [Shilling]| | Splog | | Tel Solicitation |
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Media that Keeps on Giving...or Punishing BuzzMetrics

Branded “Event”
Other (affiliate, etc.),

Satisfaction Dissatisfaction Ad Stimulus 22%

Speakers
Boards & Review & || MicroSites Social Consumer
Forums Ratings Forums Networks ge”efatggrycome”t'
0

Corporate content,
18%

.

Media content, 12%

Expert content, 22%

r )

Search Forum, Board Watercooler :
[ Engines ] [ Pre-Shopping ] [ Curiousity ] ‘]uplter ResearCh
26% of top search results for
Seekers world’s twenty largest brands is
Consumers, Media, Analysts, Regulators, Lawyers, Competitors Consumer-genel’ated,
—
I © 2006 Nielsen BuzzMetrics, a subsidiary of the Nielsen Company 12



:\: Nielsen
BuzzMetrics

Web |mages  Groups  MNews

G%ie s

Fersonalizie

IAMS Smart Puppy Formula
whnwy. lams. comfsmartpuppy DHA-Enhanced. Give Your Pupp
Learn Mare at IAMS

1 298 results stored on your computer - Hide - About

,fo oearch Hesults: iams - Search Results: iams 01 322 2
- PlanetFeedback Administra.. - topic 1D 278245 lams com

lams-quality dog and cat food-pet care products What if half the store shelf
lams Company miggion is to enhance the wellbeing of dogs and o = “ ’ - ”
world-class guality foods and pet care products. Sa.|d, Don t TOUCh ThIS?

worrwy Tams. com/f - 5k - Cached - Similar pages - Bemove result
...............................................................: WEI” Send '\.III'I:”-Il'||:|'."\.lll'earlS Suppl}l’ |:|f

lams Cruelty lams Fet Food Free. Sign Up Today
Tell lams and P& that you won't be buying lams for your animal companions until waete, YourBillsPaid. com

they stop conducting nutritional experiments on cats and dogs.

wonew famiscruelty. com/ - 35k - Feb 12, 2006 - Cached - Similar pages - Remove result

Euy lams Froducts

Great Selection - Get 5% back
Free shipping with minimum purcha
wany. drugstare. com

o IAMS and animal testing

IAMS  the pet food company owned by Procter & Gamble, carry out horrific animal
experments.
woewr. uncaged. co.ukfiams. htm - 16k - Cached - Similar pages - Hemove result

Euy Pet Food at FETCO

Frermium Pet Food for Dogs & Cats
YWalmart.com - Free sample of IAMS® Savory Sauce Sawp hin nn eversthing for wnor net
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Advanced Search
Freferances

|[ Search

GO Ugle [kendll jacksan

Web

Personalized Re

Tacto ~fF s Tt S mmmrma

Kendall Jackson Vineyard Estate -
Acclaimed Kendall Jackson wines from Son
wine sales, winery tours, events and tastings.
waneny k. comy - Bk - Jul 16, 2007 - Cached - 5|
WWines - waanar k. combnine s
Contact s - wwnw k| comicontact/
otature Red Table Wine - s k] com
Wine Center - wy. kj. comivisitiwing-e
More results from weew ki com s ®

Kendall-Jackson Vineyard Estates -
Join us for Kendall-Jackson's Annual HE|rI|:n:|
vegetable-or is it a fruit? .

whatwykj. comieventsitomato-festivalf - 9k - Gac

...>

Kendall-Jackson - Wikipedia, the tre
Kendall-Jackson is the original brand narne
Jackson family in Lakeport, Califarnia in the 1
enwikipedia. orghwiki'Kendall-Jackson - 16le

Compare Prices and Read Reviews o
Epinions has the best comparison shopping ir
Compare prices from across the web and rea
whird 2pinions. comAddk-Wines-All-Kendall )
Cached - Similar pages - Note this  eeopp .

Kendall-Jackson closing noted Wingr

Silicon Yalley f San Jose BEusiness Journal Jackson Yine Estates ...
Kendall-Jackson YWine Estates, Ltd. Executives. Barbara R Banke Chm & CEQ. John Grant
Pres. George Rose WP-Pub Rels. John Bridenball Exec %P-Fin & Admin ...

wawwe. bizjournals. comdsanjose/gen/Kendall-Jackson_

Wyine Estates BASBBE1856294DA282A55017230EG7ES html -
Cached - Similar pages - Mote this

29k -

Kendall Jackson Yine - Gifts, Flowers & Food - BizRate - Compare ...
Buy Kendall Jackson Wine from Gifts, Flowers & Food stares. Campare prices & shup:
online at BizRate. Check store ratings heﬁ:ure you buy Wine.
v hizrate. comfwinefwinery--kendall-jackson/products

