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Session Description

Want to start using social media to your organization’s best advantage? By monitoring social media websites for
brand recognition, AutoTrader.com noticed customers were posting service issues and seeking solutions. The
company quickly discovered that they needed a process for addressing customer issues via social media. Find out
how their marketing and customer operations teams collaborated on a pilot project, dubbed Social CRM, to explore
how social media could expand their reach and resolve problems before they turned into customer service issues.

Speaker Background

Joe Bannon, Consumer Services Program Director at AutoTrader.com, is a 30 year veteran of the advertising and
media industry. Joe has been at AutoTrader.com since January 2003. Prior to his role in Consumer Services, Joe
was the Director of Consumer Sales and Support and before that the Director of Strategic Planning and Sales
Operations. He is currently a member of AutoTrader.com’s Innovation Garage Council and Social Media Strategy
team, fostering innovation and participation in the social web. Joe holds an MBA and a B.S. in Advertising
University of Florida where he earned a B.S. in Advertising and an MBA. Joe and his wife Jennifer reside in the
intown Atlanta community of Morningside, with their daughters Sara (14) and son Jackson (12). In his free time, Joe
enjoys playing bass and guitar in RoadKill and Cox Rocks, volunteering with ATC's Community Relations team and
the Cox Enterprises/Chamblee High School Mentoring Program and enjoying life inside the perimeter.
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Social Customer Relationship
Management at AutoTrader.com
How we pitched and piloted SCRM

within ATC’s Customer Operations
Department

Joe Bannon, Consumer Services Program Director
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What happened in Vegas didn’t stay there!

The Social CRM
journey for ATC
started at ACCE
2009 in Las Vegas.
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Customer Service + Marketing + Social Media = ?

Where
are we?

How do

we get
there?

Social Customer Relationship Management at AutoTrader.com

Customer Service + Marketing + Social Media = ?

Do people care enough about your brand, products or
services to get mad AND talk about it when you
disappointthem?

Google
biNg

wae

YaHoO! i i saseh

Where are
we?

Customer Service + Marketing + Social Media = ?




Customer Service + Marketing + Social Media = ?

So yes, people care enough about our brand, products
and services and they do get mad AND talk about it
Where are . .
we? when we disappoint them...

Google

Search

MWVordex com - =FAl

¥eah, Aumowader kinds sucks. They silldan! have an “Evolution” sub-saction in the
Meculbishi area barghea ...
forums. vmvartex comishathe g AUGShOY
Febd, 201 cks. Autatradsr sucks n maybe halfof m
vy the be 25 vastly emproved their search in temns of .
i ol corautoshopper

1¢f Discuss

am G
g 1 - AutoTra it work. A search for anthing under $3000 ordy led to
the.... Kina otar 7 tracks ara this good, 2011 is laoking upl ..

o ezl o 00BAHnc it

Jnting-suicks!
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Customer Service + Marketing + Social Media = ?

— First Attempts

we?
Before we started the Social CRM Project, AutoTrader.com did
have some presence on the Social Web:
1. We had launched a Facebook page and Twitter Feed
ATC’s initial steps 2- Marketing was monitoring social media using Alterian
were basic brand 3 We were responding to social mentions of service needs,

monitoring and but not in a sustainable way

occasional

outreach and So, after getting some buy-in from our customer service
response. management, we went and talked to marketing and we found

that our goals were aligned:

1. Faster and more effective response

2. Managing the message

3. Continuing to monitor and see what was out there

8
Started with Blog Monitoring and Response
(MarCom), launched Facebook and Twitter.
————————=d

AutoTrader.com

ok e o0

wos_ http://twitter.com/#!/AutoTrader_com

http://www.facebook.com/autotrader
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Customer Service + Marketing + Social Media = ?
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Customer Service + Marketing + Social Media = ?

Where are
we?
There are dozens R — — — —
of tools out - e st s -
there now to T o e -

help you monitor
what is being ®
said about your
company on the
social web. “
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Customer Service + Marketing + Social Media = ?

[~ e
WATERAN
SM2
Wieeere y
we?
elcome to SM2
Emait: PR —
Getting started only takes 3 minute
[r—
You can do this 4= [ Vor eoorts |
too....for free! IR et e s
Other Tig

Suppant Tramng St

http://sm2.techrigy.com/main,
12
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http://sm2.techrigy.com/main/
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Customer Service + Marketing + Social Media = ?

