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Introduction: SaaS Summit
2008

* Background

* Web 2.0 Marketing for SaaS companies
* Examples from our customers

* |deas you can consider and apply

* Discussion
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Background: SaaS Summit
2008

*We are a leading SaaS vendor for online communities
*Customers include: SONY, Dell, AT&T, Linksys, Symantec
*We currently serve % billion page views per month
*Bootstrapped and profitable, founded 2001

*Recent funding from Emergence and Shasta Ventures

lithium
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The groundswell is happening: SaaS Summit

* 73% of visit social networking sites | ([ NS
Americans readonineforums | [ NG
On”ne, more than Read customer reviews m
half with rReadblogs | (RS
broad band Maintain a social profile m
L Participate in online forums n
* Over a billion Comment on someone..
con neCted Post reviews of products
internet users Publish a blog
. Over 112M blogs,
over 120k blOgS Tag web pages, photos, etc
Write articles online

created every day
Contribute to a wiki

Source: Forrester North American Social Technographics Online Survey, July 2007
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What is Web 2.0’s impact on marketing? SaaS Sumzﬂ.'gé

It's fundamentally about the rise of customer power:
e Consumers trust their peers more than institutions
e« Consumers are buying what their peers say to buy
* Consumers are less susceptible to “marketing”

e Consumers are turning to their peers for support

e Consumers are sharing their experiences for all to see

.. The consumers are in control!

e Ea————S—
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Web 2.0 to Enterprise 2.0 SaaS Summit
2008

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

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

« Companies are in aland grab for the users’ attention

...Companies don’t know where to begin
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The Web 2.0 “Buzz” .... SaaS Summit

VVIKIS Communities Blogs

X

Social Social

Mashups - . (I :
P Beokmarnking | INEWoerking

Webcasting/ Content

Podcasting Sharing
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Where to start? Forums first! SaaS Sumzrggg

(Your) Company

L ]
- Soeciial @ontent:

RSS, SOA, Mashups, and Social Bookmarking

Conversations in the blogesphere and global community,
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Web 2.0 Marketing SaasS Sungtn]ié

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

e Enhancing brand loyalty

< Demand generation (WOM)

¢ Online focus groups and market testing

e Managing beta programs

¢ Managing enhancement requests

e Ea————S—
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Web 2.0 Marketing SaasS Sungtn]ié

Examples:

e Enhancing customer care and brand loyalty
e Demand generation (“word of mouth”)

» Feature requests, customer feedback
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Customer Satisfaction...viewed 535 times SaaS Summit
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Customer Satisfaction...viewed 599 times SaaS Summit

TN aecnaech - i

feu are here: Fulure Shop / Browse all boards / Home Theatre [ Home Theatre f Kudos to Fulure Shop It

» S Thastoy
STAR CHOICE g
_ = b s

Earam Cabdelines | Terms wnd Cansitions | Sumport Q

[
= PMate

A5 some of you may know, 1 lagged onto the forums 3 faw wasks 3go or 55, bacsuse 1 Was told that the TV and Home Thaatre systam | had
arderad on January 2 was going to ba late. When we bought it, wa ware told 2 - 3 waaks, Thrae waeks later, wa wera told 2 - 1 weaks agan. |
opened 3 SUDPOT case based on the advice of an admin hera on the forums, and had comesponded with some helpful people in the support
department 3t F5. | ended up getting the system |3st weak Friday and had 3 great time setting it up on the weak end, Last evening, T got 3 vary
nice call from somecne (sorry, [ forget the name: at they are sending me a new reciept, dated for the time [ picked up the TV, so that my
warrantes penod will start from the time [ picked it up. They also said that they would be sending me a $25.00 gift r1rd for my troubles.

fegistered

1 just wank to say thanks to FS, and that what could have turmed out to be 3 bad expenence has changed to 3 great one.

‘@ are geting our MO cable bax set up tomarrow.

183 Madaramer

Outions ~

Awsome o hear!

Always gong above and beyond!
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Customer Satisfaction SaaS Summit
2008

1 Happy In Plainfield Imdiana - Abowst These Forums - U-talk Peer-ta-Peor Farums - Mozilla Firetox

Bl Dt ew Mgty (eckmake  paheal  Josk ek

c @ R (D e P— ) [
W Getting Started (] Labest Headines
-2

b Smmchish ~ B |k Upgrade b the Ltest Yool Toohar = £33 Ml ~ (8 by Voboo! (3F Hoklobs ~ G Garmes: ~ o Muskc ~ ) s ~ 4 Parsorals ~ [ Sgntn -

- LiRmTesck.. | jRmWen.. [ [ReTradu. | | |BetaTes.. | jBstaTem.. || Mlstkp..

recentty .. | [ teecentty .. [ recentte.. || vpesem.. | | Re:l. | | Mapey. i

‘Where U-verse Members Come to Talk.

