
Comcast Twitters 

For about the past year, Comcast’s Director of Digital Care 
has been using twitter to track and respond to customer 
issues. They keep track of people twittering complaints 
against the company and step in to handle the issue. Not 
only has this turned a negative customer experience into a 
positive experience, but customers talk about it. It also 
provides the company with an early warning system, 
allowing it to identify and respond to issues much more 
quickly than if they had to bubble up the traditional 
support channel. 

Steve Jobs replies to emails 

No company has managed to whip bloggers into a frenzy 
like Apple and few CEOs have reached rock-star status like 
Apple’s Steve Jobs. Whether it’s intentional or not, Jobs 
regularly pours gasoline on the social �re by randomly 
responding directly and candidly to customer’s emails, 
often with information about products not yet shared with 
the mainstream press. This direct, conversational interac-
tion keeps customers talking, sharing, and engaged. 

American Express Opens Up 

In an e�ort to go beyond simply claiming to support small 
businesses, American Express has created the ‘Open 
Forum’, where they aggregate the best blogs, interviews, 
videos, and articles for small businesses. They encourage 
participation and discussion, both educating and connect-
ing small business customers around the American 

Microsoft Product Managers Blog Honestly 

Software companies like Microsoft have traditionally worked 
under the cloak of secrecy. With the rise of open-source 
software, Microsoft has rethought their strategy. To get 
customer feedback quickly and build loyalty, Microsoft began 
encouraging its development team to maintain open blogs 
about products and plans. The result is a more engaged and 
fanatical customer base that feels like it has a stake in the 
products Microsoft develops. 

Starbucks Crowd-sources Innovation 

As Starbucks �ghts to maintain it’s ca�eine-fueled co�ee shop 
dominance from competitors it has turned to its customers to 
help guide the company’s future. Through the website “My 
Starbucks Idea” (http://mystarbucksidea.force.com/ideaHome), 
customers share ideas they want to see the company imple-
ment and vote on the ideas of others. The most popular ideas, 
from free wi� to dark chocolate mochas, rise to the top. The 
company, in turn, candidly shares how it is implementing 
customer suggestions. 

Examples of Advertising through Social Media

Successful social marketing is best explained through example. Here are �ve 
nationally known companies using and bene�tting from social media today. 
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