
Welcome!

The Social Web
Turning Social Marketing into Profit for Your Retail 

Business



You Don’t Need a Social Media 

Strategy

Most of us are 

asking 

the Wrong Questions



The Social Web

How the social net is affecting the way we 

gather information

Where to find your customers on the social 

web.

 3 primary social media strategies

 4 key elements to successful social network 

marketing

The hidden pitfalls of social marketing



Socializing Online Is NOT New

Web 0.1 

Telnet and 

IRC Chat

Web 1.0  

Email, Search 

Engines, Chat 

Rooms & 

Forums.

Web 2.0

Social Web –

fully 

functioning 

online 

communities.



The Traditional Media Model

What

Where 

(Media)

Marketer You / Your Store

TV
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Phone
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Print & 
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Internet
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The Modern Media Model



A Slightly Less Chaotic View

Your 

Business

Your 

Customer



2 Fundamental Social Changes

EVERYONE is a journalist.

The Web has become the ubiquitous 

source of all information about 

everything.



2 Fundamental Social Changes

You might lose a customer without even 

getting the chance to say hello.

BEFORE ever visiting your store:
 Search for information (Google, BING)

 Ask for opinions from online “friends” (Facebook)

 Compare prices (Shopbot)

 Check out reviews & ratings (Yelp)

 See what the market has to say (Youtube, Facebook, 

LinkedIn)

 Check out your website.



2 Fundamental Social Changes

Every customer has the potential to 

influence your revenues for a long time 

to come.

AFTER ever visiting your store:
 Share the experience – especially if it’s poor (Facebook, 

Twitter, Review Sites, personal blogs, youtube videos).

 Post to YOUR Facebook page, YOUR blog, and direct 

message to YOUR Twitter.



http://www.youtube.com/watch?v=5YGc4zOqozo


United Breaks Guitars

Cost to replace Dave Carroll’s Taylor Guitar -

$3500 US

Cost to NOT replace it:

$180,000,000 USD as of AUGUST 2009

10% Drop in Share Price, International Media 

Attention, & a total of around 30,000,000 Youtube 

Video Views



Canada is Connected!



eCommerce Spending is Growing



Where Are They Lurking



3 Primary Strategies

1. Listen to the 

conversations.

2. Participate in 

existing 

communities.

3. Start an online 

community.



3 Primary Strategies

Listen

1. Marketing or 

owner.

2. One person, part 

time.

3. Respond if 

appropriate.

4. MUST have a level 

of personal 

maturity.

Participate

1. Assigned 

resource.

2. Allocate time 

daily.

3. Subject matter 

expert.

4. Level of 

autonomy to 

act quickly.

Own

1. Team of 

individuals.

2. In-house & 

outside 

support.

3. Long term 

commitment.

4. High level of 

skill.



5 Critical Questions

1. How  do we engage 

Interaction?

2. Can we Integrate our 

online community into 

the fabric of our culture?

3. Where is the Finish 

Line?

4. Who’s on First?

5. What is our Exit 

Strategy?



4 Key Elements to Success

1. Be Human.

2. Be Consistent.

3. Contribute before 

taking.

4. Take Responsibility.



Be Human

 Authentic

 Real

 Believable

 True to your personality.

 Don’t sound like a corporate schill.



Be Consistent

Find a frequency of participation that you can 

maintain.

Then maintain it.



Contribute Before Taking

“Buy this. You’ll love that.” 

Pure sales messages are nothing more than a 

cheap flyer – they undermine your brand and 

don’t work over the long term.

Focus on building goodwill not direct sales and 

the selling opportunities will present 

themselves.



Take Responsibility

When you screw up (you will)

 Admit it. Without making excuses.

 Apologize for the impact of your mistake on the 

offended party.

 Offer to make it right. Then do so. 

 Move on.

And do as much of that as possible in the same 

manner as the problem was first mentioned.



Facts to Live With

You no longer control the conversation. 

High School wasn’t so different from real life 

after all.

The world is watching.

http://www.youtube.com/watch?v=RxPZh4AnWyk


Thank You!

Paula Skaper

Kinetix Media Communications Ltd.

www.kinetixmedia.com

(604) 629-5250

Questions?

http://www.kinetixmedia.com/

