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KINAMU - ein Unternehmen stellt sich vor

kinamu { English: agility } { German: Agilitdt, Gewandtheit, Beweglichkeit }

KINAMU entstand Anfang 2007 und konzentriert sich auf die Bedurfnisse
mittelstandischer Unternehmen und stellt diesen mal3geschneiderte ERP-
und CRM-Business-Ldsungen mit geringen, klar kalkulierbaren
monatlichen Kosten pro Arbeitsplatz zur Verfigung. KINAMU wurde
mehrfach fir seine Losungen und seine Leistungen ausgezeichnet.
KINAMU ist SAP Gold Partner, zertifizierter SAP Hosting Partner,
als auch Gold Partner der Fa. SugarCRM Inc.

e
=h,

< KINAMU Business Solutions AG = KINAMU Deutschland GmbH

- Firmensitz: Schwechat , Osterreich - 100% Tochter der KINAMU Business Solutions AG

- gegruindet: 2007 - Firmensitz: Miinchen, Deutschland
- Anzahl Mitarbeiter in Summe: 25 - gegriindet: 2007

< KINAMU Middle East

- 100% Tochter der KINAMU Business Solutions AG
- Firmensitz: Dubai, UAE
- gegrundet: 2009
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KINAMU - ein Unternehmen stellt sich vor

KINAMU - IHR UMFASSENDER PARTNER FUR
LOSUNG, SERVICE & SYSTEMBETRIEB

Wir verbinden, was
zusammen gehort.

Get SOCiﬂI W SUGARCRM. £

« Consulting
+ Entwicklung
* Schulung

« Support
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So vielfaltig, wie lhre

Bei uns steckt mehr drin.

Anspriiche.
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Unsere Kunden
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The 10 Golden Rules of Social CRM

Tom Schuster
General Manager
SugarCRM Europe, Middle East & Africa
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Paid-for daily newspapers

Change: ™™™ 2> . Newspaper Circulation

By country
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Selected countries
Average circulation 2005-09, % change

United
Britain States Germany an Japan Austnlia

-15.9 -13.3 -8.3 4.2
e ‘

6.1 104 20.7 39.7

South China Brazil India
Africa
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Social-media penetration
% of population, 50 ,
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Change: Egypt’s Facebook Revolution

T ——— L

!53\%@9 Facebiosl.
®b® @9’ aga‘mst eve::yu{;l‘

Wik~ a

GetSocial PETTCC *




Change: Occupy Wall Street Revolution

- I

KINAMU



Change: Accelerated speed to going Critical

Television Electricity

New Trajectories
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Percentage of Users




Change: Facebook rapid adoption

facebook
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Change: Social Evolution

assigned ' ‘
deporfments S E \ m ﬁ everyone
company defined \ customer defined
process process
business * ‘ customer sets
hours the hours
defined customer-driven
channels dynamic channels
transaction f DS P m QE A= ED e ot
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The New Rules




Rule #1: You Are Not In Control

7 KINAMU




Rule #2: People Connect with Companies

Lead Channels of Growing Importance

oo Inbound

m Direct Mail

50%

N Permission

® Email Marketing

- Customer-Driven

20% m Blogs/Social Media
10% ® SEQ (organic / natural search)
0% - ® PPC (paid search / AdWords)

Question: Which sources of leads are becoming
MORE important to you?

Outbound
Interruption
Vendor-Driven

W Other

Lead Channels of Decreasing Importance
50%

B Direct Mail

40% -

W Trade Shows

® Email Marketing

30%

B Telemarketing
20% -

® Blogs/Social Media

. W SEQ {organic / natural search)
O |

u PPC (paid search / AdWords)

10% -

0%

Question: Which sources of leads are becoming LESS
important to you? W Other

Get Social  [PETICE EEH




Rule #3: Conventional Marketing is Declining

G Conventional Marketing (big ideas, big bang launch, big budgets)

adijust campaign

big strateqy s @ Wezs”e
ads
etc.

focus groups big launch

measure

new

o —
insight

big strategy

e Unconventional Marketing (micro strategies, big insights, rapid iterations)

adjust
insights plan insights Y
o design g | insights/‘ oy @ -
\ / launch | . adijust ‘ plan ®  little strategy
measure _ = @ : design Pena
| ‘ _ little strategy ~—_ .
little strategy measure

iterative cycle : ’

© David /7 A darma d.c : .
Dav rmano armano.typepad.com learnlng curve iterative cyC|e Iearnlng curve

L]
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Rule #4: Target Stages in the Decision Journey

THEN THE FUNNEL METAPHOR NOVV THE CONSUMER DECISION JOURNEY
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INSTEAD OF FOCUSING on how to
allocate spending across media,
marketers should target stages
in the decision journey.
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Rule #5: Adjust your Marketing Spend

Growth of Marketing Spend Over Next 2-3 Years

m Decline mGrow
-100% -80% -60% -40% -20% 0% 20% 40% 60% 80%

5% [ 7o
1100 [, 6476
-5% [, G0

Social Media
Digital and Online
Public Relations

Direct Marketing % I 5:
Data Analysis 5% [ 5o
Marketing Collateral -14% - yes
Paid Search a0 I /:
Events 9% I 50
Print N -6

vand Radio I <

Out-of-Home 350 -

Source: Booz & Company’s B2B Marketing Survey 2010
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Rule #6: Customer Service IS Marketing

(:?raCkSpace B Start a Chat Send an Emal &3 Sales: 1-800-961-2888 n

HOSTING

clouHosTiNG | EmalLaapps | CLOUD BUILDERS
Hosting Solutions Why Rackspace Partner Program Information Center Blog Community Hosting Knowledge

lg\ a\ﬂld'

ALL BACKED BY

FANATICAL
su PPORT® CLOUD HOSTING

It isn’t just what we do. ’ hosting, supported 24x7x385 by Cloud hosting
It’s really what makes , : \ [ VB More about Cloud Computing
us, well, us. J ~ New: Managed Service Level Now Available

' | AN/ B EmAIL & APPS
Find Out More b ¥ _f \ : B Business class hosted exchange & email hosting
: for companies large and small, managed LEARN
_TDﬂ 1 24x7x365 by our email specialists.
v . , More about Email & Apps
RAC%R
since: 2,000

managed 24x7x365 by certified hosting experts. E¥3.Gi
More about Managed Hosting or a Dedicated \lans
Server

MANAGED HOSTING
. Customized dedicated server configurations, fully

3 Hosting §
4 Colukiows

SALES QUESTIONS? .
5"“—"+ PRI B THE WORLD'S LEADING SPECIALIST IN THE HOSTING & CLOUD COMPUTING INDUSTRY

g SUGARCRM.
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Rule #7: Customers listen to customers

Once You Hit Critical Mass

Subscribers

Get Social
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Rule #9: Measure, measure, measure

How likely is it that you would recommend this company to a friend or colleague?

6543210

Extremely Not At
Likely All Likely

Net

PROMOTERS NN DETRACTORS

Promoter
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Rule #10: The web rules: don’t fight it

Sydney restaurant replaces menus with iPads

http://www.redmondpie.com/sydney-restaurant-uses-ipad-as-a-menu-card/

Get Social

M SUGARCRM. £
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Messung von Facebook ROI durch Social
Media Analytics

Rupert Schaffarz
rupert schaffarz@at.ibm.com
Smarter Commerce, IBM Osterreich
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smarter sSoftware

. Smarter software for a smarter planet

o
E'E smarter
Q £
o I B M S smarter planét
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a = s %
= B b —a g
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mailto:rupert_schaffarz@at.ibm.com

Agenda

®Messung und Verwendung von Social Media im
Marketing

® Social Media Investitionen und deren ROI
® Seton Hall University — ein Social Media Fallbeispiel

®|BM Coremetrics Digital Marketing Optimization Suite
und Social Media
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Das Zeitalter des ermachtigten Kunden

Customers now have Social networkingand © Customer

unlimited access to mobile commerce of
information and can have dramatically service, price and .

it changed delivery are soaring. Get it now or
with the world

go elsewhere!

