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Chapter 1: It Takes Two Years

Holy Hair Dryer

Like black coffee, Texas heat is an acquired taéteh the exception of those who were born
here few people really enjogt Texas summett 6 s mo r e okranoa Wher you wake t
up in Austin in Augustyou realize that as soon as you step outs@eyiding to feelike God has
pointed his holy hair dryer in your general direction. Hétfost burnair with apinchof smog

and a cloud of cedanollenenvdopes everything in ght

However,Austin heat could be a lot worse. Compared with the swamp gas permeating from
Houston we have it easy. Still, there are pl
muster the strength to walk outside. Trappg the elements, Texaspend lots of time indoors

This is how Texans empathize with people living through a Minnesota wimterboth get

cabin fever, just at different times of the year

Last weekend God turned his holy hair dryer up to 11, seAmy wife) and | spent the day
indoors talkingabout whatevecame to mind whatwe like to callour shitshooting session

For these sessiomsisually take the chair that doubles as a scratching post for our neurptic cat
Penelope, otherwise known &lse Nelop and, on occasion, Penelherpi@ane positions herself
on the couchyertically, usually in a battobeand slipgrs designed to look like higlebls The

conversation remains light, buireetimes welike to punish ourselves lreaming of whaive



would be doing if we were jrsay,the Rockies or New England instead of being trapped in a
hohouse with no i nsulation. I guéwedreantobs a co

coolerlocales

Last nightour mental wandering led us back be tadventure that was our move from Richmond

to Austinin 2002 | use the wordadventurélightly i most ofthe trip was a complete

nightmare. We have erased most of tttanquilizedcattrauma from our memorigallowing us

to instead focus on arpostive memories thamnay have been lodged somewhere in our
consciousnessThememory that finally came to mind was not from the itself but rather

from a momentight before we got intour fully-packedcars. It was a bit garting advice we

got frommy motherin-l aw, A Re member , Mbwungtaney ownisthardtst r at e d

takes two years to find new friends. 0

Recalling this made us laugh out loudur@xperiencén Austin confirmed this strange mating
ritual T our first two yearsn Austin were spent mostly assalitarycouple With the exception
of an aunt and uncleur social network consisted péople scattered around town that we could

only consider loose t& mostly friends of friends andworkers.

For 2+ years ousocial life would consist of parties with thesequaintances all of whom, like
us,cameto Austinfrom other parts of the countfgllowing jobs Nobodyreally knew anybody
We di dnodot Kk @ searet@ eachihothdistguirles rThere was no glue that bod us
together. Theonnectiorthat did exiswasbased on geograph@md socioeconomisimilarities,

not upbringiry or familial ties. @r connections tone anothewere shallow by default.



As a result, | had to learn how to small telith stranger$ a talent that discoveredrevious

generations had little use for

Americawas a rathesedentaryation for most of the Zbcentury. As the dust and inflation of
the 1930s settled down so did most familiégsn d t hi ngs havendéts.dhanged
fact, themost recent.S. Gensusshowsthatof those whanove in any given year more than half

movewithin the same county, and more thanthizds remained in the same sthte

Yet this same census shows thatertain set of Americarsebegnning to embracéhenew
opportunities thamobility andtechnologyprovide These people tend to lgeung, single,
collegeeducatedandmovedat least once frorh995to 2000. This isiot a surprising statistic in
itself, but what isnotableis thata fourthof this demographic moved to another stastead of

down the block or to the other side of tafvn

This interstatamobility statistic isgrowing and shows that Ameritaamay be readip once

againii g ce swi anydisl during theGreatDepressior{only this time without the depression)
Taking into consideration college graduation ratesthacelativeeaseof working from satellite
offices, it would not surprise metifie 2010 Census shovevels of migration similar to that of
the 1920s.Mobility is now accessible, agreeable, and voluntary. We can live where we want

and, in many cases, still do what we want.

! Migration of the Young, Single, and Collefeucated: 1995 to 2000, U.S. Census Bureau, November 2003
2 .
Ibid.



It seems that the demographii@atAnne and | belong to is, in fact, getting up and moving to

distant lands, eventihosefi d i st a 0t limitee tottle major metropolitan areaé
America. As a resultmy motherin-l awbssdom of #Ait takes two year
pronounced more and more young adults will have to seek out new social networks wien the

land inaforeign erritory.

