
Hotel Reservations
The 2010 Symposium will be held at the Omni Hotel at CNN in the heart of downtown Atlanta, Georgia. Located in the bustling Luckie Marietta 
District, this hotel has spectacular views of the downtown skyline and picturesque Centennial Olympic Park. The Omni Hotel at CNN is 
connected to Philips Arena and the Georgia World Congress Center. It is also the nearest hotel to the Georgia Dome. For convenient arrivals or 
departures, Atlanta Hartsfield International Airport is a mere 15-minute commute (12 miles). To make your hotel reservations, please call the 
Omni Hotel at CNN at 1-800-THE-OMNI.  Be sure to mention the SOCAP 2010 Symposium when making your reservations. The room rate at the 
Omni is $179 per night for single and double rooms. The hotel reservation cutoff date is March 31, 2010. 
  
Cancellations/Substitutions 
Refunds for cancellations must be made in writing to the SOCAP National Office. A processing fee of $250 will be charged on refunds received 
before March 31, 2010. Substitutions will be accepted until March 31, 2010. No refunds after March 31, 2010. Transferring a registration to a 
future conference will not be accepted.

SOCAP International | 675 North Washington Street, Suite 200 | Alexandria, Virginia 22314 | Tel: (703) 519-3700 | Fax: (703) 549-4886 | www.socap.org 

If you prefer to fax or mail your registration and payment, please visit the SOCAP website to download 
and complete a registration form or call the SOCAP National office at 703.519.3700 for assistance.

Get complete conference details and 
register online at www.socap.org.

Don’t Miss:

Get complete conference details
and register at www.socap.org

Current Sponsors

Current Exhibitors
Avcomm Solutions
AFFINA
Alta Resources
Astute Solutions
Attensity
Clarabridge

CPU2
Premiere Response
Radian6
Redi-Data/Redi-Connect
RQA Inc.
Stafford Communications

Stericycle
Telerx
TMS Health
Wilke/Thornton, Inc.

❏ Keynote speakers representing today’s    
     leading corporate brands  

❏ Special industry-specific sessions with  
     featured Industry Communities 

❏ Cross-industry breakouts on relevant    
     topics for customer care professionals   

❏ Social Media Boot Camp

❏ Latest product and service offerings with  
     SOCAP Business Partners in the Exhibit Hall

❏ SOCAP Golf Tournament

❏ Amazing networking opportunities!
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 SOCAP International 
2010 SYMPOSIUM
April 25 - 28 | Atlanta, Georgia

Household & Personal Care  |  Food & Beverage  |  Retail & Consumer Goods
Pharmaceutical & Medical Devices  |  Travel & Hospitality

The All-in-One Meeting Experience —
Industry-specific discussions and networking 

with top business leaders!

SOCAP Canada Meeting (April 25 - 2:30-4:30pm)
Join the SOCAP Canada Community for an in-depth and informative discussion on privacy rules in Canada.  Learn how Canadian privacy 
regulations are impacting the way social media is leveraged and what companies doing in business in Canada need to know.

I Hate Presentations! (April 28 - 9:00 -11:00am)
What's worse, sitting through a bad presentation, or leading one? This interactive workshop will bring you the tools and techniques to wow 
every crowd and still be yourself.

Social Media Boot Camp (April 28 - 9:00am -1:00pm)
Step beyond the basics of social media 101 and take part in this roll-up-your sleeves workshop featuring top social media experts and 
industry leaders.

Register for these events at www.socap.org.  Registration to full Symposium is required.

Wait! Don’t Miss These Great Conference Activities:

✓
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Join your industry colleagues and peers at SOCAP International’s 2010 Symposium, April 25-28, at the Omni Hotel at CNN in 
Atlanta, Georgia. The 2010 Symposium will offer you the opportunity to discuss major customer care issues and trends 
impacting your industry while networking with top business leaders and subject matter experts all in ONE place!