O o O
o0

° ©

155 million 75% S93 billion

Number of tweets sent Percentage of people who
via Twitter each day believe companies don’t tell

the truth in advertisements
GetSOCIaI 8 SUGARCAM. & =

Amount in sales missed due
to out of stock inventory

KINAMU



Network Recording Player - Leveraging Social Media Analytics to Measure Facebook ROI

File View Info Help

Meeting Number: 532 355 355 Date: Tuesday, March 30, 2010 | Time: 7:04 PM, Local Time (GMT +01:00)

Social Media Investments

Relentless Marketing

3\:&\9“‘! A

v —
o

Key Business Objectives

@ 2010 Coremetrics Robert Brosnan @brosnaro Boaz Ronkin @boazronkin

@metﬂcf
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Network Recording Player - Leveraging Social Media Analytics to Measure Facebook ROI

File View Info Help

Meeting Number: 592 359 359 Date: Tuesday, March 30, 2010 | Time: 7:04PM, Local Time (GMT +01:00)

Social Media Analytics # Data Overlay

Budget

" ] D e Allocation
Marketing
Mix
4 \ © 2010 Coremetrics Robert Brosnan @brosnaro Boaz Ronkin @boazronkin @metrics

] (W] ) =—] ®
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Network Recording Player - Leveraging Social Media Analytics to Measure Facebook ROI

Fle View Info Help

Meeting Number: 592 359 359 Date: Tuesday, March 30, 2010 | Time: 7:04PM, Local Time (GMT +01:00)

Social Media Analytics Needs Attribution

Core metrics ‘ Amalytics

Understand visitor behavior

Home Dashboards m Content Analysis Scenario Analysis Profile Mining Custom Reports Adm

Channel Summary A high level view of every possible referral source for all of your site traffic.

' Full Report l Trend Rows 0 selected (10 max) PHR=EO
A [1/17/2010 - 1/23/2010 9| [Multiple Attribution Logics™ ]
[ Manage Vendor Channels )
Events Events Events Events Events
Channel Rl 4= KLl 4= Rl 4= iR 4= Bk 4
O [ Totals 28,464 28,464 28,464 28,464 28,464
O '@ [ Email . 18,710 18,623 18,630 18,256 18,195

209 205 197 196

[0 (&) E] Natural Search

O @ [ Referring Sites 1,718 1,686 1,609 2,302 2,287
[0 [l oirect Load ‘ 2,752 2,861 3,026 2,752 2,861
5 ’ © 2010 Coremetrics Robert Brosnan @brosnaro Boaz Ronkin @boazronkin @metrics‘

DI et B
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Network Recording Player - Leveraging Social Media Analytics to Measure Facebook ROI
File Wiew Info Help

Meeting Number: 532 355 355

Date: Tuesday, March 30, 2010

Time: 7:04 PM, Local Time (GMT +01:00)

Social Media Done Right

Marketing
Objective Obijective
* Increase ad

* Increase
revenue registrations

Success
Metric

Marketing
Channel
* Conversion

* Social
events

media

6

© 2010 Coremetrics

Robert Brosnan (g

Boaz Ronkin

@metric:
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How has your company invested in Facebook
thus far?

H Developed Facebook application
and/or many custom pages

# Developed one or two custom pages

W Advertised on Facebook

# Maintained a Facebook fan page

GetSocial PEEEy



What is your most important metric for
Facebook?

H Website sales or conversions
influenced by Facebook

E Total website visits influenced by

Faceboolk

M Total Facebook fans

M Total Facebook fan page visits

Get Social [ ry—
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How important is it to track indirect (view-
through) traffic from Facebook to your website?

M Very important

#Somewhat important

M Matural / not sure

M Low priority, a nice to have

M Mot important at all

Get Social  PErTC = "5



Beyond Facebook, what is your most important
social channel?

H YouTube

® Other social networks

W Widgets and Rich Internet Applications

d Blogs

d My Micro-sites

Get Social [[HEPREEE. T o



Uber Seton Hall Universitat

® South Orange, NJ
® 10,000 Students
® 80,000 Alumni

=== @ 150+ Undergraduate and
gy Craduate Programs

Get Social PEEEy
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Kunden Lebenszyklus

Acquisition Cultivation
1-30 days 0.5 - 3 years
Yield

5 6-10 months
Retention )

Engagement
Hopefully Long

Get Social ey,
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Early Social Efforts

2007 Commencement: After the Ceremony - a set on Flickr
7215’ [5]

fl = k . Signin Help
[ [ o [{ gimvn—"
Home TheTour SignUp  Explore [Foarch Son FaT Urversiys o Search

Seton Hall University > Collections > All University Events > C: > Commencement 2007 lalalel YouTube = sebonhall’s:Channel =
SF\W 2007 Commencement: After the Ceremony = (e ) O R A ) (1P ) [z nep:/fwww.youtube com/setonnall

ity Thumbnalls  Detal 1 comment

(M Tube ][ searen et

Home Vidoos Channels Shows Subscriptions  History | Upload

Seton Hall University | o,y m Uploads  Playlists

onhairs Channel

Uploads (232)

i

Why Give?
12 views - 1 week ago

images of graduates and their familes
following Seton Hall Universay's 2007
Commencement Exercises

Continental Airines Arena
May 7, 2007 48 viows - 1 wook ago

Beyond Our Gates: Your
N

S UNIVERSITY s

so0al

§ Contor for Global Education (6)

» @ 003/046 o 53

‘Name Seton Hai U
Location South Orange, N

§isy shupirate s

e offical Twtter
accaum of Seton bl
sy,

2 m w
That's you! 3 s otoung falomers g

Twests u

flickr: 2007

facebook
m Seton Hall University is on Facebook.

Sign up for Facebiook to connect wath Seton Hall Uswversiy.

Info © Comments « Favorite - Share <+ Playlists * Flag

Seton Hall University

YouTube: 2008 T ——

UNIVERSITY

Souen Orange, N, 7079

o731 7619000

Facebook: 2009
XK

KINAMU
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Strategic Implication: Brand

® Authentic, Personal, Responsive

® Relationships and Cultivation
® Combat Perceptions

Stereotypes, Scandals

Get Social
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A Second Look at Facebook

facebook Find People and More

Seton Hall Class of 2014
Wwall Info Photos Discussions Boxes Events » + GrOWth

Home Profile Account ~

Create an Ad

‘What's on your mind?
NJEA Members x

Attach: §] e 48 Everyone + m‘ Save! L

@, Options
Danielle Small i sent in my FAFSA thing in early february, when
will i hear back about financial aid? or how can i make sure it got

Edit Page I there?

Promote with an Ad 5 hours ago - Comment - Like - Report Educators save an average

of $373 /year on auto

Jasmine Bagner Hi I'm visiting today, | was wondering where do | insurance. Find out how
much you can savel Call

866-704-8614
£ Like

Add to My Page's Favorites

Suggest to Friends have to go to sign it?

