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n example of engagement

i @QantasAlrways

To enter tell us 'What is your dream
luxury inflight experience? (Be creative!)
Answer must include #QantasLuxury.TCs
gantas.com.au/travel/airline...

Retweeted by WillemSmit and 46 others
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#gantasiuxury - when the
passengers arrive beforethe \_

r/"'_ Tockout notices do

- A
. . #gantaduxury isa #gan y in
fhimphm hﬁ;m Qantas plane that Qantas HQ a middle-aged manager
an engine catching fre: actually flies isyelling at a Gen Y social media
\_ #qantasduxury \ expert’ to make it stop )
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We are'getting reports. ifelyy
all over the media' ‘'«

7

://www.youtube.com/watch?v=QTCwPIWzZnQ


http://www.youtube.com/watch?v=QTCwPlWzZnQ

@kelluvz

Kelly November 22, 2011 |3 Tweet |~ 163

Q’b
b L 4 4 4 4 4 »

Dear @QantasAirways Here is a picture that best describes #QantasLuxury (Now
gimme the Pyjamas) ...



There are two types of Engagement

The engagement brands want The engagement consumers
to have with their consumers want to have with brands (but
were unable to have BSM)



www.youtube.com/watch?v=D3qltEtI7H8



http://www.youtube.com/watch?v=D3qltEtl7H8
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But... it works!
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At best it can give

fuzzy momentibefc
with your.life.
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And when you come to'make '«

purchase de€ision, the fai t l 'R
afterglow of that momentmsg ‘

" just be enough™" |
A «

\i



B .
\F fou TALKkeD TO PeopLe
THe UAY ADIERTISING

TALKeD To feotLe THew )
PUNCH You IN THE f7ce .

o

Shualn
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THE GREAT THING ABOUT
ADVERTISING IS THAT
NOBODY TAKES IT
L'PERSONALLY

Shualn




There are two types of media
environment

World of the audience World of the individual
Low engagement, high reach High reach, high engagement
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Jerry-Ann Cotterill

Pampers, I can't find an email address for you but three of the
newborn size 2 nappies I've had recently (out of a box of 40) have
had broken tabs and I've been unable to use them. Slightly
disappointed as I've always used pampers for y children and never
had a problem before, dodgy batch?

Like * Comment - Y&

Y Pampers UK & Ireland Hi Jerry-Ann, we wouldn't expect this.
@ Could you give us a call so we can help resolve?
Thank you 0800 328 3281
22 hours ago - Like

F? \Write a comment...

Rachel Ward

Really disapointed with your active fit nappies! 3 days on the trott sinc
buying them my Ig has shit through the nappy on to her clothes all in
the space of 2 mins frm doing her buisness ruiend 3 sets of clothes.

Have bought pampers since she was born 6 months ago but now
going to huggies after this really disapointed with the quality of the
nappys

Like - Comment - Ye

' Emma Louise Wilson likes this,

Pampers UK & Ireland Hi Rachel, I'm sorry to hear you've had

this problem, it must have been upsetting for you and for your littde
one.

Sometimes it is about which nappy you choose, the main factor to
consider iz your baby's weight, but babies can outgrow the absarbency
0... Ses Morz

23 hours ago - Like

Rachel Ward Its the active fit that's the problem she's the correct
weight as I've just put her up to size 4

23 hours ago - Like

Pampers UK & Ireland I see. It might be easier to talk this

through in more detail on the phone Rachel, would you be able to
give us a guick ring? Its freephone from a landline 0300 328 3281

19 hours ago - Like

l: \Write a comment...

Kirsty Marie Hunter
Looking for a kandoo wipes box please.

Like * Comment * Monday at 2:47pm nez

d Pampers UK & Ireland Hi Kirsty, there's a 'buy now' button on this
page http:/fwww.pampers. co.uk/kandoo
23 hours ago - Like

Together we have the
power to help eliminate
maternal & newborn

tetanus

HELP NOW

Sponsored &/

1 Minute
Response APPLY

APPLY now! We'll get
back to you in 60 SECS
90,475 people like
Capital One UK.,

Pin Where You've

The average person has
only been to 17 cities.
Can you beat that?
Create your map.

E® Use Now *

Tom Granger used
TripAdvisor.

pampersuNICtopmﬁs S u m eIFwS e E gage m e nt

Linda Brown
To whom it may concern why is it so hard to get size 6 nappi...
&1 * 13 hours ago
Laura Common

Pampers nappies are so amaznng Iuse baby dry onmy 15m...

01 Q1

W59 Jerry-Ann Cotterill
3§ Pampers, I can't ﬁnd an emall address for you but three of t...
(53
Rachel Ward
Really dlsapolnted with your active fit nappies! 3 days on th...
1 B3 * Yesterdz

Kirsty Marie Hunter
Lnoknng fora kandoo vupes box please.