Smalltalk. Smalltallaend i ntroducti onsé

Both Anne and | had relatively stable networks prior to the upheaval that came with moving to
Austin. Our childhoods includeBockweltlike households, a lot of interaction with our
extended familig, and childhood friendships thamained redtively intact from K through 12
Thetransition from an adolescent network to a collegiate networleased byur decisions to
goto college with good friends by our sidgSombinedthese factors helped build significant

but incalculabldevelsof trust in others. We had people to turn to in timesiomph orcrisis.

We learned the value of reciprocity atidcovered thandividuality flourishes when balanced

with interdependence.

Of course, som(our parentsinaydisassociate themselves from us in thad hell with our
Rockwellian surroundingis we acted likechildren of the devil Il wonodot speak for
even with all the blessings ofy familyd stability | still found ways to be enenae to society |

vividly remember the cops pulling a gun on wieen | wasl2. Whowould have knowrthat the



housel wasshooting bottle rockets at wdshomeof (thenPM) MargaretT hat c h@2Aanéd s s on

what was he doing living iballas? Of al | pl acesé

Like most American kids | had a rebellious yquihbt at the same timenlasaware at least to
some degreehat a social network was necessarymgrwell-being Accordingly, | knew that |

needed teearchor new friendswhen | landed irAustin.

Today, oots have setSmall talk is still necessary, buhbw haveatrustedset ofadvisors to

help keepmy bottlerocket frenziesn checki unless | can get my hands on theBonding

memories and understanding make moments of silence comfortable imiostantly, the

fisocial capitad Anne and | havéuiltwi t h our fell ow transplants ma

much more tolerablbecausave are all experiencing it together.

Bumping Into One Another

That term fisocialc a p i Hasagbrecarious rolén the social scienceContemporary students
of social capital are quick to note thistusehas becomé s o me t h i nal foavdociahillsc u r e
and that At he twetermgandnitaHeuristie\aloeiare geing put to severe tests by

theseincreasingly diversapplications %

However for purposes of this boake concepbf social capital is highly useful. If we are to

understandvhy customers are no longer interested in socializing with compané#sr brands

% Social Capital: its origins and applications in modern sociology, A. Portes, 1998, pg. 1



as they used tave mustfirst understand the relationship (and changes) occurring in how humans
socialize withone another Only by understanding any changes that may be happening in how
people socialize with one another will a company really understand where it fits within tha

conversation.

The term social capitas largelyattributedto Jane Jacobs, who is best known for her seminal

1961 workThe Death and Life of Great American Citieslthoughsome criticoriginally

considered her to be leftist in the sense thatsheicci i zed t he suburbani zati
and itscarculture byproducta majority of her readers consider workto bemore libertarian

than liberal. Hetheories ohuman habitatioarecase in point.

Jacobs believahat human habita@@nd@ eci f i cal | y haveemergedprdmdy ci t i es
as a result of human intuitionore than rational nature over nurtureResidents o€ities both

big and smalhavecreateda healthy atmosphepirsuing their own interests and carrying out

their ownplans within dooseframework of rules that encourageoperatiorand trusin one

another* In urban settings freedom and individuality are balanced with a level of cooperation

that benefits society at large.

Herdocument ed hi st oriyessbhdwsthe degrea tacwhidohsdeatistig pamners
and governmental intervention csierilize this organic growthExample:the marketplacer
corner storavas an organic byproduct of human needthe shopping mall was methodical

creation othuman @sire.

* Jane JacobisThe Anti-Planner, Gene Callahan and Sanford Ikeda, Mises Institute (www.miseslarg) 20,
2003



J a nBl@ of Two Cities

Organic Inorganic
Human Need Human Desire
Regardless whether the city is designed by need or désire; e pwist wasthatprosperous
cities are not judbuildingsand street$ the life of a city is based dhe lives of its inhabitants

andther interconnection

Al nfor mal contacto is how Jacobs referred to
fiber which holds successful communities togeth&teighborhoods are full of residents who

know one another even if they have nevet banversations. The constant interaction on the

streets and in communities builds a level of trust between citizens. In turn, this trust manifests

into norms of reciprocity and voluntary exchange.