@ALTERIAN

sm2

Where are
we?

You can do this
too....for free!
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Customer Service + Marketing + Social Media = ?
Started with Blog Monitoring and Response (MarCom)
[ Media ] | Customers | Consumers
ATC’s initial steps [ PR Department

were basic brand A
monitoring and -
occasional P

outreach and [
response.

Customerservice | | Sales M

—
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Customer Service + Marketing + Social Media = ?

{Proposed)

Media il Customers Consumers |

\
/ |

|
Customer / / \ \
Service is best at !
communicating Lm ] [em ] [ s ] Customer |

Service
to customers!

It’s what we do
all day...but what
we needed to
get started were
strategies, goals
and tactics.

et < customerservice quesion
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Customer Service + Marketing + Social Media =

Social CRM

We had some goals for Social CRM in mind, but we first needed
to confirm they were:

1. Meaningful to both our customers and to our business

2. Something the company could get behind

3. Realistic

We started:

1. Partnering with Marketing and our Training Department

2. Getting buy-in

3. Listening, monitoring and seeing what was out there with a
customer service hat on

6/6/2011
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What did we find when we started listening?

2775797780
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) | Seott in Florida replies Yo et
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private party sell at they con pound you with so i phone calls with their offers 10 assist
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phone calls from individuals who got my phone number from my

getting pounded with umwant
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this information, tien the call isn't worth y
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What did we find when we started listening?

[T
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What did we find when we started listening?

Forums.naskoc, com

Loron-010, 180 a
[ ———————

L

aught a 2010 ST1 Special Edition and | am seling my 2005 Scion tC suparcharged. | have st on multiple car
o

o Dava ay 300 t, Facabook marketplacs, ane wenix (l free). 1 hava had pretty Goad interest but no buysr 5o far

How 1 may have to nvest some maney to sel this, 1am debating betwaen Autatrader and Cars,com

which ane i bartar?
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What did we find when we started listening?

www the 3708, com,

]

Erthusiast Member o

Join Dat, un 2009 Originally Posted by fullmonty &
acation: Wew Orlears ot 3 link for the car you coukd past up?

3 for Salg: n 3702 in Stone Min, Ga ils = 746 - autoTr;

‘vear ‘round Sesbraezeil!

Something kst right about that lis

steve
solid Red T/5 GMT
BaM Shfter | Injan Intakes | East Inlantions 16° CBE | HAR 15/20mm Spacers | Modshack's
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What did we find when we started listening?

o everyone

the car industry as well

d I'n really looking foruard to sharing ome of sy experi

3 the forum:
looking for some adv

T've come here because as an advertiser for venicles for my

Auto Sales. The websit

The dealership T work for
net net

watropo
2y - .
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Lly bites me §s that I cannot figure out why I can't sell any cars. When T £1rst began working, Things
Now, T can bary out to be sold far the deal I'm taking pi 5 ng on Cra:
Autotra 't F1gure out Wiy T can’t pull in sayone. MITh people T email, I give the
1 can to 3 potential customer, etc. and I can’t get them to cont back

I'w looking for is, what an I doing wrong here? What are sose ways I will be able to pull in customers like
sharman catching dozens of fish in an hour

doing . which uill be retaking photos of all the cars I have listed and maybe

of & wr

Doos anyone have the slightest amount of suggestions? Anything is appreciated. Thask you!
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What did we find when we started listening?

Seller's Description and Comments

RATES A5 LOW AS 0.9%0 - BVVY Certified. ****CARF A3 1-Ownier**** Black Sapphire Metallc sxterior and Black Leather
Seats. Remaining Free Maintenance up to 50,000 biles! Cnly 26,561 Miles! LUXURY SEATING PKG: hested steering wheel,
Pt reer & side window sunshades, front ventiated seats, active driver seat with gentle massage, ski bag, heated rear
sests, PREMILM SOUND PKG: AM-FM stereo, B-disc in-dash €D changer, MP3 cepabilty, LOGICT sound system, (13)
speakers with (2) subwaofers, digital sound processing (DSP), radio data system (RDS), COMFORT ACCESS SYSTEM,
SPORT PHG: spart suspension, leather-wrapped muli-function sport steering wheel, 20 x 9.0° front double spoke alloy
wheels, 20" x 10.0" rear double spoke alloy wheels (style 145), P245-40VR20 front performance tires, P275-35YR20 rear
performance tires, dark ash wood interior frim, high-gloss black, and Navigation System * Up to 6-Years-100,000-il
Warranty, Comprehensive inspection and reconchioning, 24-hour Roadside Assistance, 60 BV Courtesy Service
Loaners avalable. Once youte betind the whesl of & Cerifisd Pre-Owned BMA you wont belisve t's pre-owned. 214+
Ae o B iy un & B T