Remove from My Page's Favorites Yesterday at 11:23am - Comment - Like - Report

Cassie Konecny im going to visit tomorrow for the accepted
nursing majors...50 excited! Citizen Active x
Fri at 7:47pm - Comment - Like - Report

Seton Hall University 4
Home for the Mind, the Heart

and the Spirit.

http:/ fwww.shu.edu Janay Taylor Cant wait to see what Seton Hall has in store for
me:)

Crzen
Fri at 7:09pm - Comment - Like - Report ACTIVE
Information &
. . . A documentary devoted to
Founded: Wallace Q. Weaver | just received a Full Scholarship to go here! remarkable p:’;ple
1856 50 pumped! working in New York for
Fri at 6:26pm - Comment - Like - Report important change. Click
now to join the
Insights Y Solinda Keth likes this. conversation
'a:l, Become a Fan
See All Write a comment...
31_9&:’&&* RNtoMSNin¥%  x
Kendra Sciortino I'm coming to visit Monday. I'm so excited! :D Time
104 Interactions Thu at 10:38pm - Comment - Like - Report e
This Week A
v
Insights are visible to page admins only. [ 4

GetSocial PEEEy
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New Visitor
%

FINDING 1: SOCIAL SITES DRIVE A HIGH PERCENTAGE OF NEW
VISITORS

Get Social




FINDING 2: FACEBOOK VISITORS ARE HIGHLY ENGAGED ON SITE

Get SOCial W SUGARCRM.
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Facebook Besucher kehren haufig zuruck

Facebook 3.6
E-mail 3.5
Twitter 3.3
Referring Sites 2.8
Natural Search 1.7
Paid Search 1.6

30 day Backwards Looking First Click Sessions

Session Loyalty =

Sessions Same Session

Get Social . IEM
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Facebook Besucher sind motiviert zu
konvertieren

Conversion Efficiency

Direct Load
Referring Sites
Natural Search

Marketing Programs

Facebook Referrals

. . Event Completing Sessions /
Conversion Efficiency =

Sessions

— —— —

Get Social
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SETON HALL UNIVERSITY - -

"

Paterson Bergen

Morris;

New York

{ . Seton Hall University' Hudson

Nev?ark' / o) jerseygity 3 .\» Queens

New York

‘o) Eli;abeih
Kings

Richmond
Somerset 2 : -
Lo Edison 4 o
vy

8- . ‘ —~
Data $10,NOAA, US. Navy, NGA, GEBCO le
: , $©2010 Google ““’(1008 €

y % Image © 2010 New York GIS
lat 40.742954° lon -74.247584° elev O ft Eye alt  50.00 mi

FINDING 3: FACEBOOK Besucher sind mehr “lokal”
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Referenzierende URLSs

Feb 1, 2010 - Feb 28, 2010 [

@cEIY=

m Bubble () Pie
:.:95 —

BE -
BO
72 4
64 -
56 -

48

Sessions

40 |

32 4

24 -

16 -

http :/fwwwif...om/hoeme.php?
http /e T

=

om/?ref=home

http://www.facebook.com
http /S wwwf...om/?ref=logo
Page Referring URL

http: /v ..

et Social
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facebook

Rob Brosnan
View My Profile

[] News Feed
) Messages (17)
[ Events (1)

&) Photos

&0, Friends (6)

G Applications
9] Cames

AL Groups (1)

I Marketplace + )
ofl Visual Bookshelf
More +

Friends Online

David Heron

I oavia madieton
B vichac ryand
B oavid nesmitn

[ eric vassy

@ ommy perkans
B Tracv Guth Spangier
See Al

Find People and More

http:/ fwww.facebook.com

(«)r) (e I0x) () (1P) (Ed( hip:/jwww.facebook.com/home.php?

http:/ /www.facebook.com/home.php?

http:/ fwww.facebook.com/?ref=shome

http:f fwww.facebook.com/ ?ref=logo
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[ News Feed

What's on your mind?

'ON

okl

OREILLY

Seton Hall University

Foster Speaks at Monuments to Science and Faith
www.shu.edu

Foster, professor of philosophy and director of Seton Hall's
Center for Voeation and Servant Leadership, will speak on the
complementarity of faith and reason at the Monuments 1o
Sclence and Falth Sympasium, March 19,

£ about a minute ago - Comment - Like - Share

O'Reilly Media Ever wanted a short & sweet way to learn Hide
something new? You don't need a full-length book, but you

don't want to troll the internet for answers either. Enter the new "Mini
Missing Manuals.” With everything from how 1o get people to see your
site to how to create a presentation in Keynote, these ebooks are short,
but full of essential information. Interested in a review copy? Cliek
through to the search on oreilly.com to see which ebook you're
interested in, then leave a comment with the title and where you'll post
your review (areilly.com, Amazon.com, your own blog, or a community
reading site like GoodReads)

OReilly Search: mini missing manuals

search.oraily.com

Tha new Mini Missing Manuals are available in four ebook formats--
Android, ePub, mobl, and POF.

Avtract.
Vishors to
“Your St

7] 2 hours age - Camment - Like - Share
&Y 4 people like this.
Gregory Brown Great idea.

11l be happy to write a raview of the mini missing
itars to Your Site.. 11l post a review on

Top News - Most Recent @EB

FE € NET Y

Prafile

Home Account ~

Requests See All
1 event invitation

& & friend suggestions

£& 1 group Invitation

(5 6 other requests

Suggestions see All

Jeff Levy
Danielle Salomone Mirliss is
amual friend.

5, Add as friend

Chris irving M
3 Write on his wal

Sponsored Create an Ad

Update Fans via iPhone x
Facebook for Phane
app: click *Friends”
then click “Pages” on
the bottan right to
see Pages you admin
o update stats or

1 Like

Pokes

& Andrea Chemero x

Cannect With Friends.
0 invite friends to join Facabook.
(i use

You

our contact imparter to find friends




Facebook Insights?

Fans Who Interact With Seton Hall Class of 2014

Interactions Over Time Learm more

Choose a graph: | Interactions | w

Eif Total Interactions [ Comments [Ef Wall Posts [Ef Likes
48 - _4g

38.4 1 /

28.8 4

19.2 4
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Kultivierung, Nicht Clicks

o200 Facebook | Seton Hall Class of 2014 —

http:/ /www.facebook.com/business/insights/7pages&i=330148¢ A=l Google

Find People and More Home Profile Account v

Seton Hall Class of 2014

wall Info Photos Discussions Boxes Events » +

What's on your mind? |

Get more fans for your

Artach: €] B & 42 Everyone ¥ m Page with Facebook Ads!

Preview below.

Seton Hall Class of 2014 + Fans  Just Seton Hall Class of 2014 @ Settings Seton Hall Class of

2014

Aubrey Daniels | sent my FASFA in mid January, when will | Remove
receive my financial aid package?
3 hours ago - Comment - Like - Report

Edit Page
Promote with an Ad

Add to My Page's Favorites . i i
Raj Cheema | already received my financial aid report and the

scholarships i qualified for but not my admittance letter/package

5 hours ago - Comment - Like - Report For more than 150 years,
Seton Hall University has
been a cartalyst for

Suggest to Friends

Remove from My Page's Favorites

Karyn Gutierrez hi, i've sent in my FAFSA about a month ago and

;‘:;1 ?:r”tE:'m:‘s‘;wthe Heart s haven't gotten any feedback from it so i'm a bit worried. could you :f‘?::‘r;:':r't1?;':;:?5;?
and the Spirit. ' let me know about it because it's seems about 99% i will be its...

attending seton hall :) Rob Brosnan is a fan.
http:/ fwww.shu.edu Yesterday at 7:37pm - Comment - Like - Report

’:& Become a Fan
| Peter C. Nacy Hi Karyn, your Fanancial Aid package was
Infaatian ’ ccmpl_eteq on the 151!1 of March. You should be
receiving in in the mail by the end of next week. If you
have any guestions please call the Admissions Advisor

