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Communities enable brands to
reach, connect and engage with
customers
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Buyers value communities

{ %ﬁ Tt¢1ﬁt
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Buyers value communities

69% of B2B buyers
visit vendor
communities multiple
times per month

Image source: http://www.crmswitch.com/wp-content/uploads/2012/01/crm-vendor-customer-community.jpg
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Communities are important to buyers

“How important are the following sources when researching and
evaluating technologies and services to purchase?”

Very important or My primary source [ Important Sum

important
Sypport o I I
discussion forums
Virtual events or _
virtual trade shows 12%

Online videos
Linkedin
Blogs 8% B5% of respondents
Professional social networking said that at least one
sites (not including Linkedin social source was
and Facebook) important to them.
Twitter
Facebook

Base: 7,369 decision-makers at firms with 100 or more employees

Source: Forrsights Budgets And Priorities Tracker Survey, 04 2012 and Forrsights Business Decision-Makers
Survey, 04 2012



Search matters most in the discover

phase

“What are the top two things you do in an online community during the research a problem/
discover new approaches stages of your business problem-solving process?”

Search for information using
the search functionality
of the community

58%

Consume content created by a vendor or
official representative of a vendor

Consume content created by
my peers or colleagues

Ask a question: post my problem or
business challenge to the
online community’s discussion board

Give a solution: post content (blog, presentations,
or video) about my business challenge

Rate or vote on others' comments that
pertain to my business challenge

Share or retweet content | found in
the online community to other
social networks or communities

31%
22% |
20% Searc.h matters most in
the discover phase.
8%
8%

7%

Base: 382 US and Western European B2B decision-makers

Source: Q1 2013 North America And Europe B2B Social And Community Marketing Online Survey

April 2013 “Align Your B2B Community Marketing With Your Customers’ Life Cycle”




Content is key in the Explore and Buy
stages

“What are the top two things you do in an online community during the
select a vendor/purchase a product or service stages of your business problem-solving process?”

Search for information using the search 24%
functionality of the community

Consume content created by a vendor 23%
or official representative of a vendor

Consume content created by 229
my peers or colleagues ’

Ask a question: post my problem or A
business challenge to the online 15% i
community’s discussion board

Rate or vote on others' comments that 15%
pertain to my business challenge

Give a solution: post content (blog, presentations, 79 Vendor and peer content

or video) about my business challenge become key in the explore
Share or retweet content | found in and buy phases.
the online community to 7%

other social networks or communities
Base: 382 US and Western European B2B decision-makers

Source: Q1 2013 North America And Europe B2B Social And Community Marketing Online Survey

April 2013 “Align Your B2B Community Marketing With Your Customers’ Life Cycle”



Interactions increase in the Engage

p “What are the top two things you do in an online community during
the implement a solution/get support stages of the business problem-solving process?”

Search for information using the search 220
functionality of the community ’

Ask a question: post my problem or
business challenge to the online 21%
community’s discussion board

Consume content created by a vendor

or official representative of a vendor 19%
Consume content created by 18%
my peers or colleagues
Give a solution: post content (blog, presentations, 17%

or video) about my business challenge

Rate or vote on others' comments that 13%
pertain to my business challenge

Share or retweet content | found in Posting, commenting, rating,
the online community to

. o and sharing gain importance
other social networks or communities 99 P

in the engage phase.

Base: 382 US and Western European B2B decision-makers

Source: Q1 2013 North America And Europe B2B Social And Community Marketing Online Survey

April 2013 “Align Your B2B Community Marketing With Your Customers’ Life Cycle”



The Essential Steps To Community
Success
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Community strategy is a hot topic

Thousands of Forrester client inquiries since 2010

“What are best practices?”

“How do I socialize my website?
“How do I select the right context?”
“How do I energize members?”
“How do I select the right platform?”
“What resources do I need?”

“How do I measure results?”

© 2012 Forrester Research, Inc. Reproduction Prohibited
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Forrester’s Community Research
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Forrester’s Community Research
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Community Roadmap

Community strategy matrix

Social media methodology

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report

© 2012 Forrester Research, Inc. Reproduction Prohibited

ylomawelj ubisap Ajunwiwio))

15



Step One: People

Community strategy matrix

Fromoter

Social media methodology
ylomawel ubisap LAllunwiwod

B3481 Source: Forrester Research, Inc.

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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The Social Technographics® ladder

Creators:
publish web pages/blogs,
upload videos/audio

Conversationalists:

update status/post updates
Critics:

comment on blogs and post
ratings/reviews

Collectors:
use RSS and tag web pagesto
gatherinfo

Joiners:
maintain profile on social
networking sites

Spectators:
read blogs, watch peer videos,
listen to podcasts

Inactives:
are online but don't yet participate
in any form of social media

Source: January 4, 2012, “Global Social Media Adoption In 2011” Forrester report
Source: http://blog.templebar.ie/?p=687
© 2012 Fiitepref/Rpaan G osgfercomitmyresPAum=10&hl=en&tbo=d&biw=1440&bih=756 &tbm=isch&tbnid=MKPgagkmtltUOcM:&imgrefurl=
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http://blog.templebar.ie/?p=687
http://blog.templebar.ie/?p=687
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http://www.google.com/imgres?num=10&hl=en&tbo=d&biw=1440&bih=756&tbm=isch&tbnid=MKPgqkmtltUOcM:&imgrefurl=http://www.solarnavigator.net/films_movies_actors/quentin_tarantino.htm&docid=mdCxFRA94fjYAM&imgurl=http://www.solarnavigator.net/films_movies_actors/film_images/quentin_tarantino_film_director.jpg&w=279&h=341&ei=V8zIUIadJcfr0QGAj4GQDQ&zoom=1&iact=rc&dur=402&sig=107612162258862130254&page=2&tbnh=150&tbnw=126&start=32&ndsp=39&ved=1t:429,r:38,s:0,i:273&tx=62&ty=73
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US Business Technology Buyers Adopt
Social Media For Business Purposes

