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Marketing Like a Web 2.0 Company

Introduction:

• Background
• Web 2.0 Marketing for SaaS companies
• Examples from our customers
• Ideas you can consider and apply
• Discussion



Background:

•We are a leading SaaS vendor for online communities
•Customers include:  SONY, Dell, AT&T, Linksys, Symantec
•We currently serve ½ billion page views per month
•Bootstrapped and profitable, founded 2001
•Recent funding from Emergence and Shasta Ventures

The groundswell is happening:
• 73% of 

Americans 
online, more than 
half with 
broadband

• Over a billion 
connected 
internet users

• Over 112M blogs, 
over 120k blogs 
created every day

Source: Forrester North American Social Technographics Online Survey, July 2007



What is Web 2.0’s impact on marketing?

It’s fundamentally about the rise of customer power:

• Consumers trust their peers more than institutions

• Consumers are buying what their peers say to buy

• Consumers are less susceptible to “marketing”

• Consumers are turning to their peers for support

• Consumers are sharing their experiences for all to see

…The consumers are in control!

Web 2.0 to Enterprise 2.0

• Enterprise 2.0 is about companies wanting to take part in 
the conversation

• Early case studies show great benefits to companies that 
can do it well

• Companies are in a land grab for the users’ attention

...Companies don’t know where to begin



The Web 2.0 “Buzz”….

RSS, SOA, Mashups, and Social Bookmarking

Community ExpertsCommunity ExpertsCommunity Experts

(Your) Company(Your) Company

Content Content 
SharingSharingBlogsBlogs Social Social 

NetworkingNetworkingWikisWikis

Conversations in the blogosphere and global communityConversations in the blogosphere and global community

Where to start?   Forums first!



Web 2.0 Marketing

Communities can provide powerful and real-time vehicles for:
• Enhancing customer care 

• Enhancing brand loyalty

• Demand generation (WOM)

• Online focus groups and market testing

• Managing beta programs  

• Managing enhancement requests  

Web 2.0 Marketing

Examples:
• Enhancing customer care and brand loyalty

• Demand generation (“word of mouth”)

• Feature requests, customer feedback



Customer Satisfaction…viewed 535 times

Customer Satisfaction…viewed 599 times



Customer Satisfaction

And another…



Demand generation…WOM

Demand generation…WOM



Demand generation 

WOM  (request)



WOM

WOM



WOM

Customer support success



Customer satisfaction

Customer satisfaction



Request for product feedback

Request for product feedback



Customer feedback 

Beta volunteer



Feature requests

Early customer feedback



Feature requests

Link to blogs



How to achieve community success? 

Some things to think about are:

• Overall objectives

• Planning timeframes

• Strategies to engage and retain users

• Ways to establish “super-user” reputation and ranking

• Keep it positive:   behavior moderation 

• Beyond the community:  ways to add blogs, wiki interaction, etc

Community self-moderation



Web 2.0 Marketing:   In Summary
Key advantages for SaaS vendors

• Our applications can be our strongest marketing vehicle

• We can integrate with other vendors – our customers are not 
trapped behind the firewall

• Our time-to-market is greatly reduced over on premise software 
so that feature requests can be met quickly 

• We have a unique 1:1 relationship with our customers that can 
be strengthened and amplified by Web 2.0 social networking 
such as online communities

Thank you!

• Q&A