I;'-:L;r;ded: listed on your Award letter.
13 hours ago - Delete - Report
Insights Write a comment...
See All
Heath Hrl Rossner Hey everyone! | am Heath - | work in Housing T
31 9***** & Residence Life with first year students! | will be looking forward 1 Chat (8) 3
- Posr O . L 1 1 - n .
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IBM Digital Marketing Suite - Impression
ttribution

06 Coremetrics Explore =
c tri | f Explore User: brosnaro | Seton Hall University - www.shu.edu
ore metrics n
77 Answerad hoc questians Feedback | Support | Help | Logout
PTRTR Build | Manage P
Facebook Impressions [FFYT"N  open se
Weekof | 3/7/2010-3/13/2010 |~ | B (&) [] compare:
= - Erniors User: brosnaro | Seton Hall University - wew.shu.edu
LI & suvie D e Jnerssers Core metrics  |\@ISRSS L o
" 1.68K o Feedback | Support | Help | Logout
1.56K = B "R Build | Manage T
1.44K | Facebook Impressions CEEULCER  Open Settings Ereor\ERCEA
1.32K ||| weekor | a/7/2010-371372020 |+ | FE (a) || compare: =0 . e 1==R0] @
1.2K — ||| ] Bar m (D) Pie x-axis: | 1mpressions | ~ | y-axis: | Sessions ...90]avg) | » | Bubble Size: | Sessions...80]Avg) | v
> 1.08K B ol [l = Facebook > Undergraduate Admissiof
w o0 —3 1.32K [l = Facebook > Public Relations and Mark
_E [l = Facebook > Alumni Relations > Seton|
@
a 840 B = Facebook > Whitehead School of Dip
E 720 Il = Facebook > College of Nursing > CNL
800 .
I
B
480 .
e
£
360 Seton Hall Class of 2014 | & e sran =
e ——— B -
240 | ]
| 3
120 i
o a
Facebook > U.| |3
il Scholarship to go here! |n
3n.9rrIY orting fm coming to visit Monday. 'm 5o excited 0
104 ‘ | S| | | |
500 750 1K 1.25K 1.5K 1.75K
Tﬂl Impressions - [Po I T
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Embedding the Impression Tag Call

Yesterday at 11:30am

Seton Hall on the Web

MO & o

Aubrey Daniels | sent my FASFA in
financial aid package?
Thu at 3:56pm - Comment - Like - Report

3

Seton Hall on Facebook -

Seton Hall University r Seton Hall Class of 2014 Hi Au
Alumni & Friends records we have not received youy
Class of 2014 you included SHU's code on your

would suggest reaching out to o
office to figure out why you have
;?'r';é'rhfﬁ:‘ft:gf Their number is 1-800-222-71§

School of Health and Medical Yesterday at 6:52am
Sciences
Whitehead School of Diplomacy

Honors Program

Raj Cheema | already received my
i qualified for but not my admittan
Thu at 1:33pm - Comment - Like - Report

Photos

2 of 6 albums See All Peter C. Nacy Raj, you should b
letter/package with in the next

. Sunny days at Yesterday at 6:04am
- The Hall

Get Social PEEEy




Embedding the Impression Tag Call

Yesterday at 11:30am
Seton Hall on the Web

nie] £IERENT

Seton Hall on Facebook Ty
Seton Hall University

Alumni & Friends facebook
Class of 2014

Honors Program

MLK Jr. Scholars

Pirate Athletics

School of Health and Medical

Aubrey Daniels | sent my FASFA ir

Static FBML | & Become a Fan

wall Info Reviews Discu|

Add to my Page About Static FEML

Add to My Page's Favorites Add advanced functionality to your Page U
application will add a box to your Page in
Language) for enhanced Page customizatis

Suggest to Friends

Sciences _ ) _ o
Whitehead School of Diplomacy Friends using this Application
Information
Mo friends are using this application.
ot *h%h (4.1 out of 5)
nox Based on 1194 reviews
2 of 6 albums See All

letter/package with in the nextw

- Sunny days at Yesterday at 6:04am
: The Hall

-
3

Get Social R
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Image Tag durch Facebook FBML

Seton Hall on the Web - FEML
Edit - Application Settings - Remove Application
Add advanced functionality to your Page using the Faceboolk Static FBML application. This

application will add a box to your Page in which you can render HTML or FEML (Facebook
Markup Language) for enhanced Page customization.

Fan Page
Settings

Get Social - [FNGEGESSE

el Y B KINAMU




Image Tag through FBML

Seton Hall on the Web - FEML
Edit - Application Settings - Remove Application

FBML Editor

Add advanced functionality to your Page using the Faceboolk 51

application will add a box to your Page in which you can rende Edit FBML
Markup Language) for enhanced Page customization.

Fan Page Box Title:  Seton Hall on the Web

. FEML: <img src="http:/ fdata.cmcore.com/imp?
Settings

tid=17&ci=11111111&vnl=4.1.1&vn2 =ed. D&ec=I50-
BB59-1&cm_mmc=Facebook-_-

Publick%2 ORelations®%20and®%20Marketing-_-
Seton%20Hall%20Page-_-Wall%20Tab" width="1"
height="1" border="1" alt=""/=

Save Changes

<img width="1" height="1" border="0" alt=""

src="http://data.cmcore.com/imp?tid=17&ci=11111111&
vnl=4.1.1&vn2=e4.0&ec=1S0-8859-1&

cm_mmc=Facebook- -Undergraduate%20Admissions- -Class
%200f%202014%20Page-_-Wall%20Tab"/>

Get Social PEEEy
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Vergleich von Mediaquellen

ﬁg Explore User: brosnaro | Seton Hall University - www.shu.edu
i}

Core metrics .
Answer ad hoc questions Feedback | Support | Help | Logout

View '\ 10 LELET- T

All Impressions @B an pata
Weekof | 3/7/2010-3/13/2010 |~ | FH () [] compare: B ® O G E Q @a
[LJES = Bubble @ Pie Im -
x 3K

5]

Microsites > Teaching Learning and Technolg

book > Und d A dmiesi >

|5

2.75K -

book > Public Relati and Marketing

2.5K

book > Alumni Relati > Seton Hall Al

=
m

EEEEN
i
m

2.95k YouTube > Public Relations and Marketing =

E 1.75K

| ]

1.5K

Impressions

1.25K -

'S)IAWAICD OTAT - 0007 3

750 -

500 -

250 -

Microsites =... ToPlrateMet Facebook = P...e = Wall Tab YouTube > Pu...Channel Page

Facebook > U...e » Wall Tab Facebook > A...e > Wall Tab

Marketing Program i
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Insights for 2014

C tri ‘1 Explore User: brosnaro | Seton Hall University - www.shu.e
ore metrics’ \ .
: aroren eyt Feedback | Support | Help | Lo¢
AUCTTRY Builld | Manage
Facebook Impressions [CEPVES™  Open Settings
Week of | 3/7/2010-3/13/2010 |~ | Ff (a) [ compare: =)
[ Bar (D pie x-axis: | sessions...90|Avg) | = | v-Axis: | Events (1...90]Avg] | = | Bubble Size: | Impressi... Viewers | =
50
oo 5 book > Undergraduate Admissions > Class
. Facebook > Public Relations and Marketing > Se
45 |
. Facebook > Alumni Relations > Seton Hall Alum
40 . F book > Whitehead School of Dipl and|
. Facebook > College of Nursing > CNL Page > Wa|
35 | [l @ Facebook > School of Health and Medical Sciency
> Facebook > Undergraduate Admissions > Class
- 30 . F book > Public Relati and Marketing > Se
[
>
=
g2 g
o
Z
= | |
~ 20
3
£
[
>
w15 | | | | | | | | |
5
0 -
-5 | | | | | | | | |
-150 o 150 300 450 600 750 500 1.05K 1.2K 1.35K
Sessions (IMP|90|Avg) N e [« 1 ] -
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Strategic Implication: Collaboration

