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Online communitiesOnline communities
�� Usenet newsgroupsUsenet newsgroups
�� Mailing listsMailing lists
�� Websites Websites 
�� BlogsBlogs



�� Challenge: Create a positive brand Challenge: Create a positive brand 
experience for a nonexperience for a non--emotionally emotionally 
positioned b2b/c technology companypositioned b2b/c technology company

�� Solution: Turn a potentially neutral or Solution: Turn a potentially neutral or 
negative situation into a positive brand negative situation into a positive brand 
opportunityopportunity



�� Situation: Usergroups online are talking Situation: Usergroups online are talking 
about problems they perceive with about problems they perceive with 
Atlanet’s contract and servicesAtlanet’s contract and services

�� Strategy: Enter the two affected Strategy: Enter the two affected 
communities to convert the existing communities to convert the existing 
emotions into a positive, proemotions into a positive, pro--active brand active brand 
experience for customers and potential experience for customers and potential 
customerscustomers



�� CRM as branding?CRM as branding?

� Yes!
Because “just sold” and repeat customers are your Because “just sold” and repeat customers are your 
most valuable customers*:most valuable customers*:
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The details:The details:
The client is notified with suggested The client is notified with suggested 
responses and a brand voice is crafted responses and a brand voice is crafted 
for the postings that makes Atlanet for the postings that makes Atlanet 
“accessible”;“accessible”;
Approved responses are posted and Approved responses are posted and 
then continued engagement in the then continued engagement in the 
community dialogue creates goodwill community dialogue creates goodwill 
and encourages others to post positive and encourages others to post positive 
feedback.feedback.









Atlanet modified their contract to make Atlanet modified their contract to make 
the terms clearer;the terms clearer;
The community response was The community response was 
overwhelmingly positive to have Atlanet overwhelmingly positive to have Atlanet 
listening to them;listening to them;
Online press covered the Online press covered the 
responsiveness of Atlanet to online responsiveness of Atlanet to online 
communities as a way CRM would be communities as a way CRM would be 
handled in the future.handled in the future.
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