This informal contactan bebothapparentnd subtle An example ofts apparenpoweris

illustratedin the ways communities organize after a disadtkmmanresponsdo outbreaks of

5 Ibid.



disease and homelessness aredhels of social bonds between the peoplenhffected area.
An exampleofsocialcap t al 6 s subt | ety pedestrianskubcorscioaslyed i n t
collaborae on abusy city streein an effort to avoid bumping into one anothesomething

which James Surowiechkited in his booKhe Wisdom of Crowds.

Although she didhot intentonally coin the phrase€acobs referred tihesebinding societal rules
andtheinformal contacthich holds a community togethars i s o ¢ .b%aThetecnahas t a |

been building steam ever since.

Warm Butter

Socialcapitalfinally found aproperd€finition (andreceiveda bit of limeight) in the late 80s
and 90s when several social scientists begaevotetime to the ideaThe goal was to build
fromJacolsb s t heory with the supposition that quan:

applicable teeconomic modeling.

The first wasPierre Bourdiewhotried to givesocial capitah propeiscientific definitionin his
1986book The Forms of Capital Hestudied educational systems in France, ndtiag social

capital isfithe aggregate of the actual potential resources which are linked to possession of a

® The Life and Death of Great American Cities, Jane Jacobs, pg. 138



durable network of more or less institutionalized relationships of mutual acquaintance and

recognitiond’

What? That sentence makes my brain hurt.

Few people outside scientific circles knewawBocial capital was until Robert Putngave us a

definition that worls on the brain like warm butten toast In his1990 bookBowling Alone,

Putman stagtthatiit he cor e i d e ®orysfthatsacialinetworksona pv a®lad e t &
Moreover,Putnam stated thabcial capital could be both a private good and a public good in the

sense that the social capital one obtains can actuallyrof f on ot herasformnd vi c

of capital thatubesthe economic engingndthe glue that bindsgethera community.

Socialcapitalis best explained by juxpasing it to other forms of capitaSocial scientists

largely agree thahereare essentially three forms of capital: physical, human, and social.
Putnanclarifies the differences betwe#me three by stating thatp h y s iital eefersto a p
physical objectshuman capital refers to the properties of individuatglsocial capital refert

connections among individud!$ The quintessential example:

" The Forms of Capital, Pierre Bourdieu, 1986
& Bowling Alone, Robert Putnam, pg. 18
° Bowling Alone, pg. 19



Physical Capital: Raw materials, faories, and their outputs

Human Capital: SkilledEducatedactory workers

Social Capital: The time workers spend communing on lunch breaks and in bowling
leagues after worthat in turn, makes them happier, healthier, and

more productive human beings

It should be noted that social capital is not always a thing to be celebitithzes have its
downsides. Foexample, oneould join a gang in search an illusiveform of trust and
reciprocation. However, there are potential downfalls to humans uiatg any form of
capital (i.e., oneouldalsomake physical capital in the form of a S.C.U.D. missilEhese
negativeaspectsvithstanding | agreewith Putnam irthat any discussioon social capital
should be focused on finding ways to maximizegbsitive aspects of social capital while

minimizing its negative manifestatiofs.

Considering the previous list that showed hgwsical, human, and social capitals are
intertwined, it could be easily deduced that sagnouping could also be applidalio the

marketing model. For example:

%1bid., pg. 22



Physical Capital: Productgo sell and the places they are sold

Human Capital: Product engineerspustomer representatives, salespeople, marketers
and advertiserthatwork to make the physical capital great

Social Capital Thedialogue, reciprocity and trust between customers and the

companies/products/brands/customer reps they interact with

Of course, one may argue that true social capital is between two people and whatever | described
above is built on faehood. Nevertheless, social capital between a person and inanimate second

party is important to recognize for no other reason tdoampanies have spent the past fifty years

looking at their brands throudhis perspective. They view their companiep@sple, they see

their marketing as communications, and they measure the levels of trust people have in brands
Moreover, they ask Hbemdeéseshgseptodust | ke

How does the brand dtg?f Whatés tha pemsaenality ofoud lradd?n di vi du

Marketers want their brands to be trusted by custonMesiycompanies design b r and pi | | ar
andbr Abrand personal it itewhizththeywadld like thairpoduétso r h u me
to adhere.Throudh trackers, segmentation studesd the like, rarketersseek to understariie

inherent level of reciprocation associated wifteir brands €.g, the loyalty and passion people

have towards Whole Foodsr a lack thereofe.g., the disloyalty many havewardsa company

synonymousvi t h t he z2w9or d AVal de



Therefore, any discussion on the theang quantificatiorof social capitals important to both
companies as well as customelrst 6 s 0 u ti tmnotgeimgeaway, aonhdw do we make the

most ofit?

