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WHY SOCIAL MEDIA?




1. Be where your customers are

People are social and engaged in conversations.

* Customers, staff, prospects, investors today use social media.
* Digital conversations are going on and we are not a part of them

Some US stats:

* 60% of financial advisors use social networks for business purposes
Source: Socialware’s June 2010 Advisor Survey.

* 36% of customers preferred to do their banking over the Internet,
compared with only 25% preferred branches, and 15% using ATMs.

Source: American Bankers Association, Aug 2010
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Digital Life
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Digital Life

Consumers changing their behaviour

The Rank & Importance
of Social Media
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Digital Life: KEY FINDINGS

Key online attitudes and behaviour trends:

* Online is now the media of choice.
61% use Internet daily rather than TV 54%, radio 36% & newspapers 32%.

* Mature markets being left behind online as emerging markets

become more active.
China (54%) has much higher digital engagement than mature markets like Japan
(20%), Denmark (25%) or Finland (26%) despite their advanced Internet infrastructure.

e Activities such as blogging and social networking have huge

momentum in emerging Asian markets.
88% of Chinese online users have their own blog / forum (32% in US).

* Increase in mobile use as consumers seek greater access to social

networking on the go
Mobile users spend on average 3.1 hours per week on social networking sites
compared to just 2.2 hours on email.



The Online Growth of Social Media in China
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2. Reputation and people matter more
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3. Competitors are already digging in

If you aren’t online and social, you’'re already losing share of voice to companies
that are ahead of the game.

Blogs, Twitter, Facebook, Linkedin
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In US financial services

are the first industries
to design apps for
these devices.

Customers and staff
applications

4. Smartphones & tablets accelerating change
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As more companies are
jumping online,
regulators and
information technology
companies are ramping
up their own efforts.

Regulatory Notice

Social Media Web Sites

Guidance on Blogs and Social Networking Web Sites

Executive Summary

Americans are increasingly using social media Web sites, such as blogs and
social networking sites, for business and personal communications. Firms
have asked FINRA staff how the FINRA rules governing communications
with the public apply to social media sites that are sponsored by a firm or
its registered representatives. This Notice provides guidance to firms
regarding these issues.

Questions concerning this Notice may be directed to:

» Joseph E. Price, Senior Vice President, Advertising Regulation/
Corporate Financing, at (240) 386-4623; or

» Thomas A. Pappas, Vice President and Director, Advertising
Regulation, at (240) 386-4500.

Background

According to a recent report by the Pew Internet and American Life Project,
46 percent of American adults who use the Internet logged onto a social
networking site in 2009, which is up from 8 percent in 2005.* Other studies
have shown that use of social media sites by businesses to communicate
with customers and the public has grown significantly in the past few
years.?

FINRA has provided guidance concerning particular applications of the
communications rules to interactive Web sites in the past. For example, in
March 1999, FINRA stated that a registered representative’s participation

in an Internet chat room is subject to the same requirements as a
presentation in person before a group of investors.” This guidance was
codified in 2003, when FINRA defined the term “public appearance”in
NASD Rule 2210 to include participation in an interactive electronic forum.*

==

finra?”

Financial Industry Regulatory Authority

5. Regulators and IT are catching up

January 2010
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6. People are influenced by social media

People trust their banks less
today, especially after the Global
Financial Crisis

Digital conversations are going on
and we are not a part of them



HOW TO EXTRACT REAL BUSINESS
VALUE FROM SOCIAL MEDIA




Step 1. WHY you want to use social media

What are your goals, what are you trying to accomplish by using social
media?

 Brand awareness?

* Increased sales?

e Customer or client leads?
 Customer and product insights?

e Customer service?

* Deliver specific news and information?



Twitter for marketing

Create High Value Content ©

Tweet about your Content
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The viral nature of social communication.



Step 2. WHO are your trying to reach.

Current customers

Potential customers
 Shareholders
* Journalists

People who follow the industry
* Company CEOs

Expats




Reach & engage them with great content.

Because once you’ve figured out who you are trying to reach, then you
can get a sense of :

 where they spend their time online
* what social media tools they use
 whatinformation, content, tools and offers they want

Content




Step 3. MEASURE metrics that tie back to
your Social Media goals

This is critical and where many companies don’t invest enough effort.

|.  Measure the ‘right’ metrics.
 Don’t simply measure traffic or ‘Likes’ or Twitter followers — think actions
that you want people to take (email newsletter signups, calls/emails
about products, or actual sales from the blog or product referrals from

your Facebook page.
* If you want sales, traffic isn’t necessarily the best indicator of success

Il. Make sure that you baseline - before and after



Create a sales funnel through social media

Social

~ Media
facebook
ﬁ Your Blog
Your Website

v

Connect and build relationships right through to sales



3 Ways to measure social media ROI

Conversions.

