Open Leadership: How Social Technology
Can Transform How You Lead

Charlene Li
Altimeter Group
February 11, 2011

Twitter: @charleneli /\ |_:T| M ET E F\)




You TUhE Foodspotting FliCK I
S XING %0 rkUt foursquare
.. del.icio.us

AVNAAR faCEb00k® fovaaspring

2 plaxo
@ StumbleUpon




OUT of CONTROL?
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Flaming Notebook

@ CATEGORIES
Beyond what you've seen in the blogosphere, there is no update on the now

e batl 1

infamous “flaming notebook” from Osaka. We replaced the customer's computer
and are still investigating the cause. We think it was a fault in a

Dell's engineering teams are working with the Consumer Product
Safety Commission and a third-party failure analysis lab to determine the root
cause of this failure and to ensure we take all appropriate measures to help
prevent a recurrence. By the way, lithium ion batteries are used in billions of
notebooks, mp3 players, PDAs and cell phones these days
blished T}

Lionel Menchaca, Digital Media Manager
er. Products, Technology, Consumerf Small Business, Customer Experience
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It's about RELATIONSHIPS

© 2010 Altimeter GrouE _



How to give up control

but still be iIn command
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How Best Buy Created a Social Strategy
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Updates from the CMO of Best Buy

Best Buy’s Silver Bullet »

The first post © SHARE W" @M.

Here itis - the first post. Whew glad that's over.
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TWELPFORCE

To contact the Twelpforce,
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Or o to Besthuy com/Twelpforce
@Thom_Cordeiro Is this for school?
work? entertainment? via
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y It all depends on what you want to use it for a
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Rethinking
LEADERSHIP




The Salesforce “Chatter-ati”

Chris Mika v  Help & Training

People Groups Files

Chris Mika putting the final touches on the sales proposal

Followers Show All (137)
Attach (g File & Link S

== daBe
“ support Case — 00345 Has been escalated to critical

¢ @ 3
July 21,2010 at 1:28 PM  Delete Unfollow -’ E @ E
- q
Tim Sanchez I'm meeting with them tomorrow for an . 4 &
important deal, we need this fixed ASAP. MV 4| &
x 4

July 21,2010at1:31 PM  Delete

—
L
al

Following Show All (89)
C" All Updates Laura Cain I'm working on this right now and will have

the issue resolved in the next 15 minutes. ==\ (-
£3 @Me 5 ., b = 42
July 21,2010 at 1:34 PM Delete - i
A People

@ Groupe Files Added Show All (7)

Q & ROl Analysis Model
Q & XR 1200 Brochure
Q & 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 3, 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?

wmﬁeterGrouE — . _



“You can imagine the Chatterati creating as
much value as an SVP in the organization by
sharing their institutional knowledge and
expertise - and we should look at
compensation structures with that in mind.”

>

- Marc Benioff, CEO of Salesforce.com
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Starbucks involved 50 People
around the organization From the Start

m%
STARKBUCKS IDEA

Automatic ordering via swipe of card <<Under
Review>>

; 4XXS ¢t

Welcome, Guest Starbucks should enable customers to encode their usual customized drink orders on

Ciom T their Starbucks cards and have a scanner available in the front of the store so customers

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
No Do you want Assess the
to respond? message

Yes

[\ [0}

Response

Can you
add value?

Thank the
person

Respond in
kind & share

Adapted from US Air Force Comment Policy

Negative

Evaluate the

Customer?

Complainer?

Want-to-Be?

Yes

purpose

Are the facts
correct?

Unhappy

No

Are the facts
correct?

Dedicated

No

Is the
problem
being fixed?

Comedian

Take reasonable
action to fix issue
and let customer
know action taken

Yes

Does customer
need/deserve more
info?

Gently correct the
facts

Explain what is
being done to
correct the issue.

Yes

Let post stand and

monitor.




Ask the Right Questions as a Leader

“We tend to overvalue the things we can
measure, and undervalue the things we

cannot.”

- John Hayes, CMO of American Express




Prepare for Failure

No relationships are perfect

Google’s mantra:
“Fail fast, fail smart”







Give Up Control
AND STILL BE IN COMMAND



Charlene Li

| char\ene@a\tlmetergroup .com
| charleneh.com/b\og

Twitter: charleneli

For slides, send an email to

slides@altimetergroup.com

For more information & to buy the book

visit open-\eadership.com