About These Forums
Regater - Sign In © Hel

U-talk Peer-to.Peer Forums : Community Member Discussions : Absut These Forums teld. Indiana
[carc [
@ Beply | Thread Optians @ €] Mazzage Listing | 4 Praviaus Thread | Mest Theasd [
Jurre to Page:
* Reply Happy in Plaintield, Indiana Options -

acddc 1 st wanked ko say and lek athers know how 50 very happy [ am,
T 1 gat Uverse package U200 with the Reoadband instaliac yasterday. I'm vary hapoy wm tha installation procass,all the channals and ewdras 1 racare along
Reistered: 01-22-2000 | N changing mrvrmnrr ©5L{which was fing for ma) and Broadband for me ks 0k ay

1 fepl that changing from the criginal only kocal cable company and being ablke to drop mv landling 1 should be able to save almost $45 a morth. Adding to

3t S tha shve fadtares faread i ATT L1GrEs packsge | chose.

1am 4 basic persen, dan't have HD needs,or faster mternet service, § koked at these farums prior and mast complaires were shout Local on the 8% and

faster intermet saeeds.| can see where that may be important to same but there are other weather lacal channets out there for now.
Naaagn 2 otz So, [ give i & beg thumbs up for pecple bo give this & shot and save money and get mare for your mangy.

imwad 71 B
O1-EE-2008 12:08 PM

™ Reply Optians

_\’fs R N N[ T — ; P ety Gn] ] (e

Hello everybady,

e \Lgsapgy | 1IUSE wanted to 53y 3 VERY sincers thank you to all of you who have helped me with my Xbox 360 situation. This baard is absolutely incredible 3
el are those customers and FS employaes who have really stepped ug to the plate and done a they can to assist me.

I awer thought buying an xb\:x 360 could be so troubling but you have made it so much easier to deal with and [ wanted to give Kudo's plus for
being so helpful 111111110

[ raaly hops the board managar doss nek kick me off tha board for posting this bacausa 1 wauld like ta ba ;mln to coma back whan wa finally gat 3
Message L o 3 working unit and update you, 3s well 3s perhaps try to halp athers wha find themsalves in the sama boat | a

viewsd

amnmm Thanks again everybady 1|
Amanda i-)

B1-10-2008 02:06 PH

* Reply i Amanda, T don't see why we would kick you aff the foru... —
Hi amanda,

Regtered: 08142007 | L dont see why we would kick you off the forum & 1t's always 0000 Lo hear sabsfied customers report positive expenences, then we know we're
dong something nght! 1 certanty hepe youll come back bo gve us an update and keep us company. Hope you get that sbox soen!

B
Mogarator
Hantreal, Quebec

Meseage 164 3

Viewed 220

Hopetully the right console can pick You! T MEan. o ca.,

Hopefully the nght consale can pek youl [ mean...pou can puck the nght console! LOL s

Good luck on gesting one that FINALLY works!
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Demand generation...WOM SaaS Summit

3 Barnes & Nahls_com - Tha Harry Patier Hoak Cluh - BN d la Firatox

Eln Bt few Hgoy  podmais  faheod [k peo

> C0RE0 D)
W Getting Srted D Latest Hosdines
Xt -2 - | 4 samctwat + 84 +| L Lo o the et v Tecbor (1« Dty vabent 3 peit ¢ B e+ ) Mo+ D v+ o pwescris <+ [ sonin ¢

£ Lithim - Customers L % e - Customers | L} Darnes & Noble.com - The Harry o

BARNESNOBLE  Povéreccuve _

r Status | Wish List
www.bn.com

TALE ABOUT

The Daathly

) b r Mallows
— ‘ by 3. K. Rawl
The Harry Potter Book Club .

nagister + Sign n - Hele " Links
Baok Clubs Home : &1l Book Clubs : Talk about Books & Authers : The Harey Potter Book Club » Buy The Deathly
. Hatlows

New Message | Board Options = Fir “«
3 Naw Messan rd QK > By Dooks 1 through &
il + &l Things Harry Patters
Febiruary Dook Chube: Se them af | Center Stage, Feb. 11
Haw Roads: Maat u ¥ e | Baramurmal: 1
Tmpartant Links: 41

