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1. HIGHLIGHT AUTHENTIC
CUSTOMER VOICE
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Highlight authentic customer voice

United States  Changa | Al Microzoft Stes
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Home  Explore Windows Products Shop Downloads Help & How-to

Orcler onling or call 1-577-274-5&:45@

= All Categories Ssarch Wandows Shop.

__________ Introducing the
) D Samsung Series 9
1 “This Is just a very g
sophisticated, refined, .
exquisite, very
beautiful and elegant
operating system.”

Posted by Quinn
about 1 month ago
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Our Online Guide will

teach you PC basics &
recommend a PC just
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@ | Auto Circle™ from USAA can help you
<~/ save an average of $4,573 off MSRP.

Auto Circle

Free Checking

OUE WHY CHOOSE USAA? PRODUCTS & SERVICES i
4.6 w (8943 Reviews)

News & Advice » USAA Assisting Members Affected by Southeastern Storms an

, - 4 "T'd marry USAA if it were a
Membership Begins with Meeting Your Needs " N
man ... yes ... it's that perfect!

s
i Posted by Jeni Hendricks,

17% ngher 02/24/2011
Click-Thru ——r—vewTeT

» Search for Your New

Home USAA Membership

o o » Look for a Great Place to Invite your family and friends
(1) Ig e r Rent to join USAA.,

» Find Resources to Insure

C L R t and Protect Your Home
o nve rs I o n a e » Access Tools from Your

Camniter ar Smartnhana & Join USAA




2. TAKE ADVANTAGE OF
SOCIAL APIs



Personalization makes it more compelling
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love easier and faste!
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1.4M Demos in 2 months
3x the goal

facebook

6.75% Sharing Rate
3x the average

The only phone with
Office, Xbox LIVE, and
thousands of apps.

3% Click-Thru to CTA
Compared to 1.4% average

' It's time to trade up to a Windows Phone.
Now $499%9 Buy now ®
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we have just been informed that the police are ready to apprehend the suspect,

-

BREAKING NEWS

° POSTAL SERVICES EMPLOY 75,000 NEW POSTMEN ° THE DANISH ¢ m



http://www.enverdenuden.dk/en/

3. SOLVE CUSTOMER
ISSUES



Solve real problems

Ewitter ” Search

USAA

@USAA_help 5an Antonio, TX

:
USAA This is the official customer-service outreach account for
USAA, a financial service company for the military
cormmmunity and their families.
hittpe (fwanw LUSaa_com

= - o

Tweets

Favorites  Following Followers Lists

USAA help Usas
ﬁ jenFletcher83 Sorry to hear that. W4 W h 4 h RO I
U * details & member info to usaasocialms at S t e

Hope to hear from ul

e of reduced
&_ andrewbrower1 We'd ke to help. phOne CE\"S?

usaasocialmedia_pnc@usaa.com. We

hours with info on your claim
B hours ago

ﬁ Usiéei_ltg?éﬁﬁ;;rhat's not the experis 0 r g reate r
u

" members. Pls email details to usaasog

We want o hlp retention?
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Encourage the community to solve
problems for you

Microsoft®

Answers (ST

m Office  Intemet Explorer  Windows Phone  Microsoft Security Essentials  Zune

© Find answers ® Ask a question

;; : WI nd OWS We'll search the Windows forum for an answer

H Announcements (1)

English {United States) Sign in

Question E [ | Steskes7

ireless Connpcticne Availahla

op. The laptop W Brian-Support Engineer

though my is of

Spirts. MS MVP
=3

Brian

Microsoft Answers Support
Engimeer

YWisit our Microsoft Answers
Feedback Forum and let u

|:| Community Star

Riob Brown - Microsoft MVF -
Windows Expert - Consumer :
Bicycle - Mark Twain said it ight.

After reading through the thread, there appears to be gome confusion regarding Wireless Networking
technologies and configurations using Windows 7 and | would like fo spend some time to try and clear
things up with some basic troubleshooting § best practices for Wireless Metwork related issues.

1. First try and power off your modem. router and desktopdaptop. Then power on the modem, then the
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4, SHOWHOW YOUO VE
LISTENED TO MAKE
PRODUCTS BETTER



Ask for feedback

Welcome & Feedback

Mmoﬂ‘ Welcome to the new Microsoft.com homepage! We
Be what’s next- have added new features and content areas to help
you discover more of what Microsoft has to offer.

- After you have tried it, please take a moment to tell
us what you think.

Products ~ Windows  Officd page desian.s upport  About

Bt information

anfusing

available

ight © Too much
WE“:DmE & FEEdbECK _ [

ht  © Too much

ternet Explorer 9

e why fast is now

autiful with Windows
~ernet Explorer 9.

Download now ¥

Power tips for Internet Explorer 9 >

Welcome to the new Microsoft.com homepage! We
have added new features and content areas to help
you discover more of what Microsoft has to offer.
After you have tried it, please take a moment to tell
us what you think.

o Upgrade Windows 7

©e

Page design and layout
© Like O Dislike

Organization of information

*) Clear ' Confusing ’ Get the new, flexible Arc
Touch Mouse
Amount of information available a Tum it on and it curves to

your hand. Pack it flat when
you're on the go.

© Not enough  © Just right & Too much
Hruwar tn Daniilar downlaad | atact nawc

Microsoft
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Tell them how feedback improved the
product

USAA®

WHY CHOOSE USAA? PRODUCTS & SERVICES ADVICE, PLANNING & RETIREM

USAA Money Manager

New Account Summary Pages and Online Tools

Rated ir s 3.2 w byUSAAMembers Read Comments Write a Con

We take member feedback seriously.

Pardon our virtual construction — we're making some changes that will maky

You'll see these enhancements rolling out on the My Accounts and the Accou LIStEﬂIng is FIEII-I: of our commitment

Getthe big picture. to improve the quality of services on
From the My Accounts page on usaa.com, you'll be able to:
LIS3aa. COm.
»_Add non-l1SAA hank accounts (dennsit Accounts credit cards lgans).
gor What do you think?

Thanks for all the terrific feedback.

nng

We're reviewing your comments to look for ways we can 10
improve the experience.

FIUNT e ALLUUNL SUTTINdly pages 01 younl UoAA uiecrny, savings or credit cards, you'll be able to:

(“hange or add spending categories.

e how recent transactions are affecting your spending plan.

Thanks for all the terrific feedback.

We're reviewing your comments to look for ways we can
improve the experience.
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5. COMPARE SOCIAL
INTERACTIONS WITH
OTHER MARKETING



Are users who Iinteract with social
properties more likely to take an action?

HOME WHY CHOOSE USAA? PRODUCTS & SERVICES ADVICE, PLANNING & RETIREMENT

Advice Center ~ Planners & Calculators ~ Retirement Planning ~ Financial Advice Community ~

My Financial Assessment «

Advice, Planning & Retirement

Guidance to help you achieve financial security.

Ask a Financial Advisor

’ASK USAA

Disast dR .
vt with Scott Halliwell
Family Life : . X
Real answers for your financial questions

13% more likely |
to purchase [ st
than users who
didn’t interact
with social | o
properties

se to maintain an emergency fund?

&) Browse More Q&A
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Thank you!

Tom Vaughn
@tomvaughn
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