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Without interaction, you have a vacuum

Send the right message, to the right customer,

via the right channel, at the right time

Respond

Explain

Thank

How loyalty and social media . . . communicate better
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Operate better

Listen to your customers

Channel preferences

Desired content

General demographics

Deliver offers that resonate

Right response rate

Right margin 

Right customer experience
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REI
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Value-added content

Max connectors:

61% learn about products, features, and services

48% learn about the company

46% learn about sales

37% entertain

Why consumers friend or follow a brand:

64% to learn about specials and sales

62% to learn about products, features, and services

35% to find entertainment

30% to learn about the company
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Customer engagement framework
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Customer engagement framework

Executive

Marketing

Public relations

Customer service

“I want to respond to what 

customers are saying about 

our product and resolve 

their issues.”

“I want to measure 

the effectiveness of 

our campaigns and 

promotions.”

“I want to measure sentiment 

towards our company among the 

public and among analysts.”

“I want to know that our company is 

respected and our customers are 

happy.”

“I need to know what 

consumers like and dislike 

about my competitors’ products 

so I can make ours better.”

Product and brand

management
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1. People are talking about you

2. People want to be heard

3. It is not all noise

4. Social media is the next customer service channel

5. Social media can deliver bottom line results

Understand better

“More than 90 million tweets a day”
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Customer service . . . hear better

Traditional forms of customer service

Telephone, e-mail, and Web site chat 

Only hear customers who choose to talk to you 

Social media provides an alternative channel

Twitter, Facebook, YouTube, blogs, and forums

Listen and engage with customers directly
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Brand and product management . . . collaborate better

Brand and product managers need to 

understand sentiment

Research trends in brand perception, attitude, 

and behavior of target customer 

Realize traditional research is expensive and 

limited to samples 

Social media analytics collect unsolicited 

opinions and endorsements 

Listen outside traditional focus groups and 

surveys

Find opinions you didn’t know about – unmet 

needs and competitive advantage  
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Marketing communications . . . message better

Shift to using social media instead of traditional channels 

For example, a conversation with major personal watercraft 

manufacturer 

Reduce traditional marketing by 75% (from US$15 million) 

Campaign and promotion tracking

Measure effectiveness through store traffic, sales, information 

requests, Web site traffic, click-through, and so on

Social media is an alternate channel 

Search number of mentions and sentiment before and after 

campaigns 

Discover communication that specifically mentions campaigns or 

promotions   



Thank You!
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