Pages You Admin

+ Create Page

— o
I Seton Hall Class of 2014
Edit Page | Advertise Page | View Insights | Delete Page

; pir
i i Seton Hall Class of 2015
Edit Page | Advertise Page | View Insights | Delete Page

SETON seton Hall Events
HALL Edit Page | Advertise Page | View Insights | Delete Page

UNIVERSITY

SETON seton Hall Martin Luther King Jr. Scholars

UNIVERSITY

SETON seton Hall Residence Life
HALL Edit Page | Advertise Page | View Insights | Delete Page

UNIVERSITY

SETON seton Hall University
HALL Edit Page | Advertise Page | View Insights | Delete Page

UNIVERSITY

SETON seton Hall University Alumni
HALL

UNIVERSITY Edit Page | Advertise Page | View Insights | Delete Page

HALL Edit Page | Advertise Page | View Insights | Delete Page

Get Social

’ ‘l Clay Shirky
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Seton Hall on Facebook R

Fi) & oo

Seton Hall on Facebook
Seton Hall University

Alumni & Friends

Class of 2014

Honors Program

MLK Jr. Scholars

Pirate Athletics

School of Health and Medical
Sciences

Whitehead School of Diplomacy

Photos ¥ 4

2 of 6 albums See All
” § Sunny days at
[ The Hall




BM Coremetrics LIVE Profile bietet ein

Kkomplettes Bild aller lifetime interactions lhres
Kunden/Prospects mit Ihnem Business

Social & Systems of
Mobile E a Record
.

Traffic @ Q Off-line
Sources EE:? Interactions
Lifetime Customer
Website Attributes
Behavior

Get Social PRI



IBM Coremetrics Digital Marketing
Optimization Suite

ol @

Customer Web Analytics Digital
Profiles Marketing
Execution

Eine compelling experience fir den Kunden Uber seinen
gesamten Lebenszyklus.

Get Social [
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Web Analytics bietet Marketiers Antworten
um den ROI von Marketinginvestitionen zu
erhohen

® \Web, social, and mobile
analytics

® Advanced segmentation

® Impression attribution

N

® Multichannel analytics
® Customer lifecycle visibility

® Benchmark against peers

Get Social [
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IBM Coremetrics zur Optimierung des Social
Media Marketing

Track online behaviors for List d track icati
visitors from social sites ISten and track communications

from social channels

[ Social Sites % of Site Traffic

4

[v]

Term [ Tweet Count - = Feed Name ~

~H U“‘UQ"& " Tour See gD,
1|— 1.04% = |_L5Jﬂm|::_|ja; ; fumiture 7
=57 .02% avg DireansaDay 2
l |I J . . . |z| 2
IR Optimize social presence = 2
_' ~h- ""—1 0.40% ™ vour 2w Aegiay . . = ,
L D.90% % apperet iy & communication - !
“-I.nl..ll =0 42% svg Difersncabay = \

Facebook helps you connect and share with Sign Up
the people in your life. It's free and akvays wi be.

i O

Analyze the downstream
impact of social media P \ Measure social ROI

impressions i \ relative to other digital
— m— Al marketing efforts

g)clﬂ Products 1
_ [ Period 1172872010~ 17172011 g |
O =9
» Chart
¥ Table
_Find in Table Q@ “41  of100 Go »
¥ SocalSite Product Name
= Facebook  14KWHI ITE GOLD RING AQUAMARINE (1-1/3 CT. T.W.) AND DIAMOND ACCENT
B Faoeont MICHAEL MICHAEL KORS HANDBAS LARGE HAMILTON CHAIN TOTE WITH SILVER HARDWARE
= Shopstyle KENNETH COLE REACTION COAT LONG SLEEVE WITH FAUX FUR HOOD.
= Facebook LE VIAN 14K GOLD RING CHOCOLATE DIAMOND (1/4 CT. T.W.) AND WHITE DIAMOND PAVE (18|
. = Facebook KENNETH COLE REACTION COAT LONG SLEEVE WITH FAUX FUR HOOD ‘

[l
)
i

KINAMY



Digital Marketing Execution ermachtigt den
Marketier dem Kunden eine "compelling

experience” Uber seinen gesamten Lebenszyklus
ZU bieten

4 g Email targeting

O Display ad targeting

O’%‘O Product recommendations
\_ o Search bid optimization

KINAMU

|
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Starken der IBM Digital Marketing Optimization
Suite

® Sessionubergreifende Besucherprofile statt
einzelner Sessions

® Kampagnenanalyse
e Nicht nur der letzte Click (erster, letzter, alle / 1, 7, 14, 30 Tage)
e Postview-Analysen (Facebook, Youtube, Display-Ads, ...)
e Lebenszyklusanalysen (Customer Journey)

® Interessenbasiertes Marketing
e Personalisierte Produktempfehlungen
e Targeting / Retargeting per E-Malil
e Retargeting mit personalisierten Display-Ads
e Lebenszyklusbasierte Kampagnen

Get Social
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2,100 Leading Brands $20 Bill. Transactionvolume

B2B

&5 Bristol-Myers Squibb

LENNOXD

"NrrrcanEs DiREKT S,

coun-aiomei
[ERADATA

TOSHIBA

Get Social

Content

CLARINS

Handelsblatt

F
W E5RSEMUNCHEN
Y

\
WAL*MART

@ Springer

W SUGARCRM.

Financial Services

Bankof America

Decide with Confidence

&

[ |
I=I
Alliance
Leicester

B nysE
Cioms

UnioN
BANK OF
CALIFORNIA

-
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&
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Retail

Abercrombie & Fitch

HAWESKO

Toys$jus

.co.uk

Ermatingd family

QVC

THE BODY SHOP.