Bowl

In a sensethrough measuring social capiRdlitnamwanted to answer the same questions

marketers and advertisers have bagking for years:

Canthis intangible form of capitdle measured? If so, how?

h~N

A Does social capital hawnyinternalandor external valuéor an individuaP

A If an individualhas social gaital, how much of it will rub off orothersin hisor her
social network?

A Could a formula be built to measure the amount of social capitagiven

neighborhood, citypr socioeconom clas®

For instance, could Anne and | haygantifiedour social capitaprior to leaving Richmond for
Austin? What valuewvould we have placed on whaad we los? Couldwe measure how we
were doing as we sought replenishn?elfere we at a mental gpiritual disadvantage when we

were lacking itduring those first two yea?s



Similarly, how docompanieseally measure the value of their brandsa brand not an

intangible attribute of a compahyVhat is the resulivhen it is lackin@ Does a brad have

internal and/or external values for an individual, and does the individual who obtains some type
of brand value share it with his social network? Finally, is there any solid method or simplistic

formula to measure the value of a brand?

Unlike economic theorists that primarily deal in the world of numbers to describe theddtates
physical and human capitalpcial scientists must trudge througle everchanging human
psyche to understand the effects of social capital. Making clarity out@fidycsubject such as

this requires ingenuity on the part of any social scientists willing to take on the challenge.

Putnamtbs approach was to measure the institution
capital, communal bonds, and a network o$truObvious byne of the words in thigle of his

book Bowling he compiled statistics going back to the 2@ century that traced the

membership of bowling leagues and other participatory sports. He also found data regarding
political participatia, religious participation, relationships in the workplace, and voluntegerism

among others.

His canclusion was that over roughly the past 30 years we haveaderednembership rates

of major socialcapitatbuilding institutions The statistics spedér themselved?

M bid., pg. 112, 45, 71, and 129 respeely



U Between 1980 and 1993 the total number of bowlers in America increased by 10 percent
while league bowling decreased by over 40 percent g o re bowlsm@alonend
alienatingourselves from what was once a netwdesigned to buildacial capital

U Participation in patical activities dropped by 25 percdmttween 19734 and199394

U Church attendance dropped by a third betwherldte 1950s to the late 1990s

U Americans in their early 30s volunteered 29 percent less than pgkeapme age had

done in 1975

It should be notedhiat | am ovessimplifying Putnand work with thefour statistics above;
however, it would require hundreds of pages to give his research the space it deserves.
Independent from the complexity bisdata ande u r c e s , takeawameanamisctear
social capital is declining.e., the glue holding the country together is weakerang)we need

to do something about it

Storm

AA bowling league is not, to say the least, capable of storming a b¥athis was Francis

Fukuyamads candiuthand 9t @appredaahi oo g@anti fying

In The Great DisruptionFrancis Fukuyama approached the decline of social capital from a
different perspectiveHis belief is that one does not necesgarkceive social capital from

memberships to organizationstheypolitical, religious, or otherwise. Trust and social capital

2 The Great Disruption, Francis Fukuyama, pg. 21



arerelative in organizations some have tight and legitimate networks among members while

others are simply holdinguks forpeople of like minds. In other words,u st because wedo
part of the same organization doesnodt mean th
reciprocation among one another. This is probably the case for the millions of people who are

members bthe Sierra Club, NRA, and the like.

Fukuyamads approach was to measure sHeci al cap
states that WAinstead of me gasdidRumam)tsesche a | capi
easier to measure the abseatsocial capital through traditional measures of social

dysfunctions such as rates of crime, family breakdown, drug use, litigation, suicide, and tax

evasion. The presumption is that since social capital reflects an existence of social norms, social

dei ance ipso facto ref"ects a lack of social ¢

Wow. Firstoff, nice useof ipso factg Fukuyama Secondlythis approach takes@epressing
subject, the loss of social capital in America, pathts it withdarker shadeof black. Still,
Fukuyanma has avalid point, and throughout his book he provides us widifferent set of

statistics fromPutnam™

U Total violent crimes in America almost quadrupled from 1950 to 1996
U Births to unmarried women as a proportion of live births for the United Stiatdsed

from 5% to 31% from 1940 to 1993

“bid., 23
1 bid, pgs. 32, 42, and 49 respectively



U In 1958, 73% of Americans surveyed said they trusted the federal government to do
what 6s right fimost of the ti medehadfalenig ust a

as low as 15%.