US online adults, LS BT decision-makers,
for any purpose* for business purposes
Creators
e publish web pages/blogs, 2L
upload videos/audio
829% of all US
6% Conversationalists 2504 o business technology
update EtatusprEt updatEE bulyrer's engage [n
some form of soclal
Critics
36% comment on blogs and 46% activity while
post ratings/reviews working.
Collectors
23% use RS5 and tag web 38%
pages to gather info
loiners
68% maintain profiles on 46%
social networking sites
Spectators
73% read blogs, watch peer T7%
videos, listen to podcasts
Inactives
149 are online but don't 18%

yet participate in any
form of social media

Base: 4,348 US BT decision-makers at companies with 100 or more employees
*Base: 57,924 US online adults

Source: Forrester Tech Marketing Mavigator, Q1 2012
*Source: January 4, 2012,"Global Social Media Adoption In 20117 Forrester report

September 2012 “2012 Social Technographics® Of Your B2B Community Prospects”



Step Two: Objective

Community strategy matrix

Fromoter

Social media methodology

ylomawely ubisap Aunwiwo)

83481 Source: Forrester Research, Inc.

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Align objectives to the customer lifecycle

© 2013 Forrester Research, Inc. Reproduction Prohibited

20

20



Step Three: Strategy

Community strategy matrix
C ontext

L inkages

| dentity

Fromoter

C onversations

Social media methodology

K nowledge

assels

yiomalwel ubisap Ajunwiwod

T echnology

83481 Source; Forrester Research, Inc.

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Forrester’s Community Strategy Matrix

High

Influence

Member

Low

High
Low Brand

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Forrester’s Community Strategy Matrix

Owned Platforms

High

Influence

Member

Low

High
Low Brand

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Forrester’s Community Strategy Matrix

Owned Platforms

High

Influence

Member

Low

High
Low Brand

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Example: Owner Community

Modularity = Customisation = Open Innovation
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Step Four: Design

Community strategy matrix

a
s
- =
- o Owner c
o § =,
£ 9 2 <
£ Objective £ aQ
o 5 2,
S g Member Promoter -
E : 53
o =
2 S trategy Brand presence z
WA o
5 )
T echnology
83481 Source: Forrester Research, Inc.

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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Context
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Identity

Modularity = Customisation = Open Innovation
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Knowledge Assets

INGENUITY

Modularily = Customissatior
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Step Five: Technology

Community strategy matrix

? P eaple A

© .

s 3 Owner
2 {

12 ) .

= | O bjective =

o S

o g Member Fromoter
: i

™ :

J S trategy Brand presence

(T

C ontext 7~
0

3

L inkages z
=,

<

I dentity e
2.

_ =3
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>

K nowledge s
assets E’::_

83481 Source: Forrester Research, Inc.

Source: October 30, 2012, “The Essential Steps To Community Success” Forrester report
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The social marketing value chain

[
Add social to your site.

|
I
|
|
I
|
|
I
:
I
Engage on social networks. Measure |
I
|
|
I
|
|
I
|
|
I
|
|

Reach new audiences through social. Measure

--------

February 2013 “The Four Social Marketing Tools You Need”



Measurement
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Measurement

It’'s about quality, not quantity

= Community health metrics first, ROl second
= Use the 90-9-1 “rule” of community behavior

= Use community context to determine KPIs
= KPIs are not “one size fits all

= Measure according to CLICK
= Member engagement for Context
= Member referrals for Linkages
=  Sentiment for Identity
= Responses for Conversations
= Downloads/shares/UGC for Knowledge Assets

© 2012 Forrester Research, Inc. Reproduction Prohibited



Best Practices

Forrester 2012 Groundswell Awards Winners
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HCL Customer Advisory Council
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HP Consumer Support Forum
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and answers to questions. Volunteer
solutions. With the growth of the F
multiple activities, outlined in thi
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Key Takeaways
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Key Takeaways

You have a community. Now grow and nurture it!

Assess the social profiles of your buyers to determine
the best community approach

Think carefully about context. It influences every
element of your community.

Content is critical for community visitors who are in
the Explore stage. Invest wisely.

Technology selection should reflect your strategy, not
vice versal

Analytics and measurement are key to determine
community health. Use the 90-9-1 rule.
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Thank you

Kim Celestre Engage beyond this event:
+1 650.581.3810 Community:
kcelestre@forrester.com http://forr.com/Community
Twitter: @KCelestre Blog:

http://forr.com/Blog

wwuw.forrester.com



