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How to give up control

but still be In command
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How BesBBuy CreatedSocial Strategy
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Develop strategies at the right level

Business unit
Brand
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- Rethinking
' LEADERSHIP
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The Value of Saelsfersef “Ohattes-atihi CC

Chris Mika v Help & Training

n&‘i,‘u‘,‘i Profile People Groups Files

Chris Mika putting the final touches on the sales proposal

Followers Show All (137)

Attach (g File ¥ Link " J ag wi;-

£ Support Case — 00345 Has been escalated to critical

s © 2 3]
N July21,2010at 1:28 PM  Delete  Unfollow ’§‘ 4 |
- A
Tim Sanchez I'm meeting with them tomorrow for an . A i
(l important deal, we need this fixed ASAP. BV /] -

July 21,2010at 1:31 PM Delete

Following Show All (89)
€ AllUpdates Laura Cain I'm working on this right now and will have
the issue resolved in the next 15 minutes.
£3 @Me =
July 21,2010 at 1:34 PM  Delete
4 People

W Ouupe Files Added Show All (7)
Q & ROl Analysis Model

& & XR 1200 Brochure

A & Green Dot Quote

¢ Sales Opportunity Green Dot Media — 655K Please share
your feedback on this meeting Agenda — we need to nail this deal.
Green Dot Meeting Agenda
Q View &, Download (PPT)
Please share your feedback on this meeting
Agenda — we need to nail this deal.
July 21,2010 at 11:37 AM Delete Unfollow

Nicole Moore | have a flight at 6pm, can | switch my
4pm session with someone?
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NYou can I magine the C|
much value as an SVP in the organization by
sharing their institutional knowledge and
expertise - and we should look at
compensation structur e

- Marc Benioff, CEO of Salesforce.com
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Starbucks integrated into the company
From the Start

mx
STAKBUCKS IDEA

Automatic ordering via swipe of card <<Under

Review>>
t 4XXS ¢

Welcome, Guest Starbucks should enable customers to encode their usual customized drink orders on
Cion Tr their Starbucks cards and have a scanner available in the front of the store so customers

i can walk in the store, scan their cards and automatically have the orders 1) paid for off

of the card, and 2) sent directly to the barista so the customers can bypass the traditional

order line and are ensured that their orders are received correctly.

make a comment




Discipline is Needed to Succeed

Positive

Do you want Assess the
to respond? message

Can you add
value?

Respond in Thank the
kind & share person

Adapted from US Air Force Comment Policy
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Take reasonable
action to fix issue and
let customer know
action taken

Negative
Does customer

need/deserve more
info?

Evaluate the
purpose

Unhappy Are the facts [k Gently correct the
Customer? correct? facts

Dedicated Are the facts
Complaine? correct?

Is the Explain what is being
problem done to correct the

being fixed? issue.

Comedian
Wantto-Be?

Let post stand and
monitor.




Add depth to relationships.

Make the social graph-B.
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