TIREAD PLICS VEEWS AUTHOR LATEST POST

House Rules: Thoughts from Your Mederators and 3
by Conri o

Lditors G0 8 6377 mmmRiY

A Beading List: Warry and Beyond 008 ) 01-30-2008 85:32 PH
[1234567692] D s by Conrigk

YourseHi[ 1234 9% MR Cornink

&
-
@ * Nate from Your Moderator -~ and Introduce - 02-13-2008 04:14 PN
5] by Starlet
an OF (Off-Topic) Chat: THE COMMON ROOM 2 P 0 il 0047 M
[1234887])
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Demand generation...WOM

Rank hath its privileges Cetions ™

Wiell, with a0 jobs vou'l get bath the good and the bad.

Faght naw, its ol good baby.

"m typing on a Mactiook Air.

To the fobs thak are wricng this of: | respect your opinion, buk good lord, how can you distke this thing? It's 3 work of art) Andre (one of our
laptop mertharts) casualy strolled up to my desk and produced this thing from under his a thought it was a fiyer at first. My jaw nearly hic
the floor when | realized what he had.

It's gargron @ brushed auminum finish screams professional laptop, just lioe & does on the MacBook Pro. The trackpad is T'd almost
(I get to Hut |l| minute]. The kevboard really stands cut in black (just for gigoles [ coverad it up with my coat and
the backlight faded in gently - on cue. Han jove the chicket keys (I've been using a Macook since they launched and it's my wllmnthnl the
Ehuclat kays are the best thing to hapoan to |:|xanq in 3 whils - it's ana of tha things that's hald ma back from buying 3 Maciieak Pro)

Maseage 17 of $1 fargotten ahouk ml.ln toud
hemed 138 ¢

poed it over and thll’ud out the fip out ports; USE, Micro-DVE and Headphones are al accessible (it looks quite stylish with my iPod Towdh
hml,.hc..m., g

es, it's ight. Really, really light. There's been 3 non-stop stream of traffic past my désk in the past hour - &very single person that has picked it up
i clearly brating for semething slightly heavier,

Multi-Touch

Know what's lut..lly Sl that you just don't get ANYWHERE else? The mum luudl um.nd My % are Lotaly addcted to two finger
scrclling (Ehoss o A there KNOW what | mean... try using & PG notsbock v & Hix 2rvd you Bnd reursall wondeing Swhy monit ot
= blsan"~ thing SOrail?) and naw ARGls s atded 3 ton of new GERonS for e =

Three finger awiping mll L i lumaud and badkward lluuuuh ar tenit. It works in iPhoto, it works in iTunes and you can expect Lo $ee i in
mere appheation. iger rotabe are amareg - i's ke Touch lunctiorihty btk nght inko th trackpad, Ths s, n my
Cainian, the single greatast naVatAN I 1aptoR contral snce tha Incepdion of tha fracksall.

I've gok an entire weskend with thes baby, 55 I'm gomg b puk & through the rmger - that's going bo mcude hard drive seek bests, copy bests,
installng Sofware Ger 3 wirtiess necwork, using a il Fange of AERCAGENS And Brobably ore than a few caffens in Stabucks (hey, f they give
3 Rolls Reyoe you'd better take it cut on the tawn).

1 gatta haad hama for tha night 52 [l hava to pack thes thing Lo, niial imprassions? 1S avarything thay said it was and mars,

PLATFORMERS POOCAST

e, b ey case it's an indicator of sty

1 tried an Air ab Northlasd Fulure Shogp and T quite lhed Detions ~
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Demand generation SaaS Summit
2008

Be [t Yew Mgtory [ookmars Yehoo! ook et
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@ Gentrg Tiwted [ Labest Hoadines
Xt -e- 2] 4 Somthweb - 85 =| b Upgrada o th eeet vaboo Tocbar = 3 i = @ by vabaot (8 ek = ) amas - &) s - £ a4 Parscrs - [ Sgnn -
# . [@recentty .. [E)trecentty.. | jiegeovem.. | jResiML. | jHopyn.. | jreedtom. | ILOVECR. | | Useswen.. [E]cESZooe. || Desgang.. | Recdecor.. | | wseb O 2

attgom | Wieless ame | Personal | Buiness Canter Us | My Aetownt

£ atat

Sony Ericsson

Sign In | Register Guidelines | Help
Commeis oo 5] (B S e — - TR

Wirebess Forums from ATET : Phene & Device Support : Sony Ertcason : W5
=) mesty | Massage optins [ 4| Massage L 4] Fravisus Thresd | Hest Theead (8