Jul 14, 2007 - Cached - Similar pages - Mote this

att247 082--297461- html - 180k -

Wine of the Weelk Kendall Jackson Vintner's Reserve Chardonnay ...
Wine of the WWeek: Kendall Jackson Vintners Reserve Chardonnay 2005 (CA) $10, Wine,
The Kendall Jackson Yintners Reserve Chardonnay is a delicious ...
wine. about. comdbdaf2568981 htrm - 20k - Cached - Similar pages - Mote this
CSRwire com - Mews from Kendall - Jackson Wine Estates: Kendall ...
CoRwire.com - Corparate social responsibility News from Kendall - Jackson Wine Estates.
woaww. cerwire. com/PressRelease. php?id=5936 - 24k - Cached - Similar pages - Mote this
A Winemaker Kendall-Jackson Fraud Suit Dismissed - Topix .
Jackson -- who is founder of the Kendall-Jackson ineyard Estates in Sonoma County -»
filed the suit in Movernber of last year, claiming four men conspired ...
wewrw topix. netiwine/2007 /07 foa-winemaker-kendall-jackson-fraud-suit-dismissed - 37k -

®oeoooeopocooooo

Kendall-Jackson will closed its Chateau Dig

..@ng;w;w...‘...‘.........‘...........“...‘....

the company's eponymous founder, got his st

waneey. Bizjournals. comdsanfrancisco/stories2005/01/03/aily4 2 html -

Cached - Similar pages - Mote this
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Can CGM Be Measured?
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Questions CGM Can Answer

= How do consumers feel about my brand...right now?

= How many are talking (volume), and who'’s being impacted
(reach)?

= What issues are being discussed? What trends are coming?

o Who's talking and where, and are they influential? Does
there influence spill over to offline influencers.

o Can linfluence, control, or manage word of mouth?

o Did my marketing engage, resonate or “echo” with
consumers?

I © 2006 Nielsen BuzzMetrics, a subsidiary of the Nielsen Company 16
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AMALY SIS TOOLS SEARCH SHOWCASE

ABOQUT

TOP BLOG POSTS

1 hittp:fads.blogdrive. comfadclick.ph...

2 oCREENEPEP2.. Tl
FSPzoo0 [ BhE ) : Gizm...

3 F0 RERE s [ B &
BRI

AME- B TATEESTTRT R
TR IR i

5MF 0 LEREEL €75 AF
| U-20

TOF VIDEOS

1 *ouTube - Wil 1t Blend™ - iPhone

2 "ouTube - Beer Bottle Breaking
Tuta...

3 vouTube - BAFLVEF

4 vouTube - FFEI4FTL £
FIFOREEORS A

S ouTube - Aol Lawigne - Girllfrien...

Search the blogosphere:

[Advanced ] [Help ]

|Er|ter kenywword(s) or URL

|(Guj

Take the BlogPulse Tools for a spin:

2

Trend Search
Create your
o graphs
plotting blog
bz for
zearch terms!
o E

S

)

Feature«d
Trends

Wite did the
trend search
O rls for woul
Check out
popular
iterms! Go =

—

Conversation
Tracker

Followy the
trail of a story
hetweaan
hloggers!
o=

£

BlogPulse
Profiles
(Beta) Get a
deeper view
of your
favorite sites
and authors.

G =

BLOGPULSE LIVE July AT, 2007 10:15

% of Posts by Topic (ET)
0700 0g:00 05:00 10:00

WDiasry WMarmas  EMovi=sTV Folitics mSports

£2006 BlogPulse

BLOGPULSE STATS

Total identified blogs: 52 531 923
Mew blogs in last 24 hours: af,254

Blog posts indexed in last 24 hours:
579,140
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CGM Ramifications
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= Consumer Insights

= Search Engine Optimization

= New product launch tracking

= Media Negotiation (including spokespersons)
= Message Optimization

= Influencer Management

= Website, Blog, CRM Optimization

= Organizational Change / Motivating Management
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= Consumer Generated Media: The fastest growing media is that
which consumers create, shape, and share themselves.

= Holistic 360 Listening: Brands must be attentive to what the
consumer is saying from all expression venues

= Continuous Conversations vs. “Time Stamps”: Conversations are
fluid, and provide deeper context and meaning than “time-stamps”

= Beyond Loyalty: In this new age of word-of-mouth and CGM,
customer loyalty is simply not enough. Advocacy is everything.

= Call-Center as Profit Center: Powerful new ‘listening posts’ are
emerging in companies.
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