
Ten Secrets of 
Social Media Marketing

Thank you for joining us.  
You must dial in using the phone numbers on the right of the screen in order to hear the presentation.
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Today’s Special Guest:
Paul Gillin



717.627.4528   www.listrak.com

About Listrak
Email Marketing Service Partner
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• For audio – dial in using the numbers on the right

• To ask a question – use the chat feature on the right

• This webinar is being recorded – you will receive a copy within 
the next two days

• You will also receive a copy of our complementary white paper

• DMA08 attendees – visit our booth #317 or email Karen at 
knuss@listrak.com to set up a one-to-one consultation

Sorry - toll free #s aren’t 
available for this broadcastWELCOME!

Over 600 attendees

CBS Television

Classmates.com

Columbia Sportswear

Football Fanatics

Hitachi

Motorola

Starwood Hotels

Tennis Industry Assoc.
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Before we get started…
717.627.4528      www.listrak.com

• For audio – dial in using the numbers on the right

• To ask a question – use the chat feature on the right

• This webinar is being recorded – you will receive a 
copy within the next two days

• We’re giving away 50 copies of Paul Gillin’s new book 
“Secrets of Social Media Marketing” – winners will be 
notified via email by the end of the day
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The presenters
Contact us with questions

Ross Kramer
CEO

717.627.4528 x304
rkramer@listrak.com

Paul Gillin
508-202-9807
paul@gillin.com
www.gillin.com
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New media rules

• Mainstream media is downsizing

• New voices are gaining influence

• Loyalty is shifting to topics and authors

• Marketers are becoming publishers

• Search is the new circulation

• We are never going back
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Secret #1

Don’t fear 
negativity 
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Command and control doesn’t work

June 14, 2007
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Command and control doesn’t work

June 14, 2007

“Please remove the posting located at the following link: 
http://consumerist.com/consumer/insiders/22-...
It contains information that is confidential and proprietary to Dell.”
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Command and control doesn’t work

June 14, 2007 “Please remove the posting located at the following link: 
http://consumerist.com/consumer/insiders/22-...
It contains information that is confidential and proprietary to Dell.”

Dell's 23 Confessions 
Now's not the time to mince words, so let me just say it... we blew it…. instead of trying to 
control information that was made public, we should have simply corrected anything that 
was inaccurate. We didn't do that, and now we're paying for it.

June 16, 2007
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• Respond to every comment, both 
pro and con

• Involve every stakeholder in the 
conversation

• Respond constructively and 
thoughtfully

• Integrate customer advice into the 
business

• Cut negative sentiment by 60%, 
improve new product performance

Dell’s new approach
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“If a company does something 
wrong and then fixes it, it stirs 
up much more customer loyalty 
than if they didn’t do something 

wrong in the first place.”

Be human

Ben Popken
Editor-in-chief, The Consumerist
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Secret #2

Start with the 
goal, not the 

tool
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Strategy drives technology

Business Goal Social Media Tool

Blog Podcast Video Social
Network

Private 
Community

Recommendation
Engine

Build Customer Community ● ● ● ● ●

Counter Negative Publicity ● ● ● ●

Crisis Management ● ● ● ● ●

Customers Conversation ● ● ●

Expose Employee Talent ● ● ● ●

Generate Website Traffic ● ● ●

Humanize The Company ● ● ● ●

© 2008.  Listrak – All rights reserved.  May not be used without written permission from Listrak and Paul Gillin.



717.627.4528   www.listrak.com

Tools at your disposal

• Discussion Forums – tactical and impersonal
• Blogs – the online equivalent to publications
• Microblogs – short, fast and frequent
• Podcasts – add depth, lose interactivity
• Social Networks – listening posts
• Social Bookmarking Sites – drive awareness
• Online Video – flexible but complex
• Email Marketing – ties it all together
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Secret #3

Embrace 
niche markets
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Niche markets 
are:

• Knowledgeable

• Engaged

• Responsive

• Helpful

• Spenders
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Secret #4

Empower 
your people  

to speak
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“It is the responsibility of corporate 
communications to support each 

employee’s capability and desire to be an 
honest, knowledgeable ambassador to 
customers, friends, shareowners and 

public officials.”

A new mandate

--From The Authentic Enterprise: Relationships,
Values And The Evolution Of Corporate Communications

Arthur W. Page Society, Dec., 2007
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The power of peers
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Secret #5

Learn to listen
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Little-known gems

Social 
bookmarking 

sites

Meta Search

Specialized Search
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Measure popularity

The Technorati profile 
indicates popularity…

And the magic Google 
“link:” command 
confirms it
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Go beyond Google
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Secret #6

Think like a 
publisher
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Just one guy

• Technorati rank: 714

• Technorati fans: 146

• Google Indexed pages: 3,760

• Alex ranking: Top .17%

• Inbound links: 10,542

• Del.icio.us bookmarks: 2,068

• New York Times citations: 136

• Computerworld citations: 193

• InformationWeek citations: 72

• Newsletter subscribers: 130,000 Schneier on Security
A blog covering security & security technology
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Advertise and educate
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Secrets of visibility

• Scrap meaningless terms

• Focus on 8-10 keywords

• Use them everywhere, but no more than five 
times on a page

• Enlist everyone in the company to help

• Measure progress by search results

• Stick with it! Awareness builds over time
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Secret #7

Ditch the      
13-week 
campaign
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Social media campaigns take time

Week Goal

1-13 • Build awareness
• Show steady growth 

14-39 • Gain search traction
• Generate inbound links

40-52 • Make top 10 results for targeted queries
• Traffic becomes self-sustaining

53+ • Daily visits 3X to 4X week 14 average
• Consider spinoffs
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Secret #8

Put 
communities  

to work
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The value of communities

Needs 
Definition

Product 
Architecture

Iterative 
Development

Field 
Testing

Viral 
Marketing

Peer 
Support

Pr
od

uc
t 

lif
ec

yc
le
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Ready-made markets
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Brand ambassadors

Fiskars Fiskateers

Disney’s Mickey Moms

P&G’s Capessa

Starwoods’ The Lobby
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Secret #9

Use the STRAIGHT 
principle in all 

communications
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Play it STRAIGHT

Succinct
Transparent
Responsive
Accepting
Insightful
Genuine
Humorous
Timely
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Tricks

• Encourage and respond to comments

• Comment elsewhere

• Play reporter

• Serialize

• Use themes

• Give stuff away

• Complement with photos, podcasts & video
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Secret #10

Reuse and 
syndicate
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Use all available channels
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Email binds your 
community 

together
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Secrets of email marketing

• Social media for awareness, email for retention

• Be consistent, constructive and helpful

• Offer multiple entry points: something for everyone

• Promote through every possible channel

• Help; don’t sell

• Subscribership = membership

• Invite feedback wherever possible

• Drive traffic to other channels
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To learn more, sign up to receive my email newsletter
www.gillin.com
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Thank you

Paul Gillin

508-202-9807

paul@gillin.com

www.gillin.com

Available on Amazon or from 
www.NewInfluencers.com

Available on Amazon or from 
www.SSMMbook.com
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Don’t miss our next webinar
January 14, 2009

Using Holiday Data and Analytics 
Effectively throughout the Year

Special Guests: Robin Temple & Billie Jo 
Waara from Lawrence & Schiller

Register Now:
https://www1.gotomeeting.com/register/676626171
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