It was in the Best Buy ad this moming =0

those peopls | 5aw askng for the pink &
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SaaS Summit

B [de dew Hgtey Gedmads pshesl Tk peb )
W cn“ Q i\ [ bsclhashe s y— &[s] p: E;J': .\ .'% i
I Gsting Srted ) Latmst Haaclinms
Y- - - | somchiaeh = 4 = | b upprade tothe est rahoct Tookar = 2 mad + @ myvahont (7 vt - G caves = ) wusc = ) mrmenrs = W pursanat = [ snie -
#an [JReWen. | Belishe | || BelaTes.. | [|BelaTet. ) AlstRp..  [0] Drecentty . rocertty.. | [@llmomtly.. [ Do | (ReiMG.. || Hmeri.. | Creeedto( 0 -
-
‘Where U-verse Members Come to Talk,
About These Forums I
Regater + Sgn in - Hely
-talk Peer-to-Peer Farums © Community Member Discussions : Ahout These Eopums « need ts make o declsion
[ |m . 5 - aduinaed
& Roply | Throad Optsans @ <] Missage Lstng | < Preicus Thrrad | Nest Thrad [
Jureg to Page: 1
wend ta make & docision Optisns *
sveammi I am nat vary tach sawy  and need to make & decisan regarding cable(Time Wamer) ar AT Uwverse - yosterday, [ know you are ol 8T Uverse
‘n""“f ! subgiribare but could samecne et £ ot far ma why you chosa ATT? Wt it 3 cost factor, was & 3 quaity of pictura factor, was & intarnet raiabiity, atc.
ﬂ?:fs‘t-rou- st-nrzgos W currardy have Direct TV and have recertly baught an KD TV, Actually 1 was naver that pleaged with reception with our Direct TV (bad weather -hase of
) signal issues). We have 3 Tvs but anly 1 HD cne. We 350 will be new to the whole DVR thing. Our irtamet is 2 DSL line with ATAT and cur landine is slso
whh them, 1 dan't wank to lose speed here and am unsure of the Express, Pro, Elite thing and haw it compares with Time Warners intermet speed. We are
planning to bundle everything with either Time Wamer or ATAT but | am unswre as ta whith affers the best reception in the HD and reg. T, which provides
the mast HO channels, ete. [ have been readng through some of these threads but need some help sifting thraugh 2l the tech soff. In reading over things.
[ did read about the CATS aspect - sounds ke valusble info if we should go with ATAT. Basically 1 am wondering, why did you chose U-verse over cable?
e Appreciane any help you can offer,
Widwed T timas
01-07-2008 03:57 AN
Re: need b make a decision Optisns =
‘ candl b1

Tramfersing data from wepd i edy...
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WOM SaaS Summit
2008

modmoose | My Profile | Dashboard | Sign Out | Switch User Feedback | Cubdelines | Help 1572 Medsages =

Wirehess Forenes from ATAT @ Phone & Device Support : ATAT/Cingaiar (HTC re you happy with your Tilt parchase? hosest opinions please

We: A You hagiry with yosr Till purchase? bonest oplnons pleane

silbysistarra You would only ba able to pry my tit from my cold dead hands. 1 love it21] It & 50 versatile and much batter than the
i predecessors. Which [ had both the othar phonds. As far 3¢ fragle seversl times my phone has bounced on concrets
Registered: 11.03 with anly & few scratches. Use common sende with it as extreme waather and pressure will damage any cell, Alsc
2007 : keap n mind with a1 tha graat fastures it has, it is a phone frst than pda, gps camara and MP3 and the
Programs you run the more apt it is to bog down. A gquick soft reset wil usually resolve 90% of o issues. Red kght
o st v error is easy o If 3 program of tweak screws everythng up, just do a hard reset and start over.
o
My Device: 1 got the Tit
ray!
Vareimss Humter
205858797 t@
1P 170.35.224.65
Message 36 of 37
Webwed 1011 tines
02132008 03 55:57 P
a0 ‘ ‘ 2 v
SUBIECT AUTHOR DATE/TIME

* Are yeu happy with your Til
B e
*Ra: Are you happy with yeur Tit purchase? honest opinons

migobored 02-13-2008 03:22:38 P A

Ponani 02:17-2008
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WOM SaaS Summit
2008
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n | Wireless Home | Personal | Business Center | Ab