Ranked pages - Top 10 (brand and non-branded) — Twitter and

Facebook pages get crawled and ranked just like any other pages on
the Internet. Top 10 ranks on Google are equivalent to having “high
street” branches on the Internet.

Links — social media and SEO are in separable.

When people visit you fan pages or see your tweets — you acquire
links. Each link gets you one step closer to a #1 ranking.



BEST PRACTICE:
First Direct: A leading social bank



First Direct

* First Direct, a UK Bank built on phone banking, today it’s a truly digital
with no branches.

 Part of HSBC and 21 years old
 Targets the UK middle market

e Positioned as innovative and customer service orientated

Today,

* 84% active digital banking users

* 89% of customer contact is digital
e 53% of sales are now online

e UK’s most loved brand!

Social the rule, not the exception.



Social is changing behaviour

“75% say friends influence brand
decisions versus
16% for advertising”

Source: BMRB 2009



The Social State that we're in.

“66% of people trust banks less that
they did 5 years ago”

Source: ICM poll of 752 UK Adults, January 2010



Social: the rule, not the exception

call us 08 456 100 100 log on internet banking € | intemet banking plus € | sharedealing €

home banking our services mortgages loans credit cards savings investment

Firstdirect.com
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Social

Interactive »Home ) firstdirect.com

Talking Point
Tell us what you're thinking

Got something to say? You're in the right place. Talking Point is part of
our first direct live campaign - bringing first direct to you in the real
words of people on the web. We want to hear from you whether you're
a customer or not, so join the conversation today. After all, no-one can
tell us how we're doing better than you.

» Continue

first direct

» Terms and Conditions

Talking Point

4+ more more -

» Viewy text only site  » Legals » Contact us first direct is a division of HSBC Bank plc. @ HSBC Bank plc 2008. All Rights Reserved. Member HSBC ® Group

Because we want to make sure we're doing a good job, we may monitor or record calls. We hope you don't mind



Socia

Interactive »Home ) firstdirect.com
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Social to amplify news

Social Media Newsroom

» firstdirect.com » Int ] » Little

All articles How to use this si

| Contact us |

first direct
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Over half of women go Dutch on a
first date, but men still want to pay »

Women will need to be financially prepared to pay their half as
they break from first date tradition Mew research from online
bank first direct has found sharply differing financial attitudes to
first dates between the sexes. While women have a progressive
attitude to dating expecting to split the bill on a first date. ..

Read more ) SHARE o 0 &7
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NSPCC Childline White Rose ball Lesley Garrett and
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and Janet Jay »
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Social

Interactive »Home ) firstdirect.com

Enthuse

Loud and clear
Banking that everyone can understand

We could tell you just how life changing our service is and
how rewarding our products are. But why should we when
we've oodles of customers itching to tell you? No script.
Just genuine unprompted thoughts and insights.

first direct

» View
Enthuse
4 more ‘ .., more -
» Viewy text only site  » Legals » Contact us first direct is a division of HSBC Bank plc. @ HSBC Bank plc 2008. All Rights Reserved. Member HSBC ® Group

Because we want to make sure we're doing a good job, we may monitor or record calls. We hope you don't mind



Social for more engaging ads

first direct
first direct

“best bank in the o ]
world :) love it!” 77% of what's

firstdirect comalkingpaint 30 Sep 2008 said abOUt US
online is positive

Updated 12 Jan 2010*

‘Why not see the impression we've
made on our customers at

firstdirect.com/live
0800 24 24 24

. . 3 banking's better in black and white
banking’s better in black and white Meber BEOCAD g

ke FOC O Chroage

first direct

first direct

“the best bank ever”

firstdirect.com/talkingpoint 2 Oct 2009

Bubbles

banking’s better in black and white
Member HSBC % Group

Before you join us, why not see
the impression we’ve made on
our customers at

firstdirect.com/live

banking’s better in black and white
Member HSBC % Group




Social for brand engagement

You TUhE {ﬂrstdirectbuddy site:youtube.com

Official Buddy Launch

Firstdirectuk [¥| 41 videos

Subscribe

0557418

|é|_ike Ly +Addto ¥  Share Embed |

Sign In or Sign Up now!

