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Customer Relationship Management Defined
The Difference Between CRM & Social Media
What is Web 2.0 and CRM 2.0?

Who are the major players?

How did this whole technology evolve?

Why should | care?

How do | get started?

Facebook

Twitter

LinkedIn

Blogging

Q &A?

Net @Work

«metatwork.



CRM Defined
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A Customer Relationship Management (CRM) is a strategy
for creating a common customer experience while

providing internal employees greater efficiency and
better information.

CRM software Is technology used as a foundation to
reach this goal.

A CRM for your customers (suppliers, vendors, channel

partners and prospects) is getting the same interaction
no matter how | interact with your firm.
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The Difference Between CRM & Social Media

A CRM is about managing the customer
experience

A Social media is about connecting to your
customers and future customers

A CRM is starting to engage Social Media
A Social Media does not care about CRM
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What i1s Web 2.0 and CRM 2.07
AWeb 2.0 is all about User Experience

A Web 2.0 is interactive

A CRM 2.0 is all about embracing Social
Media

RI\/I 2.0 bridges technology and people
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Who are the major players?

A Originally M

AThen i Personal Blogs i 2008 Election
ANow i The market is evolving

A Facebook

A Twitter

A LinkedIn

A Blogs



How did this whole technology evolve?

A It is human nature for people to connect
l nto a ncommunityo

A Think about the origin of the Internet and
Its natural progression

A The next generation is built differently
A People are innovative