£ U5 | My Account

& atat
EEEZE - I e

AT&T/Cingular (HTC)
Slgn In | Register Guidelines | Help

ry Options (W] [Arpte s masiags ows ¥ [Eewen BB covances | userce

wireless Forums from ATET ¢

e & fewice Support : ATETCingular (HTCY : rew Tilt

LOVE ..,

vious Thraad | Newt Thread (b

sl hope for
Faims, while

Maseage 1 oF
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Customer support success SaaS Summit
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Customer satisfaction SaaS Summit
2008

M st it purfectly warks 111111 - Keyboards - Blustesth - Logilech Ferums -
Be Gk Ve Moy [odmaks fdoo! Dok beb
- 4 (O new r B[] ] G- .
Latit andinas
v sewchwet v B o UL Uprace o the Laves vabet Tockur + 2 Mal v (5 My vt (3F Ptk o G Qo ¢ ) v v B smeer © o pwwscray + [ Sonin -
| GOLsser.. | |Emoeomie.. | | Sbshed.. | Thamkslo.. || Remedwi. | ReTrsse. | (ResWen.. | jReTradl. | (BeaTest. [ BstaTest.. | Mlast_j -

Al last it perfectly morks i Options *

N £ hae to sy that SetForit 3,15 for Bhuetooth comected all the issues | had with fiy MXS000. Now there's ro lag,

Posts: 11 no repeated letters, no keyboard wakeup delays, no mouse exratic moves. | must congratulate Logitedh for the

Aogisaernd: B7-29-2008 great effort and precctupation for us, your customers. Kow, Im a hapoy oustomer and | could say for sune: 1
recommend this great produet and | wil contirue to buy Logitech products in the futee,

waffja
Hezeags 1 of § ol
Vitwad BB S

Rac AL Last it parfoctly warke Wi

ntluser Aftar sechanging my i 5000 desktep for ancther, T was still Raving iESUSS with renRating characters and other
O minor bugs ksted here. 1 st inftaled tha Set pant BAta 3 faw MINLESs 300.. hopefly this is tha fi

Regestered: 12-13-2006

Mesage 2 of
Viewsd 368 benes

S5 PH
* meply Re: Al last it perfectly works I Options ~
Elazlr Honesly | have to 3y that only when 1 put the BT Dongle just undor one of my LCD morkors the lag
ey dizappoared, but even with SetPart 3.5 my MX1000 BT mouse loses the 5ignal once 3 weok, 20 | have to tum
Ragrsesd: 2 % off and back on again b5 fix the problom. Now, on Windaws Vista URimate ATM, we're alond again Bocsuse no
guRiead; 07752006

Support softwire has been released yet.

. Wihith beta setpairt re you talking sbout snyway? &
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Customer satisfaction SaaS Summit
2008
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Request for product feedback SaasS Sumﬂg
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Request for product feedback Saas Sumﬂg

11 Community - Moziita I

.: al=l»] G- 5 -

=4 sewdvweb = B = [k Uogradeno the test vabhoot Tockar = ) 0aal + () My vaboot (TP redbs = G Games = B M = B ey = @ personas « [ Sonin -
[Erokhah.. [Eoewe. Eosme. [ odso..  Dredkee.  Phelube.  PResplave..  Pisddiov.  Pheuesw . DReRhes.  Precser. | Prowt O 2

D ™™l

D Sinsai Thank you for all the fasdback 5o far an the "What's important to you in Bhapsody” post.
Rl Staft

osts: 514 Here's something else I'd ke to get your tepdback on: The lbrary,
Registered: 13-09-2005

Hara's what ['m thirking thaze days:
. The ourwnt My unrm‘ approach is vy ood. It is oonms-nq to {.uuo out what's “local” (ie. a fle on your PC whether an M93,
+ and what's ™ omathing you dicked “add to m.-ur for). Ad Fhagrsody contirues
" e [ nkmnﬂﬂw e 4 e e ok DIAEAS Hep hom Saces and whh Savices., tha carIsion DRts wo
esiage
Viwad 732 imas Also th lbrary i “dead” - & dowin't show what's availsble, & shaws what you acdid, S0 i you'ri & big Neil Yourg fan and wie dded & niw
album by Ned Young. vour Rorary doasn't indicate any of that. Or if we had to take down @ Ned Young slbum, it doesn't really 60 @ good Kb
of shawmng that exber, especaly if it was replaced with & newes/affenent verson
I've baan thinkng .)bm.: this for & whils, 3nd hare's the drnmnn I'm laaning:
- braak brars apart 56 thera's & “Bhapiody Lbeary” ard “What's on this BC
- 56l have option to view “all” mashed together (35 view nr “what's on this PC™
Ehapsody Library would probably be mare semilar to Rhagsody pages (which are bo-m redusigned)
- What's on thes PC wauld b & bitterfenhanced vivsion of what's avasdable today
Playksts would sther be local or Rhapsody, and ae0ear anly in one or the other lesation
02042008 09:29 AM 50 what do you think? 250, how do you uSe the Rorary? O 4o you nat use it at i