== adidas

Reebok

Travel & Hospitality

CROWNE PLAZA

nnnnnnnnnnnnnn

@ transavia.com

Hotiday Hnn

HOTELS - RESORT,

|
sonnenklarTv

>
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http://www.dnb.com/us/index.asp
http://www.intercontinental.com/
http://www.ichotelsgroup.com/h/d/cp/1/en/home
http://www.ichotelsgroup.com/h/d/hi/1/en/home
http://www.bms.com/
http://www.cdw.com/default.aspx
http://images.google.com/imgres?imgurl=http://career.ucsb.edu/employers/logos/enterprise_rentacar_logo.gif&imgrefurl=http://career.ucsb.edu/employers/partners.html&h=36&w=183&sz=2&hl=en&start=2&tbnid=CdHrWQBvNTjU3M:&tbnh=20&tbnw=102&prev=/images?q=enterprise+rent-a-car+logo&gbv=2&svnum=10&hl=en
http://images.google.com/imgres?imgurl=http://content.answers.com/main/content/wp/en/a/a6/NYSE_logo.png&imgrefurl=http://www.answers.com/topic/nyse-logo-png&h=257&w=683&sz=8&hl=en&start=1&tbnid=NFJTQzt4WRsGcM:&tbnh=52&tbnw=139&prev=/images?q=nyse+logo&gbv=2&svnum=10&hl=en
http://www.tdcanadatrust.com/index.jsp
http://www.teradata.com/
http://www.insideria.com/upload/2008/03/forrester_research_on_ajax/forrester_logo.jpg
http://images.google.com/imgres?imgurl=http://blog.luismaram.com/wp-content/uploads/2007/09/Wal-Mart logo.JPG&imgrefurl=http://ja-dudley.blogspot.com/2008/09/when-i-was-your-age-television-was.html&usg=__gsCZu1o7x3NWLovGj9WHHhD4oik=&h=350&w=700&sz=35&hl=en&start=1&um=1&tbnid=rDrH7MyU1c5zjM:&tbnh=70&tbnw=140&prev=/images?q=walmart+logo&um=1&hl=en&rls=com.microsoft:en-us&rlz=1I7ADBF_en
http://images.google.com/imgres?imgurl=http://terravistaspatial.com/files/Image/best-western-logo-new.gif&imgrefurl=http://terravistaspatial.com/SearchandRescue&usg=__IArhfRogwE6O_cJaycQCNclk0kE=&h=565&w=616&sz=122&hl=en&start=4&um=1&tbnid=Rw6otcnopF-DDM:&tbnh=125&tbnw=136&prev=/images?q=best+western+logo&um=1&hl=en&rls=com.microsoft:en-us&rlz=1I7ADBF_en&sa=N
http://www.google.com/imgres?imgurl=http://www.hotel-solutions.co.uk/UserFiles/Image/logo_MARRIOTT.gif&imgrefurl=http://www.hotel-solutions.co.uk/department/testimonials/&h=140&w=220&sz=11&tbnid=JpqvsWONrZRGMM::&tbnh=68&tbnw=107&prev=/images?q=marriott+logo&usg=__6vbdT-bqrgTgPKa-_Df9lnIteZA=&sa=X&oi=image_result&resnum=4&ct=image&cd=1
http://www.google.com/imgres?imgurl=http://www.bestairesystems.com/images/05_lennox_logo_clr_hd60.jpg&imgrefurl=http://www.bestairesystems.com/Contact_Us.html&h=631&w=2089&sz=247&tbnid=ky93E2h8RgDLQM::&tbnh=45&tbnw=150&prev=/images?q=lennox+logo&usg=__6mJOvtxR3tK1h9Wn4OQ2v7-MRgQ=&sa=X&oi=image_result&resnum=1&ct=image&cd=1

Key Takeaways

®Messen Sie jedes Marketing Investment

®IBM Coremetrics Digital Marketing Optimization Suite
ermoglicht die Messung des gesamten online Impacts
(impressions + clicks)

®Konzentrieren Sie sich auf business-impacting metrics

®\erwenden Sie analytics data um die ganze
Organisation auszurichten

Get Social XK
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IBM Coremetrics Digital Marketing
Optimization Suite
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Overview

09:00-09:10

09:10 - 09:40

09:40 - 10:30
10:30 - 11:00

11:00 - 11:30
11:30 - 12.00

12:00 — 12:45

12:45 - 13:00

Get Social

Begruf3ung, Einfihrung

The 10 Rules of Social CRM

Optimised Digital Marketing
How Do You Get Started

Networking Break
Customer Testimonial: B&R Automation

A Day in the Life of Social Business

Q&A

N BUGARCRM. : = ==
=== KINAMU

Christian Knoll
Kinamu Business
Solution AG

Tom Schuster,
SugarCRM

Rupert Schaffarz, IBM

Tom Schuster,
SugarCRM

Owen Davies, B&R
Automation

Andrey Andreev &
Christian Paul,
SugarCRM

All
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Soclal Business & Social CRM

Tom Schuster
General Manager
SugarCRM Europe, Middle East & Africa




Social Business and Social CRM

The business context

The essential characteristics

Getting started

A live example

e Recommendation

Get Social . IBM

&5
== KINAMU




Evolution of the CRM Landscape

Old World CRM
D

w Customer
Customer \ / \ / Customer

Competrtor Suppller / Partner

Custom\\ //Customer

~_ @
“/

Your company

Customer

Customer

Get Social X

Social CRM

ustomer Custo
ust mer

w 4 Customer / Customer \ w

Customer Customer

./
Ampeutor Supplrer / Partner

ot m\\ // Customer
'II‘\I||I 'II'
Your company

Customer Customer

Customer Customer



Complex Social Buying Model

Peer Competitive
reviews alternatives
eV
@ »

Buyers
Eyeballs

Contributors

.'/ l

v

Recommendations
from friends

- A
@

0. <9
\\\/\_y

User-generated

content
Get Social P rry—
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Start With the Customer

Start with

f the customer

Get Social



Put the customer at the center

Get Social [Pt
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CRM

< 00O

Get Social




CRM

CRM iIs about Customers

Get Social  PEERECI R o N



CRM iIs about Acquiring,
Retaining and Growing
customers

Get SOClaI [ ] MHM-@QOE%M Inc.K,;-r\\Il rghts reserved



Enable the sales edge

INNER CORE SALES EDGE CUSTOMERS

CUSTOMER
o SERVICE
CALL CENTER
MARKETING
Get Social PErTS K
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Introducing Social CRM

Get Social [Tt



CRM Made Social

SALES EDGE

SALES

CUSTOMER
SERVICE
CALL CENTER
MARKETING

Get Social

g SUGARCRM.
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|

KINAMU

. Enable the customer edge

CUSTOMERS




Social CRM

Social CRM Is an
extension of, not a
replacement for, CRM

2010 CHESS MEDIA GROUP

Get SOCiﬂI W SUGARCRM. £
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CRM made Simple

Get Social TR




CRM Made Simple

Intuitive

Open

Flexible

Get Social



6 Steps to Getting started with Social CRM

Step 1.
Step 2:
Step 3:
Step 4:
Step S:
Step 6:

Get Social

Implement an Open CRM System
Customise the user interface and processes
Integrate the essential back end systems
Implement a flexible infrastructure

Provide collaboration tools

Use the Social Tools of choice

K

il IKINAMUL0/14/201.1 ©2011 SugarCRM Inc. All rights reserved. 92
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Getting started with Social CRM

Ste
Ste
Ste
Ste
Ste
Ste

0 2:
0 3:
0 4.
0 J:

D 6:

0 1:

Implement an Open CRM System
Customise the user interface and processes
Integrate the essential back end systems
Implement a flexible infrastructure

Provide collaboration tools

Use the Social Tools of choice

-
Get SOClaI W BUGARCRM. G = &:: * , _
ke ===7= IKINAMUL0/14/2011 ©2011 SugarCRM Inc. All rights reserved. 93



Social CRM

Technology

® Open Systems

® Users Have Control
® \Web Standards
® Reasonable, predictable cost

Community

® Hundreds of Extensions
® Qualified Partners K
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Getting started with Social CRM

Step 1. Implement an Open CRM System

Step 2. Customise the user interface and processes
Step 3: Integrate the essential back end systems

Step 4. Implement a flexible infrastructure

Step 5: Provide collaboration tools

Step 6: Use the Social Tools of choice

-
Get SOClaI W BUGARCRM. G = &:: * , _
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" Social CRM
Intuitive

For Users

® \Web 2.0 User Experience
® \Works the Way YOU Work

For Administrators

® Simple Customisation
® Seamless Upgrades

Get SOCla| ¥ SUGARCRM.
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Getting started with Social CRM

Ste
Ste
Ste
Ste
Ste
Ste

Get Social PEG

0 1.
0 2:
D 3:
0 4.
0 J:

D 6:

Implement an Open CRM System
Customise the user interface and processes
Integrate the essential back end systems
Implement a flexible infrastructure

Provide collaboration tools

Use the Social Tools of choice

|
b
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i
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Twitter Feeds on Your Dashboard