N

largest selection of New BMW & Used BMW Certified Pre-owned in the Carolings! ALL RATES BASED ON APPROYED
CREDIT. Please confirm the accuracy of the included equipment by calling us prior to purchase:

Horth Caralina residents must pay appicable taxes, license fees, and fille fees at time of delivery. Hendrick BV charges
2 $339.00 documentation fee on all transactions. Vistt us &t www HendrickBh.com or Hendrick BIVY 6950 East
Independence Blvd Charlotte, NG 26227 Buyer is responsible for vehicle pick-up or shipping. Out of state buyers are
respansible for sll state, county, city taes and fees, as well as thiekegistration fees inthe state that the veticle wil be
registered
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For ATC Social CRM = Advice, Awareness and Education

Goals of Social Customer
Relationship Management

*Set some clear, simple goals

*Just a few is fine

*For Social CRM, make sure that
they are customer centric

23

For Social CRM = Advice, Awareness and Education

Educate consumers who visit social networking sites
and who are seeking automotive information such as
car buying, trade-in or selling advice, and information
about ATC:

*Pros and cons of different sites

*New vs used, selling vs trading, etc.
Goals of Social

Customer Answer questions about buying and selling activities,
Relationship .
M ATC products or services:

anagement

*Advertising a car for sale

*Using other services, such as valuing a car with an
online appraisal tools

*Shopping for a new, certified pre-owned or used car

*Educating users about online fraud and how to stay

safe on line while buying or selling a car
24




For Social

Objectives for
Social Customer
Relationship
Management

25

CRM = Advice, Awareness and Education

«More awareness of AutoTrader.com and of online car
shopping, trade-in valuation or private selling

*A more educated car-buying, trading or selling
audience

eIncreased awareness of online fraud and how to stay
safe while buying or selling a car online

*We eventually expect to see a reduction in certain
types of interactions, a reduction in our consumers
being victims of fraud, more traffic to our valuation
tools and more ads from private sellers

6/6/2011

2

Benefits of Social
Customer
Relationship
Management

6

What’s in it for me?

eAnswering consumer and customer questions via
social media will help educate all those using that site
and also interested in online car shopping or selling

*The public nature of this social activity will position
AutoTrader.com as trusted experts in our space, as
well as increase our brand awareness and the use of
our products and services

eThrough the two-way communication with
consumers and customers enabled by social media,
AutoTrader.com will stay tuned-in to current shopper
and disposer attitudes, trends, needs, wants and
preferences

27

Ok! We have goals, objectives and ROI..what’s next?

How do we

get there?

Next Steps: Work
with MarCom
and Other
Management to
Pilot Social CRM.

*Commit resources to Social Media ahead of the
anticipated ROL...“Trailing Monetization of Value”

*Assign appropriate resources: Program Director,
Program Manager, Marketing/Communications
Liaison, Supervisor and Agents representing
Customer Service

*Training on the tools and how to respond to inquires
via Social Media and handle consumer and customer
interactions via this new service channel




Ok! We have goals, objectives and ROl..what’s next?
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How do we

get there?

*Decide ahead of time and gain consensus on what
types of sites, audiences and consumer or customer
conversations to participate in. Do not stray from this
without re-visiting the strategy and tactics with the
whole team

*Use this Pilot as research and build a Customer
Service Social Media Roadmap involving: Audience
Strategy, Objectives for each audience, Tactics,
Tools/Technology and Metrics

6/6/2011

Ok! We have goals, objectives and ROl..what’s next?
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How do we

get there?

*Assigned reps
*Trained on the monitoring tool

*Built up examples of responses reps would use to
answer inquiries concerning service and other issues

*Ran Pilotin 2010 and are using the learning to craft a
longer term (3 to 5 year) strategy for SCRM

Ok! We have goals, objectives and ROI..what’s next?

30

How do we

get there?