Hi Jingai, thanke for reahing out

wts: 833 ) 1 3gree wih your thinking/irection. | use the Sbrary Quite 3 bit, but 1 get frustrated by not being able to easily fiter by what's on the FC
SRS R verius what ['ve punchased vivius what I've downloaded, which R sounds ke youll be acdressing, Also, § realy ke the dea of an ease
! W3y 10 589 What you have along with what gissts in the RNagsody Catalog-£hes is 3 huge one.

1 wondd Bk a Bbrary that is fast from 2 GUI persoective. Right now, # you have the left navagaton tres oper, there it shears & few seconds
detay unbl You £an EYDe SOMEEing on the 58arch box, Al50, | would like the abikty t0 60 an “advanced” 58arth, whene You could mone easily
Message 2 of 1% fiter by file type, or date added, or cOMpoier, for examphe,

Viewed §91 times

Ragarding playiists, | would lke to sasly be 3ble to see whith playlists & particulsr track is in, 3nd my request of always: please let us
wavefuspiet the kocal plavkits aauily, 50 that wi can paste them on C covaes, emad them, prnt tham, ate




= &= OpSource’

Customer feedback SaaS Summrt

sarvices - - Bl Praclices

Be E% Yo Mgoy fGomels Yool [k pep

%€ O @ T ) Y
W Getmrg Started (] Latest Headines
Yr-e~j R T+smnw‘!i Ak Usgrade o the bkt Vohos! Toobar = 153 Mol = 0 My Yahoo! (7 Hotobs = Gl Gomes = ) Mook = B ewvers = 4 Porsonats - [ Sonin -

L Mt k.., [ trecectly .. Hl.-w ) trecentty .. || bmprovem., | [ ReskMid. | Heeyina. | nesdiome. | IRVECR.. || seswen..  [E]CES00K.. | [ Oesigm G

The #1 Selling Contact and Customer Manage.

Best Practices

Designing produsts and services

ui--..lx.... dy 1 wm ke 1o tell the m of work | have done with 3 manufacturng comgany, and how i procuced the most successful
v W Gecuct in their hi
Powts: T

Tha company had basn dong a majnty of R's business Mﬁ! WGM and found their markets, 35 3 result of changes
in tha world, getting smalisr, 50 thay wanted o buld nicsl ProcCts. WH S8E UP SOMA GUBSHONS in Art and
uged Waw"l"ﬂ@aswww pradiscts might lﬂﬂ’ﬂ'ﬂ AfTAF 3 YRAT the BNGINGANNG MANagars Incked at the
data, wank to customars tn confirm what the sales pecple had collactad. 10 manths Later 3k the annual trade show for their
industry the company relled out thew new product. To buy & & Lirge PO or a check was necessary, Ak the shaw the company
sukd 400% more than the largest new product they had ever mtroduced and they sold a years producbon withn the nest 10
days, This is how a customer drven compary and Act are compatble, If you wanted to hear hmr sl Denda' - you
should have beer in the Act traning seminar on the Morday &erha trade show. “We buk what cur
ohpected to more tramng that day.

Last week & news story told of how this transformation had oocured and how it was paying dividends 6 years later.

2008 11:01 A4
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Beta volunteer SaaS Summit
2008

Be Edt Yew Moy fodnads fehoo Jods beb

S @ D i etrerse, T, b, a[=[w] B
1 Gottg Searted £ Latest Hnacieons.
Xt -&- b seahwen + o ¢ Lk Uporade o the et bt Tockar = 51 mal = {5y vabot (TF potts + G Games + 3 e+ ED vy = o persaes = [ sonmn -
o alo ~taspme. i -

Equipment I

Begister + SignIn © Hals
Uhalk Peer-te-Peer Forwms - verse TV : Equipment - Bela Testers Heed

@ Ruogly | Throad Opticns & ] Message Listing | < Provicus Throsd | Nest Theesd [
Jumnp to Page: 1 -2 | Mt Page

 Reply Bets Testers Needed? Dptiens ~
s 1 'was wondering # therg is any possibiity to volurkaer a5 3 beta tester for new STB and AG firmware. | know from a few pecple on uversousers that got
il e Thair STRY UBGrased £3 1503, thay 316 NavEnD BFORIBMS, Simele nas 0 Bick up G, BUE thAY ar8 TBrR NEABABIEES