Kayleigh Mason
‘ Would ]ust like to say ur nappies are FANTASTIC!! :) Huggie...

More Posts ~

See Al



“@eurostar Train stuck at bxl midi
. for last hour.¥What’s happening?”
. Ll &
“@RichardStacy #eurostarnews
problem with power transmission -
. around Lille. http://bit.ly/0216YL |

for latest info
* i (& -

o Y

e,

“@eurostar Will now miss my
train home. Can you help me?
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END OF AN ERA Presidential Debate Fever Arrives WATCH: Paul Ryan Laments 'Media
Bias' In 2012 Election
THE B LO ( ; Featuring fresh takes and real-time analysis from James Franco Hillary Clinton
HuffPost's signature lineup of contributors Michael Moore Bill Moyers
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DONT PAY AT THE PUMPS

Bacon And The Art of Brand N
Engagement (in Social Media)

Posted: 11/23/11 03:49 PM ET

i

React» Amazing Inspiring Funny Scary Hot Crazy Important Weird

Social Media, Social Media Marketing , Brand Engagement, Companies Social Media, S
Follow > SuslalE e, SOl ke ] rENanoERg gement, Compan g e BOOK A TEST DRIVE
Customer Service , Eurostar, Media News

Last month a piece of bacon gave me the answer toa _
SHARE THIS STORY
question that has been plaguing me. The bacon in SOCIAL NE

oy Like | 4 people lke this. Sign Up to see uestion sat atop a potato salad served up on a Eurostar FOLLOW US

Q

Have an 3




aiderss — they know how to do it

By richardstacy February 10, 2009  Uncategorized One Comment

If you ever want an example of how to “do” monitoring and
customer service in the post-Gutenberg world take note of

Hey there! aiderss is using Twitter. [T what | have iust exnerienced | was sat at mv desk warkino
Melanie Baker February 10, 2009 at 4:01 pm Reply
Here | am!

Thank you for the compliments on our efforts. | never feel like | can keep track of everyone, but | do my best.

We do have alerts and various types of monitoring, but they're not as real-time as Twitter, and TweetDeck
really helps keep me connected to the community and potential community.

Thanks again for the recommendation and for the blog post. Feel free to give us a holler any time.

tool (rational support) | know like them as an organisation (emotional engagement) and have taken the trouble
to publicise my endorsement of them.

They will probably pick up on this bog post as well. Lets see if they do and add a comment.



The four engagement spaces
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Saying something supportive
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What is the
ROl of %
listening?

Value of the
contact

Value of
participatio






Value of participation

KachWachi has saved
Logitech $150,000 in ﬁ

call deflection costs achivvacni @
Distinguished Logi

Legend

Posts: 45,852
Topics. 239
Kudos: 903
Solutions. 438

Registered:
05-22-2006




One final reason

http://www.youtube.com/watch?v=q6i0Hjphvzk



http://www.youtube.com/watch?v=q6i0Hjphvzk
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An ad 1s an
answer to a
question that
no-one ever
asked



What engagement space are you
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SOCIAL MEDIA ARCHITECTURE

ABOUT ME VWHAT | CAN DO FOR YOU CONTACT ME

MARCH 1, 2013

BIG DATA: GOLD MINE OR FOOL'S GOLD?

(This was published in the print edition of Digital Age in
Turkey earlier this month. It also appeared as few days
later as a Digital Age blog post — if you want to read it in
Turkish!)

There is a lot of buzz about the concept of Big Data. But it
is really the potential gold mine that some are suggesting?

Back in July | was at the Marketing Week Live show in
London participating in an event organised by IBM. We
were looking at data and consumer relationships within
fashion retailing, using high-end women's shoes as the
example. The big issue fashion retailers face is that
everyone walking into a store is a stranger. The sales assistants know nothing about them, other than what they can deduce
from their appearance and any conversation they can then strike-up. We therefore asked ourselves the question: how might it
be possible to use data from the digital environment so that potential customers were no longer strangers? How might we be
able to create a digital relationship so that when a potential consumer walks through the door the sales assistant would be able
call-up this relationship history and pull this on-line contact into an off-line sales conversation? One of the IBM analysts put it
thus, “we need to be able to identify the exact moment a potential consumer starts to think about buying a new pair of shoes,
identified from conversations they have with their friends in social networks and be able to then join those conversations”.

VWelcome to the world of Big Data. In the world of Big Data it is theoretically possible to know as much about your consumers as
they know about themselves: to be able to anticipate their every thought and desire and be there with an appropriate product or
response. It is a world of ultimate targeting and profiling Continue reading —
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