Pilot specifics

*Pilot launched on 6/1/10
Utilized three groups and 4 agents for pilot
Allocated 2 hours per week per agent

*Covered Consumer Services Support (2 agents),
Corporate Affairs & Fraud, and Dealer Support

eldentified opportunities to provide education, advice
or assistance to posts mentioning ATC or related to car
buying and selling

10



Examples of how we responded

[ TT—p—r——"

e 4
'THE NEW 2010 MUSTANG

6/6/2011

T BA A W e S s, T v Response: AutoTrader.com charges sellers to
list their car because we offer products and
services, such as reporting, live chat and
customer support, that Craigslist, being free,
does not. While we can’t guarantee a buyer
for every car, we are here to help with selling
tips and advice at 866 AutoTrader or (866) 288
31 6872

Examples of how we responded

@ et o T,

e 535
Yo eomment s aweiing moderation
S— May 30, 2010 3l 836 om

AuttiTraisr cam 3llows U 10 Search by may diferent creria,intuding kesword. You
a o Gt ay also filer by year, make, madel, color, elr. + fings like new vs. used aswelas
| supa|  deleronly, el

10 Respanses to “Wh do you type nthe search engnes when
you look for used cars?
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Examples of how we responded

An rad 5

[l ceorchthis topre . | Search |

Another autotrader com scam
Dby carsaler on Thu Jan 14, 2010 1233 prm

| received a scam email ¥ia autotrader.com. T

15 first for me, as | "wsualh” get them via
motasele.cam, The email haadars ars nat useful becauss the messags is relayed trough au
Unfortunately, the 1P address of the "buyar” is not providsd by sutotrader (i it fs for motossler,com), Al
the usual warming signs ra thers.

dor.

o e Response: AutoTrader filters the emailed leads
Brone: ) from interested buyers to prevent emails like

DT AL this, unfortunately we cannot catch them all.
Question For more info about staying safe online, please
Helo zeler, | am maiig vou to make snaury regarding the ften?

visit: http://www.autotrader.com/fraud/

To report a fraudulent listing or if you have
T T other concerns about on-line fraud, please

sl s Itom walabl
email fraudwatch@autotrader.com or call 877-
742-8040.

33
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Examples of how we responded

cars answers

e iy Coogle. a
What is the best online medium for selling  gnasg usaacors amazon com
a used car? Thousanes Of Daskes
Low Prces Cn Amy
Car; Trask: 5LV 01

sl
usen

6/6/2011

iy (S
e Elestronis
usnk Car Biaval Books
Cash Far all Ak dnd tasic
Unwanted Cars Fres N
on June 15t 7117 01 Your COMMERL i SWHEnG Mmoderaton.

AutoTrader can bl yo

From hare &'s a faw dicks talistng a vehile.

Tharks!

Vi b ’ " o gat started,

and help you detemine & good asking price,
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Customer Service + Marketing + Social Media =

Social CRM

7 Chris Konkel
Beware of auto trader's 'run tl it sells add". My account was deactivated with no
notification. 1 contacted customer service only to be treated with rude customer
service reps. On top of that, they wanted to charge me AGAIN to renew my "run

til it sells add", Iwas treated unfairly and received poor customer service from
auto trader,

B il 22t 6:35pm via Phone - Like - Comment

[ AutoTrader.com Hi Chris, we apologize that your experience with

H AutoTrader,com customer service was not up ko our usual high
standards. Run until Sold Ads do automatically expire after ane year,
but we send ot email natifications before that happens. In additon,
our policy is to renew Run Untl Sold Ads for fres if they expire after
1 vear, Please call 886AutoTrader with your account information and
we wil glacly renew your ad, or place another one For you for free,
Vesterday at 11:16am * Like

Wit 2 comment:..

35

What else did we learn?

*Private sellers, shoppers and dealers are turning
to Social Media seeking answers

How do we

get there? *What is the best place to sell my car? Where do |
advertise?

Results *Should | use a Free or Paid site? AutoTrader.com

vs. Cars.com (Craigslist, Ebay, etc.)

*What is my car worth? Should | fix it up before
selling it or not?

*|s this deal too good to be true?

36
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What else did we learn?

*Is this deal too good to be true?

MWW *Mly advertising isn’t working! What should | do?

get there?