Ragutered: 07272087 1t ATBT would have aven just customer , some of these pr could have bean reported and fixad before pushing the update ta
D 3l condumars.

s e LR I

Viewed 1370 timas
07272007 05:45 M

Be: Beta Testers Meededt
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Feature requests SaaS Summit
2008

3 Request far a new feature - ACT! - Sag manity Forems - Mozilia F
Be Gk en Moy [oceats ool ook beb

- @ @n " Thehrased =155 &= »] [IG- (5 -
@ Gentrg Tiwted [ Labest Hoadines
T -2 = | sewdvweh = B = LL Ungrade s the ltest et Tookar = 53 sanl = @ My vahont (9 Hoteks < Gl Games = Bt = ) drweers = @ persenais = [ sgnin -

*. | jresdtom. [ JILNEGR. | Useswsn.. [E]crszoce. | Cesgwg.. | Relcor. | WSPn.. | (ReMyOL.. || NewTRa.. || AcessDe.. || AcesDe.. | | Regue_ i

Beguest for a new feature
It would be nice if the tabs would change color if there is information under a tab (Hotes, Secondary Contact, Company,

Dotumants, #2.), For witance. Thive i 1o way of knoweg # thre are "Notes” unleds You cpan th tab. A2 present | have
constructid a work-around by using “yesNo™ hiks,

Message o of 2
Viewed 52 times

02-16-2008 08:33 P4

o neply

[
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Early customer feedback SaaS Sungg

3 Karty Thawghts on the Harmsny Ono and the Upgrade Process [my review allar using |t) - Homats - Garneral dscussion - Logiteeh Forums - Mezilla Firefox

Bie ft gew Hgloy Gebmads fahool  Jwh bk

- = ‘:.. /J’: LI it fonuems o s it &= ] (G- [
W Gatting Started L) Latwst Hasdings
¥r-e- [+ 4 souinet = 88 - |k Upiro ot et Voot Tostor = 3 i = 8 My Vot 37 Wkt = 8 S = ) Vo~ 0 vy = O Porsnsts - [ St =
o Besme. Budsn. | O | @hleto.  ©hodys.  Qivoidior., | sl | @i, | @Fseer..  Svorto, | Srivon. | [ty B 0 -
G"’ Vs | bomors | Posses. | Mot | s | Cornon
~ pebeams + sabirs e
logitech, e veords | oniiricaons | Nodio Remotws | Gaming | fodues

Remote - General Discussion ST -
Register - SigaIn - Melp

d thie Lpgrade

mahts on the Harmoay o

| Hext Page

Early Thoughts en the Harmon

m"“"'m" L Wall, your Logtech Harmony Cury was able to gat his hands oa a Hamsony One & bet eardy. This way, T'm a step.

Fosts: 4756 ahead of you in experiencing some thngs and can be able to comment on them. Hopefully, gven this head stars, Il be

Regotered: 08252008 gy 1o belp with any aed all Harmany One problems, although T don't foresee any major isooes e what was seen
with the 1000

Message 1 of 25

Vikwsd 3197 smes Hamneny Oue Euly Thouglts (Upgiade Process sl Remote) — ploase that
seuss the process of vpdatmg from o Hermony 550 to the iy Chie ded ather
tote fsel

ertam pertions of
of the review focus

revatw
20 the Hamsony One B

1 nstalled the software with oo wsues. It automatcally removed the ol version, which = my case | thnk was 5.3.2
and installed 74 05 However, after the mstallation the software 5 unclear oo how to proceed f you're an existing
_enstaner Yo asmest ba be faseed ta creste anew arcoxee Tt didnt bather me_snee T wraz oeing b coeate 8 new
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Feature requests SaaS Summit
2008

Heyhoard - Genural D Logitech Faruens - Mozilla Firefox
Hgtory  Qooknarks  Yshoo! ook b
ol h - e r
o RO ] ][
Lot Hascliews

= b snarchwet < 8 -k Ui o the bt vahoo! Toober = 5] Mad = () My vahoot 07 Hotiobs < G Games = & ke - B aveeers = W personats < [ Sumin -