Do Everything or Nothing

Putnamand Fukuyam@ different approaches to quantifig social capitahre likely the reasons

theyalso tookdifferent approaches tonding its solution

Putnambelieves that the problems surrounding social capital wamabtlizationandthat we
should work to create social capital in response to a perceived shotaye. final chapter of
Bowling Alonehe outlines what he thinkse, asa whole shoulddo to better our stock of social

capital

In doing so, Putnam turns from letting the stats speak for themselves to an oratory style that

does not befit his scientific approach. Bytnands logic someonéor somethinyjis going to

Al et us find ways to ensure that by 2010 Amer
connectingwit our nei ghbor & Fartheamorelveeshedanit wilfoldety . ws f i nc

ways to ensure by 2010 Americans will spend less leisure time sitting passively in front of

gl owing screens and more time in® active conne

15 Bowling Alone, 408
6 Bowling Alone, 410



Things are changingWWe mustreact Flinch! This approach seems all too familiar.

| respectP u t n aptmdissnandagree that each and every one of us should take actions to better
the social ties we have with humanity, but tealistin me sees theseativational sentences as a

bit forced | worry that some master planner or governmental agency will try, with heavy hands,
to stimulate interaction in a mechanical fashiowhat | can only assume would be an act

counter tovhatJane Jacald s i n twerewhdan ehe soined the term.

ConverselyFukuyama mayave sobered us withe darker sides of the soctzpital debate

buthe took a much more realistic and pragmatic approaatidressingvhatwe shoulddo

about it: nothing. He believes that humansby t heir own nature, are s
most basic drives and instincts lead them to create moral rules that bind themselves together in

c o mmu n i’ tniotkes worlds, there is no reasomobilize around the idea sbcial capital

humansa least on a subconscious level, are well awmdrenthings are bad and will

automatically take action to make things better. ThRus,k u y aphmigtisapproach to

building social capital is to let the organism that is our combined selves grow and oruitst

own. Good will come in the end as it is our nature.

To control or not to controlPutnam and Fukuyama both have interesting perspectives,
especially given that Putnam was a darling of the Clintons and Fukuyemmader of the
neoconservativenovement Of courseas with any capital there is no epdint for the debate
over how to best analyze, quantify, and justify social caphal reading between the lines

anyone involved in the world of marketing can see that the arguments Putnaokaydnfa

Y The Great Disruption, 6



laid out are strikingly similar to the ones occurring inside the walls of major companies. Like the
debate ovesocial capital, major marketers see different ways to me#iseiiateraction between
customers and their brandse cognizant of itdecline,and have different opinions of what to

do about it.

Perhapg, in the end, we wilind that measuringoth sociahetworkingand social deviance
provides the most effective way to quantify social capifairthermore,te solution to our
social woesmay be a combination aiction and inaction Truth will likely be found somewhere

in the middle

A Closer Look at Waves

Putting asidehe questions of how to measwaial capitabnd what to do about, iand
assuming thaby analogya discussiomf how to best measure brand value is mboth Putnam
and Fukuyamagree thatwith the beginning of thenewmillenniumthere are signs thabcial

capitalis begiming to steadily rebuil@self just as it hadefore.

|l 61l get to thebuebbédiltdti h ahse&ondds i mporta
subj ect .00f I buesfeo rtehbotsPutwamrand Fitkeyansae cognizant of the
factsocial capital has declined in previous eras, and in one shape or form it continuesdo rebuil

itself.



Fukuyamaeference®A | vi n Tof f | er 6 s i Thafirst ghragiahoéhis bgok i nci p |
noting thatthe United States and other advanced countries haveadjsachade a shift into what

is called theéiposti n d u s t rLikehis soeircekukuyamabelievesthat this thirdsocietal

shift (or wave)will ultimately be seen asignificantas the two previougavesin human history:

the societal shifts frorhuntergatherer tribes to agricultural villagesd then, may years later,

from agricutural villages to industrial citie®

8 The Great Disruption, 3