*Enthusiast blogs are very, very popular forums
for not only asking questions about using sites
like ours, but for posting cars for sale and
generally “hanging out”

Results

*More and more dealers are advertising on Social
Media and including information about their
Social advertising in their ATC advertising

37
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What else did we learn?

. I —_—
e - - ¢
L] * v - - -
facebook .— L

DI oot n sacobonk

Dealerfafresh |t

©ODecloRafrash v i shen. bt it ke
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What else did we learn?

JealerRef DealerRefresh Forum: e-Bay Motors/craigslist
e-Bay Motors;/craigslist We recently began pasting our inventories on e-Bay Mators as well
as craigslist, What are realistic expectations in berms of visble leadsisales? Any Hps on how we
can be most successful with either? Tharks!...
Source: DealerRefresh Forum Past
Fublished: 2000-06-29 13:24149 GMT

W June 23 &k 1:26pm vis RSS Graffiti - Comment * Liks * Share
& Ronda Marie Miler likes this.,

L3 view all 4 comments

Ronda Marie Miller Ws post 3l your pre-owned inventory ta CL,
Backpage and more via your data collection company so you never have
to do any work yourslF, We then hae a reporting tool that allows you ko
see your CTR in rsal time, pretty amazing stuff and dealers 1 have on-
board are having a ton of success, here is a link to one of the ads.

hittp: ffryears ideopres. comicars 2007 ToyotafCamryHyb
rid{4DrSedan{CAMRY(Z10471 1.kl

Juky 1 at 9:23am

secletetr DealerRefresh Thanks Rhonda - Tl be sure to check his out.
July 4 at 9:21am

39
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What else did we learn?

Dropped the price on my scion tC! Now
only $13050 :D http://bitlv/eqTBY]

Joellisenby
o Lisenty

6/6/2011
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What else did we learn?
oEEo

Fight The Scams.

DONT KNOW HOW TO POST? LEARN MERE
Fight The Scams

. DON'T KNOW HOW TQO POST? LEARN HERE

gt o O L 2000 Jeep Wrangler for sale on e

AutoTrader.com
41

What else did we learn?

‘Google checkout scam” update

42
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Where do we go
from here?

43

What is next?

*Create some quick, clear and easy to understand
web-enabled tutorial videos that can be posted in
answer to social media inquiries

*AutoTrader YouTube channel

*Partner with enthusiast blogs

*Enable and expose blogs on ATC

*Some of the content/tutorials and responses should
target the most common Telephone and Email
Inquiries about our products and services, Dealer and
Consumer complaints and Fraud issues

*Social Media Policy and Guidelinesin Employee
Handbook

6/6/2011

So things on the
horizon for us...

44

What is next?

*Location, Location, Location! Foursquare and Gowalla
are mobile apps that leverage location. Yelp, Google
Latitude, Twitter and Facebook are in the mix, too

*Group Buying and Mobile: Groupon, Living Social,
point-of-purchase advertising, Google’s acquisition of
AdMob, Apple’s new iAd platfrom

*Mobile Payments

*See http://mashable.com/2010/07/05/5-social-
media-trends/ for more

You can do it!

45

You can do it, too!

15
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http://mashable.com/2010/07/05/5-social-media-trends/
http://mashable.com/2010/07/05/5-social-media-trends/
http://mashable.com/2010/07/05/5-social-media-trends/
http://mashable.com/2010/07/05/5-social-media-trends/
http://mashable.com/2010/07/05/5-social-media-trends/
http://mashable.com/2010/07/05/5-social-media-trends/
http://socialmedia.alterian.com/learn-more/training/training-videos1/
http://socialmedia.alterian.com/learn-more/training/training-videos1/
http://socialmedia.alterian.com/learn-more/training/training-videos1/
http://socialmedia.alterian.com/learn-more/training/training-videos1/
http://socialmedia.alterian.com/learn-more/training/training-videos1/
http://sm2.techrigy.com/main/signup.aspx
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Customer Service + Marketing + Social Media =

Where
are we?

How do
weget
there?

Social Customer
Relationship

Management at
AutoTrader.com

6/6/2011

47

I am here to help!

Thank you!

Questions? Answers?

Joe Bannon

Consumer Services Program Director
AutoTrader.com

3003 Summit Blvd., Suite 200
Atlanta, GA 30319

joe.bannon@autotrader.com
404 568 7491
FB: Joseph Paul Bannon

LN: Joseph Bannon
TW: @samsterish
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