Uploaded by Firstdirectuk on 13 Oct 2010

Official Buddy Launch. Introducing the first direct Buddy; the pinnacle of
customer service. There to help with any problem, 24 7 365. Watch how the
Buddies, who are highly trained in everything, come to the rescue time and
time again and inject some much needed human interaction into people's
everyday lives.

Categony:

Q Ta~nlarm.

| search |

360p

244,431

(]

172 likes, 29 dislikes

©
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Upload Create Account

Suggestions

Matt Cardle sings Just The
Way You Are - The X ..
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Buddy Training
by Firstdirectuk
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Meet Buddy Darren
by Firstdirectuk
2511 views

first direct meets Affordable
Art Fair founder ...
by Firstdirectuk

20,220 views

Forgotten anniversary
by Firstdirectuk
47,200 views

Melly - Just A Dream
by NellyVEYO
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Gives Man Piggy Ba...
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Social for trust, respect, and results

? floco: impressive. first direct bank obviously wants to start a real

converation with this microsite #interactivernonday
http:#icio.us/gaddzy

Fhil_Adams: Link: hitp.ftumblr.comddiactube This isn't "brave”. It's
right. First Direct Live.

6 days ago from Tumblr

iefreddie: First Direct publishes good + bad feedback - respect!
#interactivemonday http:4j.mp/xy9eL (via @ifonlyblog)

about 3 hours ago from Tweetie

about 2 hours ago from AP
kingofreviews: | am enjoying the fact that Iy review of First Direct
IS being used in their latest ad campaign
3 days ago from web



Social for product feedback, suggestions and test ideas

first direct Lab Legals | Terms and Conditions | Contactus | RSS @l | ¥ other first direct sites

Home Live tests Tried and tested  Your suggestions

What is the
first direct Lab?

The first direct Lab is all about getting you
nvolved. It's a place where you can view new
deas and test-drive brand new first direct
nnovations before we release them, so you
can tell us exactly what you think and have
your say night from the start. After all, who
better to test new ideas than the people
they're aimed at... you?

Live tests

first direct

£ SHARE £}

first direct QR codes

Do you see QR codes as useful and
nnovative? Do you think they would be
relevant to future pieces of first direct
communication?

Quick question We leve F—
Tell us what you think! This month we're loving & 514 people have commented on this

87% of Lab users think that offsetting ot g ¥ read more »
is a smart way of managing your ANGS soﬁ\e
QO\*,

money. If you have a mortgage, is
yours an offset?

CoolBrands

Yes 0
[ Hate 1t 49 firstdirect.com

No -
redesign concepts

We're currently redesigning our website,
and we'd love to hear your feedback on
two potential homepages we've created:
one tallored specifically for existing
first direct customers, and one that's
been designed with non-customers in
mind.

CoolBrands, a kst

Make a suggestion

& 202 people have commented on this

Do you have a great idea? Tell us what you think should be in the Lab.
read more »

make a suggestion »



BEST PRACTICE:

American Express: Driving community and
business



Amex OPEN Forum: a community for US small businesses

* Over 7 Million registered businesses

* Provides knowledge, tools, expertise
and networking resources to grow

 Hungry to talk to their peers about
shared needs, topics, solutions and
business opportunities

* Celebrity experts provide advice and
discussion.

l‘;f« 1

L MY ACCOUNT & CARDS ¥ TRAVEL @ REWARDS

Business Apps | OPEN Forum | Rewards & Benefits

H BUSINESS
W= 0P m

Powering small business success

Top Story
Brian Keyser On
Openlng A Restaurant.

Brian Keyser, owner of the Manhattan
restaurant Elsewhere, slgryesmmm

From The Community
Featured MSNBC Video
Featured Event

Advice From Innovators

What's new.

Log In

Tips For Navigating The
Wholesale Market»

& 37 minutes ago in The World

Katie Morell Open Forum Editors

Consider attending a wholesale trade show to track
down new customers. [

trtans sy IR

& 4 hours ago in Marketing lsu’ “""“"'“i "I
Rick Jensen Constant Contact MAHKETI
You can't force a marketing campaign to go viral, but  '§

there are elements you Can CONSICET 10 IMDIOVE YOUT e s Somee

chances.