SOCAP will feature the following Industry Communities at the 2010 Symposium:

• Household & Personal Care      • Retail & Consumer Goods       • Travel & Hospitality
• Food & Beverage       • Pharmaceutical & Medical Devices

Day One of the SOCAP Symposium will include industry-focused sessions with in-depth discussions and case study 
presentations on topics unique to each Industry Community. Day Two will offer regular sessions organized around relevant, 
timely issues affecting the customer care profession. All of the sessions at the 2010 Symposium are designed to increase and 
enhance your knowledge as a customer care professional and to offer helpful networking opportunities.
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Sunday, April 25
8:00am-12:30pm  SOCAP Golf Tournament
   Sponsored by Network Direct

2:00-5:00pm  SOCAP Committee Meetings

2:30-4:30pm  SOCAP Canada Community Meeting

3:00-8:00pm  Conference Registration

4:00-5:30pm  Chapter Leadership Forum

5:30-6:30pm  First-Timer/New Member Welcome

6:30-7:30pm  Welcome Reception
   Sponsored by Stericycle

Monday, April 26
7:30am-5:30pm  Conference Registration

7:30-8:30am  Continental Breakfast

7:30am-6:15pm  Exhibit Hall Hours

8:30-10:00am  Opening General Session
   Keynote: Jim Parker, Former CEO,  
   Southwest Airlines
   Sponsored by ConAgra Foods

10:00-10:30am  Networking Break

10:30am-12:15pm Industry Breakout Sessions
   • Retail & Consumer Goods
   • Travel & Hospitality
   • Food & Beverage
   • Pharmaceutical & Medical Devices
   • Household & Personal Care
 
12:00-1:15pm  Industry Networking Luncheon
   Sponsored by AFFINA

1:30-3:15pm  Industry Breakout Sessions

   • Retail & Consumer Goods
   • Travel & Hospitality
   • Food & Beverage
   • Pharmaceutical & Medical Devices
   • Household & Personal Care

3:15-3:45pm  Networking Break
   Sponsored by Telerx

Monday, April 26 continued
3:45-5:15pm  Afternoon General Session
   Keynote: Patrick Reed, Executive Vice  
   President & Chief Operating Officer,  
   Federal Express
   Sponsored by The Kellogg Company

5:15-6:15pm  Exhibitor Reception

Tuesday, April 27
7:30am-5:00pm  Conference Registration

7:30-8:30am  Continental Breakfast

7:30am-1:30pm  Exhibit Hall Hours

8:30-10:00am  Morning General Session
   Keynote: Clyde Tuggle, Senior Vice  
   President, Global Public Affairs &  
   Communications, The Coca-Cola  
   Company 
   Sponsored by The Coca-Cola Company

10:00-10:30am  Networking Break

10:30am-12:00pm Breakout Sessions by Topic

12:00-1:00pm  Networking Lunch
   Sponsored by Roche Diagnostics 

1:15-2:45pm  Breakout Sessions by Topic
   
2:45-3:15pm  Networking Break

3:15-4:45pm  Closing General Session
   Keynote: Michael Tchong, Founder and  
   Trend Analyst, Ubercool
   Sponsored by Kraft Foods

6:00-9:00pm  Conference Social Finale

Wednesday, April 28
9:00am-11:00am  Professional Development Workshop
   (Registration Required)

9:00am-12:00pm  Social Media Boot Camp
   (Registration Required)

9:00am-1:00pm   Call Center Tour (Registration Required)

Participating Companies
Abercrombie & Fitch

Johnson & Johnson

Macy’s

Unilever

Hyatt

Continental Airlines

Guthy-Renker

Jockey International

General Mills

Omaha Steaks

ConAgra Foods

The Kellogg Company

Kraft Foods

E&J Gallo

Roche Diagnostics

Coca-Cola 

Levi Strauss

Colgate-Palmolive

Starwood Hotel & Resorts

Federal Express

…And many more!

Register online today at www.socap.org

Breakout Sessions
Monday, April 26
Industry-Specific Breakout Topics
Food & Beverage / Household & Personal Care
Social Media Panel
Omaha Steaks, Mars Snack Foods, E&J Gallo and other leading 
food & beverage companies share their social media journey 
from how they started to where they are now with all the lessons 
learned and triumphs along the way.

Ingredient Labeling and Packaging Claims
Ingredient labeling on everything from cosmetics to food 
products continues to be a key issue with consumers. Learn what 
new and pending legislation will affect existing regulations on 
product ingredient labeling and packaging claims.   

Pharmaceutical & Medical Devices
FDA Guidelines for Web 2.0 Advertising
Learn more about the revised guidelines from the Food and Drug 
Administration (FDA) on endorsements used in advertising and 
marketing and the major impact they have on the way 
pharmaceutical and medical device companies must now 
engage with customers.

Travel & Hospitality
Executive Perspectives on Key Issues
Join Jim Parker, former CEO of Southwest Airlines, in an intimate 
discussion on the issues, trends and insights gleaned from years 
of experience leading one of the most recognized companies in 
the world.

Retail & Consumer Goods
The Role of Social Media in Handling Complaints
Hear from major brands like Levi Strauss, Jockey International, 
Macy’s and others on a wide array of perspectives on using 
social media to respond to and handle consumer complaints.

