
 

  

REGISTER EARLY 

AND SAVE $100 

BEFORE OCTOBER 21st 



For sponsorship opportunities, please contact michael.felden@conferenceboard.org 

Agenda  

Thursday, November 30, 2017 

Seminar Registration: 8:00 AM 

9:00 AM 

Why does (or should) your Community exist? 
Defining and Refining its Strategy:  

Making your Customers a Strategic Asset 
Organizations that are investing to engage customers in their 

online communities see improvements in customer retention, 

Net Performer Score, increases in top and bottom line growth.  

Drawing on recent research and corporate examples, we will 

explore the 6 critical steps to defining and/or refining your 

community strategy.  

Templates and examples will be shared to help inform your 

initial business case or expansion plans.  

Speakers:  

Vanessa DiMauro, CEO, Leader Networks  

Jessica Fish, Senior Strategist, Leader Networks 

Networking Break: 11:30 AM 

11:45 AM 

How Four Market Leaders Successfully Align 
Customer Community Strategy with Operations 
SAP, with revenues of 22 Billion Euros, operates in more than 

180 countries with almost 350,000 employees and serves 

about 25 million online visitors per year. SAP’s Community was 

so successful that it outgrew the original platform and the 

company recently rebuilt it to accommodate greater capacity.   

Kronos, deployed their community quickly as a Customer 

Experience and Voice of the Customer initiative.  Through 

careful execution they have built a strategic differentiation in 

their industry. They’ll share how they aligned the customer 

community with their core business strategy and describe how 

they got to more than 18 thousand members in less than one 

year of operation.  

Ciena, the leader in the data center interconnect market, 
shifted their community from a marketing initiative to a support 
initiative, changing how they communicate with customers.  

This panel will share their real-world insights into how you can: 

• Deploy your online communities to create a meaningful impact 

on your business goals 

• Create collaborative teams that deliver solutions to customers 

• Use your communities to advance research channels and 

deliver first-to-market solutions for your customers 

• Integrate your communities into your core operations  

• Streamline corporate communications to boost overall 

company ROI and productivity 

Panelists: 

Malin Liden, VP, Digital Experience, SAP 

Joyce Maroney, Senior Director, Customer Marketing, Kronos 

Heather Asmus, Director of Communities, Ciena 

Andrew Golokha, Community Support Manager, Atlassian, 
Inc. 

Lunch: 12:45 PM 

1:45 PM 

Customer Community Operations:  
Best Practices For Content Development, 
Staffing and Business Alignment  
• The benefits of community on various lines of business 

explained  

• The value of customer / partner engagement and what it will 

(really) take to reach your goals.  

• How to staff and manage your community with skill. What 

exactly does a community manager do?  

• Gathering insight and involvement from marketing and data  

• Planning for growth, scale and efficiencies  

2:45 PM 

How Three Industry Giants Use Business-
Focused Metrics to Demonstrate Success 
JP Morgan Chase, a 200-year-old financial services company, 

through strategic implementation and cross collaboration, built 

their internal community into a model for others. And with solid 

data capture and analysis, they are measuring just how 

valuable their internal community is to their bottom line.  

Hitachi Data Systems, expert in cloud based platforms, 

Internet of Things, and Smart City infrastructure, allocates 

more than $2.8 billion to R&D annually.  An engaged customer 

community is vital to supporting product development and use. 

As a digital innovator, HDS has also been at the forefront of 

community measurement, establishing some key best 

practices. You will learn first-hand how this large, complex and 

international organization, operating in more than 100 

countries, used its community as a change agent, leading to 

better collaboration with its customers across its global 

operations.  

The SAP community has been vital to SAPs continued 

success, and the firm has devoted time and resources to 

measuring its impact, including: coding innovations, how co-

innovation teams from the community collaborate with senior 

leadership, input on go to market strategies, site monetization, 

and using the community to acquire and retain talent.   

This session will help you understand:  

• the 7 key measurement criteria that can demonstrate the 

effectiveness of your community - in business terms and 

attract C-Level Champions 

• Frame online community goals through your organization’s 

business goals  

• Validate costs, savings, and revenue through your online 

communities 

Panelists:  
Michelle Groff Burling, Director Content Management, 
Communities and Collaboration, Hitachi Data Systems 

Pharah Jean-Philippe, VP, Learning Manager, Corporate 

Learning & Development, JPMorgan Chase & Co. 

Malin Liden, VP, Digital Experience, SAP 

4:15 – 4:30 PM 

Conclusion and Key Takeaways 
In conclusion, we’ll arm you with a roadmap of 11 action items 

to help you link your online communities to your organization’s 

business goals. 



 

www.conferenceboard.org/communities 

  

REGISTRATION INFORMATION 

Online  www.conferenceboard.org/communities 

Email customer.service@conferenceboard.org  

Phone 212.339.0345 

8:30 am –5:30 pm ET, Monday – Friday 

Pricing: 
 

Until 
10/21/17 

After 
10/21/17 

Members $395 $495 

Non – Members $495 $595 

     Fees do not include hotel accommodations. 
 

Location 

The Conference Board Conference Center 

845 Third Avenue 

(Between 51st and 52nd) 3rd Floor 

New York, NY 10022 

Tel: (212) 339-0345 
 
Cancellation Policy 

Full refund until three weeks before the meeting. $500 administration fee up to two weeks before the 

meeting. No refund after two weeks before the meeting. Confirmed registrants who fail to attend and 

do not cancel prior to the meeting will be charged the entire registration fee. 

 
Team Discounts per Person 

For a team of three or more registering from the same company at the same time, take $300 off each 

person’s registration. One discount per registration. Multiple discounts may not be combined. 

www.conferenceboard.org/communities 
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