:
i

=
=
F

z
9
| MESSAGES > §

Small Business Snapshot:
Funds Drying Up For
Startups»

& 8 hours ago in Money

Katle Morell Open Forum Editors

Today's small biz headlines include bad news for
startups, a free local advertising opportunity and
more.

A message from OPEN

Making Business Education Fun

Stacey Gutman talks about Crash Courses, a fun new way to
leamn and tap into information you need to grow your business.
Read the Article and take a Crash Course»

H

Brian Keyser Shares Advice
On Opening A Restaurant»

& 10 hours ago in Managing
Erin Zimmer Serlous Eats

' United States (Change Country) Contact Us [XSISII
Need help?

Apply for a Card
Register

Es¥NO

Entrepreneurs Restaurants Managing See More- Q

Most popular

MOST COMMENTED

MOST VIEWED

»
MOST SHARED -

S

Top 10 Steps To Reclaim Your
1 ifa From Nictractinn

Avold These Simple Grammar
Rnnde in Vaur Rucinace

How To Find And Attract Leads
leinn | inkadin

How To Capture Someone's
Attartian In 40 Qarande

MALL BUSINESS

SATURDAY.

NOV 26

What's hot

n facebook:
n communications

4

financial
management,

social media»
twitters

MSNBC's Your
Business,

katie morell»
Guy Kawasaki»

small business »



Small Business Saturday

facw Search
Small Business Saturday |« Like

Company

= Matt Dooley Home -~

* Aninnovative campaign to 22N\

I SHOP
promote US small businesses SHop

You and Small Business Saturday

& Gabriella Fitzgerald likes this.

a small business owner? Visit the Customer page

> "SMALL BUSINESS [CHINNE
* Held on the Saturday between - |.|K[ SATURDAY. G

-

g la ] pe b

RSVP: Yes - No - Maybe

SMALL BUSINESS — NOV 26

thanksgiving and Cyber Monday saturpax

! First there was Black Friday, then Cyber Monday. Find Friends from Hong Kong

e 41 officials from 27 states = %.;:,g“:sm:"::ﬁ;‘{”: ARFRSE
declared it a holiday. —=gcSpe _r‘_':f:i.m“%r-:;:mmmwm
Y = « FREE TOOLS TO GET STARTED »

e 28% boost in sales in stores -

- —mounTe vou pusiness=— | ol
accepting Amex ooy

Get free In-store signage and GET IN-STORE Event Invitations See All
© For Your Biz e-marketing materials. SIGNAGE [ K20 - KELY Support Group's
20th An...
K3 Supporters GET E-MARKETING November 26 at 12:00pm unt

e Built the largest small business  am

M Events Get $100 worth of free Facebook GET FREE ADS ﬁ‘nl;
. M Polls : ‘ i : .
community on Face book, ever. "o s o targetnd to your aree Toms of Paricigston

About , =EH[A][ AN urf["wy= Helpniend

Welcome to the official Lara Ryan

Small Business Saturday S She's new to Facebook.
Facebook page where { % Suggest friends for her

Make a compelling offer to bring
customers in your door. See what
offers other small businesses are

SHARE AN OFFER

small i...
More

B . . 7 [y)(oot:c;nwgnlzf::;slm and share
Small Business Saturday Video L0161 11 1O CRTONERS

like this
4,805 Build your fan base by starting a CREATE A PAGE
talking about this Facebook Business Page.

Share your business story on
Likes ¥ ' ory

Created a grassroots | | i (e

Express

Turn your customers into followers GET FOLLOWED
ol | American on Twitter.
EE Express OPEN Find out what people are saying GET YOURBUZZ
m Ove m e n [ h about your business with YourBuzz.
Members
MEMBERS  Project from
American “JOIN ME ON SMALL BUSINESS SATURDAY" SHARE THIS

1+ Chat (Offline)



American Express ties up with Foursquare:
“Check in and save”

Offer foursquare users
"coupon less, hassle-free
savings within the
foursquare app.”

AmEx card holders simply
link their credit cards to
foursquare and deals and
discounts are automatically
applied.

Initial offers @ popular
stores (H&M) and some
restaurants in NYC

AMERI
EXPR
®

b

SYNC, EXPLORE,

AND SAVE.

foursquare}



One final thought



ABS has launched a Facebook branch

Opening s

click to watch intro »




Thank you

Matt Dooley
Director, Connected Thinking Ltd.

Email: matt@connectedthinking.asia
linkedIn: matthew dooley
Twitter: mattldooley