Tuesday, April 27
Cross-Industry Breakout Topics
Understanding the Power of Your Department’s 
Internal Image
Has your team been through corporate realignments, downsizing 
or taken on additional roles when “doing more with less”? 
Pinnacle Foods shares thought-provoking tools to assess your 
image, build a department mission statement and define who 
your department is within the organization.

The Customer Service Agent Who Never Sleeps
Artificial intelligence is no longer reserved for science fiction. 
More and more companies are employing “virtual agents” to 
handle website-based customer inquiries. Hear from various 
companies as they share their experiences and success in 
creating and launching their perfect agent.

Leveraging Social Media for Improved Customer 
Experience Management
How can your company leverage social media tools to enhance 
your customer experience?  Learn how to develop a social 
media strategy and better integrate current customer operations 
into this strategy as well as effectively measure results.

Creating a Successful Customer Service Model with 
Strategic Partnerships and Outsourcing
Are you thinking about, or maybe already, outsourced? What are 
tips for building successful collaborations with third-party 
outsourcers? Guthy-Renker and others will walk you through the 
strategies, tactics and tips for a successful outsourcing initiative.

Emerging Topics in Consumer 
Complaint Management
General Mills, Scotts Co., Unilever, Gerber and others will cover 
emerging regulatory and legal issues facing consumer affairs 
departments relating to the proper and timely handling of 
consumer complaint information and physical evidence.

Is Your Customer Focus Hitting the Mark?
Find out what some of today’s leading companies are doing to 
maintain customer loyalty during the economic downturn.  Learn 
what works and how companies can adapt to the changing 
needs of their customers.

Social Media Behavior Learnings from 
27,000 Consumers
Hear findings from a comprehensive Social Media Benchmarking 
Study from The Center for Client Retention/ENTREVISTA, which was 
gathered from 27,000 consumers who had phoned or emailed 
one of over 20 major consumer product companies. Gain 
knowledge on how gender, age and method of contact affect 
social media behaviors as well as what role consumer affairs 
should continue to play in protecting the brand’s image and 
being the voice of the brand for the company.

SOCAP is pleased to welcome the following keynote speakers to the 2010 Symposium: SOCAP International 
2010 SYMPOSIUM
April 25 - 28 | Atlanta, Georgia

Household Personal Care  |  Food & Beverage  |  Retail & Consumer Goods  | Pharmaceutical & Medical Devices  |  Travel & Hospitality

Jim Parker
Former CEO, 
Southwest Airlines

Monday, April 26 - Opening General Session
Jim Parker became CEO of Southwest Airlines at the worst possible time. In the wake of 
9/11, Mr. Parker went against the current and defied the common practices of other 
major airlines. While competitors were slashing workforces, reducing services and 
cutting across the board, Mr. Parker kept all employees on payroll, kept planes in the 
air and kept customers first. You will walk away from this session with an understanding 
of why doing the right thing works, and how it can work for you.

Patrick Reed
Executive Vice President & COO, 
Federal Express

Monday, April 26 - Afternoon General Session
You can't ignore the little things when working in consumer affairs, and nobody 
knows this better than Patrick Reed, Chief Operating Officer for Federal Express. Mr. 
Reed helped to promote the idea that seemingly small actions can add up to a 
business model that is greater than the sum of its parts. Discover FedEx's strategy 
and reasoning behind investing in the cultivation of positive customer relationships.

Clyde Tuggle
Senior Vice President, Global Public Affairs & Communications, 
The Coca-Cola Company

Tuesday, April 27 - Opening General Session
Join Clyde Tuggle, Senior Vice President of The Coca-Cola Company, as he takes you 
through Coca Cola's evolution from traditional models and methods of communication 
into the era of social media. Learn how to develop a social media strategy from the 
ground up and promote your overall brand, backed by the experiences and lessons 
learned from one of America's oldest and most successful companies.

Michael Tchong
Founder and Leading Trend Analyst, 
Ubercool Inc.

Tuesday, April 27 - Afternoon General Session
Michael Tchong, Founder of Ubercool, is an internationally renowned trendwatcher 
who inspires and informs audiences worldwide.  Follow Mr. Tchong along as he 
takes you on an exhilarating ride through the landscape of now, including DWT 
(Driving While Texting), multitasking, energy drinks, yoga, texting, location-based 
marketing, brain training, augmented reality browsing, control freak, viral marketing 
and much more.

Follow the SOCAP Symposium on Twitter Hashtag #SOCAPss10 Register online today at www.socap.org
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