Divodllor., (D lmesw | DReRhaps,  DFestwer., (D towthon. | DYhoow. || CalyThe.. | | Probens.. | || Slser.. | Ergone
B
Keyboard - General Discussion GeTe »
Register - Sign bn - Hele
Lugiteeh Forums : Keybuards/Desklops : Keyboard - General Discussio
JUmE T Fage:
* nealy Erguanem, Optians
lohumt Thraughout my PC gaming eepericnce, T have noticed that a remarkable number of gamers, pamicularly thase
Fe Lt who play MMORPGS or FRS for setended amourts of time, use srgonomic keyboards, Akhough 1 do not play
o s 11702007 MMMORPGs, & seoms that the Logtech G15's macros have been speofcally talored to these types of games.
o ) Urifgrtunately, the kevboard is not very comfortable for extended amoures of play, espedially for those with RSL
or Carpal Tunnel
Meusaga 1 of 2 PC gamers have to make a hard choice when deading what keyboard to use. Some may choose to sacrifice
e camfart and use & hard, plastic gaming keyboard for features like badkit keys, matros, an LCD streen, of just the
iewed 122 times awesoms factor, Others wil concentrate on erooeionics and use  keytioard like the Logitach Wave or Mcrozok
Hatural series. Unfortunately, there is n keyboard that combines the comfort of & high-end office keyboard with
the funichariality of & gameg keyboard,
AXhough making 3R arganamic varsion of the clder Blua G5 would B8 quits 3 task, | baliave that the smalar
g G15 could ba convertad to AR SIGAROMIE VEFSICA WIthout trasting 3 very |38 fockpnAt. AF tha vary laase,
2000 2297 BH PRrhaps WAYE styla keys caud ba used on it}
* Reply Fe: Erganomic G157 options
tal T
Support Specislst H bt
v Uscoos | G13d to see your feedback and suggestions on Logitech devices i our farum. Your feedback is apareciated and it
o i ority trough customers feedosck Tt wi Can Maroee, MEet and eoeed our WStOMEr's EHpELatans on our
“’ SuppOrt Serces and products.
L

Link to blogs

CES 008 Phato - Phats - Futre Shep Cemmunity Farums - Mozilla Firatax
Bie Bt pew Mgty Pookmarks  goheol ook e

- -@ ol : - a[=Iw] G- iR

W Garming Started L] Labast andions

wr -2 - w1} sewdwet - B - | Lk Uoprode bo the lhest Vabwo! Tosbar = 153 Mal = 3 My Vaben! [ Hotdots = (G Games = & Mk = ] tvomers = 8 Personals - [ Sonin -

* e LlbetaTem.. [ | AkEp.. Veecoray .o | [ veeoetty . | [Elbesentte .. [ bwgrovem.. | | Resabech. | [ veppyino. | _imeedtem.. [ IUWECR. || useswon.. | [ ces pon G

Future Shop is covering the 2008 Consumer Ele:
in Phata tachnolagy.

nics Shaw and bringing

u videos, blogs, product reviews and more on the latest

wuu - Casin's EX-510 Impresses with Quality, Interace - 105 |w| J.lm.qlu 7, 2008

Kook 5 My Unhy Mg (Automaticallyt) - 507 @1, 2008
FLIE Carmeras Mo Longer Exelusive Lo Low Enforcement and (nnuurv u:
Mutarola £10; Not Beady for Prite Tims - 10:47 A1, January 0, 2000
Strong Wards for Canon's Visin HD Carmaras - 444 PM, sy 9, 2000
Wizl HF A0 Carmcardar - Jaouary 10, 2000

.
.
. A, January B,

Maseage 1 oF 1
Wiewed 341

t Bgview - Can

Messapa Eoited by Laura on 01-21-2008 02:46 PM

Laura

ity Specaist

1t at home at the Future Shop Community. Read the Forum guidelines.

® Click hase

users Onling

orn
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How to achieve community success? SaaS Summit
2008

Some things to think about are:

e Overall objectives

e Planning timeframes

e Strategies to engage and retain users

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

» Keep it positive: behavior moderation

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

—
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Community self-moderation SaaS Summit
2008
"Jl‘n‘lm Results [rom Customer Service - General Care - Wireless Forums from ATAT - Mozilla Firefox: _Jg_ll
@@ {08 | ) memeforums.crguiar. com g s message tosare. i mcustomercare Svead e 131253 &)x| o] [l W Ry -

%atat a Store e v | W Eee BB

(Mol | A e rtace o S =1 o e

General Care
; My Profile | Dashboard | Sign Out Feedt Guidelines | Help You Have No Messages £
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Web 2.0 Marketing: In Summary S2aS Summit
Key advantages for SaaS vendors 2008

e Our applications can be our strongest marketing vehicle

e We can integrate with other vendors — our customers are not
trapped behind the firewall

e 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
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Thank you! SaaS Summit
2008

. Q&A