AE e = B 1

(55_

' SUGARCRM. \Welcome, Administrator | Log Out | Employees | Admin | Support | Help | About I
|
m Accounts Contacts Opportunities Leads Calendar Reports Quotes - All = I
|
|
My Sugar Sales  Marketing  Support = Tracker Add Sugar Dashlets Change Layout I
|
|
My Twitter Feed My Calls |
. Martin Schneider Calling all #crm and #scrm analysts - DM me for info about SugarCRM analyst day in =~ (1-50f50) (373 I
ﬁ SF on first day of SugarCon |
¥ LB SN Close Subject = Relatedto StartDate = Status = Accept? |
. Martin Schneider Have you checked out the #scrm track at SugarCon yet? Amazing series of speakers - = Lefta X-Sell 11/07/2011 Planned 3 @ I
ﬁ DM me for social media discount code! hitp://ht.ly/4e60b message Holdings ~ 05:45am ann |
1 Hours 32 Minutes ago
N Bad ti l
o i , , , , - actime, — nion 10/03/2011 > @ |
. Jan Sysmans The Jan Sysmans Daily is out! hitp://bit.ly/ntNnYf » Top stories today via @leightontjp will call Bank 12:15am Planned |
({@asaunders @nprpolitics @scratchex back |
3 Hours 55 Minutes ago
” Lefta Complete  03/20/2011 Planned 3 @ |
7777 Angel Magaiia Load times for Java apps remind me of load times for Commodore 64 apps. message Holding 11:30am I
2227ZTZITITIIIZITIIITIZIIIIIIIIIIL A o
Discuss Bay
12 Hours ago * review e 03/05/2012 Planned 2 @
process GCo S0
o, Jan Sysmans The Jan Sysmans Daily is out! hitp://bit.ly/inx7eF » Top stories today via @mjayliebs
@jweinberger @mikemylen @accentgold Get more
Yesterday information Kaos
x on the Trading géﬂ;}:mz Planned &) @
v Jan Sysmans The Jan Sysmans Daily is out! http://bit.ly/ntNnYf » Top stories today via @scratchex proposed Ltd “mam
2 Days ago » deal
ry
v
My Meetings
My Top Open Opportunities

(1-50f66) (3 3
(1-50f39) (5)im

GetSocial PEEEy
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LinkedIn Accounts

4:41 PM
SugarCRM » Accounts » SugarCRM - Commercial Open Source CRM

[_G (mm| + sugarondemand.com/index.php ¥
® BEmoénm=m b BENB

P SUaanchm. jim | Log Out

Home Contacts  Opportunities  Activities  Reports  Documents
Accounts » SugarCRM

m Duplicate Delete Find Duplicates Get Data View Change Log (11 of 51)

SugarCRM @ ffice Phone:  +1 (408) 454-6900
SugarCRM d
+1 (408) 873-2872

http://www.su

Linked [].

139 connections work at
SugarCRM

Technology

Customer

Jim Brennan, Date Modified: 06/25/2010 15:29 by jason
jim Date Created: 06/16/2010 15:25 by jim

10050 N Wolf hipping Ad 10050 N Wolfe Road

Cupertino CA™gsu% SW2-130

USA Cupertino CA 95014
United States

SugarCRM is the world's leading provider of open source customer relationship management (CRM) software. Over 6,000 customers and
more than half a million users rely on SugarCRM to execute marketing programs, grow sales, retain customers and create custom
business applications. Leading publications such as CRM Magazine, InfoWorld and eWeek praise SugarCRM for its ease-of-use,

flexibility and open design. SugarCRM runs on the leading cloud computing platforms, including Amazon EC2, Microsoft Azure, Sugar

Get Social

10/14/2011




Powered by

G()C)gle" Google Maps integration

Maps

el e

SugarCRM » Accounts » SugarCRM - Cog\mercial Open Source CRM =
.-"._"‘—x. e — S - \.\ 03 -\I
|_\4_ :I - O ) () (ﬁ http: / /demo.sugarondemand.com/jsysmans_vert/seed1/GMSdemao/index.php?module=Accounts&action=DetailView&reco 1.7 ¥ | (-l' Google Q)
-1ﬁ SugarCRM = Accounts » SugarCR... n + [ -

P AméenAn= BB

. SUGARCRM. Welcome, jim | Log Out | Employees | Admin | Support | About
Home Contacts Opportunities Activities Reports Documents Bug Tracker RSS Projects - All =
ﬁl » SugarCRM & Print 7 Help

m Duplicate Delete Find Duplicates Get Data View Change Log

Basic Location

Google Map: | web Images Videos Maps Mews Shopping Gmail more v jsysmans@gmail.com | My Profile | & New! | My Account | Help | Sign out
GO {nge ma DS 10050 N Wolfe Road ,Cuperlino,CA,QSUM,USA - Search Maps ‘ Show search options
» Print 7 Send == Link
T T3 . TS . — = SR —— ——
~ 8 ShopRIng Conter [ Traic || More... | [ map | satelite | Earth |
<™y 2 . 3 Jenny.
Amherst Or ] Strand Park
v Forbes Mil 3
Steakhouse i g" \
1 rd o
e 2 e vk : =
Ex =z § ulbo Fashion Park Vallca Phyy
B 2 oz = Lo (5}
w > m C Penne
% + g ;BD g Benihana =4 A Borrait Sr'ﬂdics ‘@4,00 ; \-\
— = o @ 3 ~
2 Wheaton Or ; 2 D*":V g S
-- % :
I Portal Plaza 5
Shopping Center.
Creek B rd Rame Stevens Creek Elvd Stevens Creek Blvd Wodderest i i
Elephant g4 .y, Yeguriand b
Done 4
0 U W SUGARCRM. -
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Question:

What is the Social CRM interface
of the future?

Answer:

The social networking site of faceboolc
choice

combined with

The global leading open CRM '
SUGARCRM.

Syste m cccccccccccccccccc
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Hillel Uses Social CRM to Connect with
College Students

REACH Login

Get Social

Username:

Password:

REACH

Relationship Management

KINAMU

A Steve Kaz Home «~

m Alex Martinowsky used CPI ACC

Championship Giveaway. 2 hows 2g0

Michelle Yeager used Game Gift
Finder. 11 hours ago

Laura Ruff used Your Perfect Plate
N Quiz, 15 houss 200

- Steve Kaz used REACH Training. 1&

R

Sponsored Story See Al

Rob Gustafson used Are YOU
Interested?
Are YOU Interested?
H B jea
areyouy %m -
INTERESTIO?
[ 4 Fucabe awm ad



Add additional fields before saving to Sugar
facebook &

Hillel: The Foundation for Jewish Campus Life

REACH

S Relationship Management

Logout of REACH

f Kathy Allen 7 + Add Friends

Kath A"Eﬂ -
Kristi Amdur IEJ
y Engagees Lori Arce
Bruce Aronow
David Artman
EJ Asbury
Eric Aarons Dan Ascher
Shane Aubrey ew/Create Interactions
Craig Avena
Cari Aves
Dave Adam Susan Axon

Cara Baggett ew/Create Interactions
Marcel Bakx

Deborah Baldwin

Richard Baldwin

Sue Balfus

Julie Bane

Amanda Barcus

Kimiko Barkley

Cara Barr N

Joan Arkins
ew [Create Interactions

Ethel Kasinetz

<

ew/Create Interactions

Stephen Kazman

Get Social [ ry—

YiewCreate Interactions
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Add People from Facebook to Sugar

facebook

8 -~
ISl Scarch

Q
Hillel: The Foundation for Jewish Campus Life
s Relationship Management
e ———
Logout of REACH
Kathy Allen ™l + Add Friends
My Engagees
Eric Aarons
View Create Interactions
Dave Adam
View/Create Interactions
Joan Arkins
Ethel Kasineltz

View /Create Interactions

Stephen Kazman

View/Create Interactions

|

ViewCreate Interactions
Get Social o= K

KINAMU
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Enter Friend Details in Facebook

Enter Friend Details

" .

