
Social Networking and x(C)RM 

Tom Brookes Microsoft UK 



Topics 

ÁSocial Media Landscape 

ÁUnderstand the Audience 

ÁAn Advertising Engine? 

ÁManage the Changing World: CRM / XRM  

Á/ƭƻǎƛƴƎ ¢ƘƻǳƎƘǘǎΧ 



ά²Ŝ Ŏŀƴƴƻǘ ǎǳŎŎŜŜŘ ƻǾŜǊ ǘƘŜ ƭƻƴƎ ǘŜǊƳ ƻƴƭȅ ōȅ ŦƻŎǳǎƛƴƎ ƻƴ ǿƘŀǘ 
people do at work. The way people communicate with family and 
friends, access entertainment, find information, share experiences, 
and create community at home is the starting point for how they 
expect to communicate, collaborate, and access information at 
ǿƻǊƪΦ ¢ƻ ǎǳŎŎŜŜŘ ƛƴ ƻƴŜΣ ǿŜ Ƴǳǎǘ Řƻ ǿŜƭƭ ƛƴ ōƻǘƘΦέ 
τSteve Ballmer 
 



Social Media Landscape 



Years To Reach 50 Million Users 

Radio: 38 years TV: 13 years 

Internet: 4 years Facebook: 9 months 
100 million users 



Dealer Website 

Internet Search 

Digital Marketing is shifting away from Outside In 
ƳŀǊƪŜǘƛƴƎΧΦ 

Direct Mail Out Of Home 

Newspaper 

Television 

Radio 

A recent McKinsey & Company report predicts that  
"traditional TV advertising will be one-third as effective in 2010 as it was in 1990."  


