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Hello and welcome to this sixty second Sugar Snippet, the latest installment of the CRM Outsiders Take
of the Week. The Take of the Week is a weekly distillation of trends and events in the CRM world, an
offshoot if you will from the CRM Outsiders blog myself and Colin Beasty write up every day at
WWWw.crmoutsiders.com.

| have talked a lot about social media and web 2.0 apps in recent podcasts, and discuss this topic at
length on my blog. But one social media feature that has exploded in recent weeks is Twitter. Who
would have thought that the ability to communicate to the world 140 characters at a time would
become so huge? But this amazing amount of voluntary communication between individuals, and
between individuals and companies creates an amazing amount of opportunity from a CRM perspective.

Imagine it this way — with Twitter you have the ability to make a few tiny brand-oriented statements,
and reach potentially thousands of your customers in an instant. Or, you can reach out to people that
have shown interest in your brand right through Twitter. For example, if you search and find that
someone is Twittering about evaluating products and yours is one of the products listed- you could
message them offering more data or a promotion. Also, the fact that there are millions of people
potentially talking about your brand gives you a great tool to measure market visibility, consumer
awareness and attitudes towards your brand.

Now the Twitterverse, as | like to call it, is vast. Tracking all of the talk going on about your company can
be difficult. But — if you embed the Twitter talk around your brand in your CRM system and track it, or
track your employees Twitter exchanges in a CRM system you can start to make sense of the
Twitterverse, and begin to make standard procedures to optimize Twitter for your organization.

To get started on your way to mastering Twitter, | recommend getting used to the Sugar Feeds that
come standard in SugarCRM. This “internal Twitter” allows you to hone the way you communicate,
becoming efficient in your delivery of messages. Once you are ready to start delving into the
Twitterverse at large, check out the GetSocial Twitter integration on SugarForge. It’s a fast and simple
integration that lets you leverage Twitter and all its capabilities right from inside SugarCRM.

And that, my friends, is your Outsiders Take of the Week...
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