First Name: ™ Kathy

Last Name:™ Allen

Email Address: kathy123@gmail.com

University: South Harmon Institute ¢ [ |

Expected Graduation Year: 2011




Add Interactions in Sugar from Facebook

4 SteveKaz Home

Relationship Management ’ Steve Kaz is using REACH, 25 minut

300

Kristi Amdur

My Engagees

Interaction Type:
Campus Group Activity ‘ [ CH Training. 17

4 Status:™ — R ko b See.
Dave Adam Completed
- na Wiliams

Eric Aarons

Interaction Date ®
Kathy Hikki Allen 0[]/ =]/ 2uf=] O
[Flmake the note private nphy

Joan Arkins
Ry 2011-09-22 - Facebook Wall Post

)
s

i

Create an
2011-09-22 - Met at a bar

Ethel Kasinetz Interestedin ...
bur MBA Online

Stephen Kazman

REACH Relationship M
reach@hillel.a
Copyright © 2010 Hillel; The Foundati

lue on Red
products. Fir
sellers' lowest

REACH * Report/Contact this App - English (US) Ab

‘ Online M.Ed. Mathematics
educationdegreesource.com
‘ : Online Masters in

22> Curriculum & Instructio

Get Social
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Match Event Attendees with Contacts in Sugar

facebook s BB a
ﬂ Hillel: The Foundation for Jewish Campus Life
J— ﬁaEﬂiglﬂigulnunl

i ot [T

My Facebook Events (not in Reach)

Logout of REACH

Testl23-ACTORE
Monday, October 31, 2011 at 5:00pm

Thursday, August 4, 2011 at 2; Wpm

SEQ Optimization

My Reach Events Synched with Facebook

Test

Wednesday, August 31, 2011 at 4:00pm
Update Attendess

Get Social [ ry—

|
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Contact Profile Page

Hillel: The Foundation for Jewish Campus Life

REACH

— Relationship Management

ome. Lee Johnson | Log Out | Training Videos | Help

Home People Student Interactions Events Hillel Universities Reports Expenses Tag Categories v

tﬁ » Kathy Allen

(10f1)

I

B 25 00| ((Actions * ) | W

Interactions

+ Add c Refresh

Kathy A"en I Edit No Data
e

A Profile Gender: Address:
) Birthdate:
) Wall Post Notes:
Jewish: Yes
My Facebook Engagees Birthright Eligible: Date Created: 09/27/2011 09:34am by Lee
fir : " stephen Kazman Johnson
el Class Of: 2011
H Major: Next Steps
Dorm:
i Student ID: % add © retresn
FERPA Hold: No No Data
Ethel Kasinetz Other ID:
Primary Team: Hillel at South Harmon Institute of

Technology

Andrea Hoffman

_ 7> South Harmon Institute of Technology

123 Main Street
Davsde Anytown, OH 43211 USA
~ Hillels
Joan Arkins Events
immersive & o Add @ Refresh
T Remove Me ++AddOthers (& Refresh / edit @ Refresh C Refresh Mo Dok

Eric Aarons
Lee Johnson © No Data No Data

No Interactions

B35 ds

GetSocial PEEEy

KINAMU



Write Comments to Facebook Wall from Sugar

B
4

This message will appear on the Person's Facebook Wall. It is public and not
private

| Cancel \‘ Save

Get Social



Link Existing Contacts to Facebook Friends

Home Student Interactions

ﬁ » handy manny

Hillel: The Foundation for Jewish Campus Life

REACH

—— Relationship Management

Events Hillel Old Sugar Reports

Universities =

No Photo Available ' I ( Actions

handy manny

= Link To
G der:
! i Facebook l bl

Jewish:
facebook Birthright Eligible:

My Facebook Engagees Class Of:
B " MNawka CemMeHknH | Major:
: Dorm:
Student ID:
) Eric Seringo FERPA Hold:
Other ID:

Primary Team:
Ethel Kasinetz

. Antigua
~ Hillels

BOARD MEMBER

Yes

2014

No

Hillel at South Harmon Institute of
Technology

South Harmon Institute of Technology

Addre

Notes

Date

il“':ll
o
iy
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@ Remove Me ++ Add Others (5 Refresh
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Type the names of Facebook friends

Il Lk o Facebook Eriend

ul

|
GetSocial PEEEy

Link to Facebook Friend l ste| Link

| »

m

I.; ‘l Steve Morris
! Sara Silverstein

Steve Smeyne

. Jennifer Ziev Stein
n Steve Scott

i Scott Sterling
: Michele Gorenstein

.
L8 Scott Gorenstein
|

Cancel
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o
iy
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Home Student Interactions Events Hillel Universities R

[ﬁ » Rory Thayers

M A =] E’u (.Actinns

STUDENT

Rory Thayers

charris@hillel.org

Gender: Female
Birthdate:

Title:
My Facebook Engagees Other ID:

Primary Team: Hillel at South Harmon Institute of
Technology

Get_ SOCIaI 8 SUGARCAM. & =

o
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Student Interactions:

Subject: * Coffee with Rory
Interaction Type: * | Coffee date v
Assigned to: Lee Johnson

Status: * | Completed ||

Interaction Date ’I 09 v] I 16 v I 2011 |+

Had coffee with Rory
and learned she'd
like to go on an Alt
Break trip.

Interaction Notes

Save I Cancel |

Home I Back | Create Person | Log Out

Get Social
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“Our newly updated REACH database program
powered by Sugar Professional even features a
mobile application that allows students and
professionals to track their interactions and
relationship-building in the fast paced and
constantly changing world in which our college
students live.”

Wayne L. Firestone
President, Hillel: The Foundation for Jewish

Campus Life
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Components of a Social CRM

Conferencing Cloud
€D rackspacecloud
S | Ry
- Windows Azure -
amazon
webservices™

™ g

Collaboration Community

Get Social M X
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Social Business and social CRM

® Start with the customer

® Choose an Open CRM System

® Enable a flexible, Cloud 2.0 infrastructure
® Integrate Collaboration and conferencing

® Allow Users to use their social tools of choice

Get Social  [EEEIEEI . N




SUGARCRM

THE CLOUD IS OPEN

Microsoft The Sweeter Road K

Oracle
SFDC A 8 KINAMU
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Thank you

Tom Schuster
tschuster@sugarcrm.com




Networking Break

Back at 11:30




Overview

09:00-09:10

09:10 - 09:40

09:40 - 10:30
10:30 - 11:00

11:00 - 11:30
11:30 -12.00

12:00 — 12:45

12:45 - 13:00

Get Social

Begruf3ung, Einfihrung

The 10 Rules of Social CRM

Optimised Digital Marketing
How Do You Get Started

Networking Break
Customer Testimonial: B&R Automation

A Day in the Life of Social Business

Q&A

N BUGARCRM. : = ==
=== KINAMU

Christian Knoll
Kinamu Business
Solution AG

Tom Schuster,
SugarCRM

Rupert Schaffarz, IBM

Tom Schuster,
SugarCRM

Owen Davies, B&R
Automation

Andrey Andreev &
Christian Paul,
SugarCRM

All



Overview

09:00-09:10

09:10 - 09:40

09:40 - 10:30
10:30 - 11:00

11:00 - 11:30
11:30 - 12.00

12:00 — 12:45

12:45 - 13:00

Get Social

Begruf3ung, Einfihrung

The 10 Rules of Social CRM

Optimised Digital Marketing
How Do You Get Started

Networking Break
Customer Testimonial: B&R Automation

A Day in the Life of Social Business

Q&A
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