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Brandwatch is a monitoring and analysis company
with offices in the UK, Germany
and New York (from July).
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Brandwatch:

Site analysis
Language optimization

Market research
Brand analysis
Thematics

how our clients use us

Brand research
Identify, route, engage, evaluate
responses

Onine
Repuation
Management

Identify, route, engage, manage
Customer Services

Prospecting

Customer retention

Campaign Planning
Campaign Measurement
Campaign Evaluation



Online Reputation Management

All brands have issues from time to time. Being able to identify
the issue, understand what and where it is and whether it
needs action is a critical part of managing a brand online

In this example the brand wants to understand what'’s
happening around their brand

+ |dentify the issue and alert them
» Track the issue
« Respond if needed
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Online Reputation Management - Nissan

Tracking the issue - there are huge numbers of mentions (219K per month)
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Online Reputation Management

.... but about 1% are the ones the brands PR team would be interested in.
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Online Reputation Management

i Summary ®
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Social CRM

|ldentify and manage responses for customer service issues, PR
Issues and sales opportunities. To do this you need to:

-ldentify the right mentions

-Route the right mentions to the right people
-Engage (if needed)

-Manage the process

© 2010 Brandwatch | www.brandwatch.com

11



Zappos:

mily @
€ Shop Zappos.com The Zappos Family Story Our Unique Culture Meet Our Monkeys Meet The Zappos Family Jobs Press Center
Our Unigue Culture Zappos Family Core Values
Zappos Family Core Values As we grow as a company, it has become more and more important to
Blogs explicitly define the core values from which we develop our culture, our
brand, and our business strategies. These are the ten core values that
Events we live by:
Video Experience 1. Deliver WOW Through Service
Community Involvement 2. Embrace and Drive Change
3. Create Fun and A Little Weirdness
The Zappos Family Library 4. Be Adventurous, Creative, and Open-Minded
Zappos.com Gear 5. Pursue Growth and Learning
6. Build Open and Honest Relationships With Communication
7. Build a Positive Team and Family Spirit
Zappos.com Furry Customers
B. Do More With Less
Zappos.com Customers-
In-Training 0. Be Passionate and Determined
10. Be Humble
What Is The Zappos Family?
ake a gander! See what puts the "Zap" in the Zappos Family and what makes us so special and unigue!
Fullaw Tak jer] See what puts the “Zap” in the Z Family and what mak | and unigue!

© 2010 Brandwatch | www.brandwatch.com 12
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http://www.youtube.com/watch?v=DgVCVoalOfo



Social CRM: Find the right mentions

In this example sales want to engage with English language mentions where
someone may be looking to but a Nissan Qashqgai, Brandwatch looks for
mentions that match the following profile:

(dg OR gashgai) NEAR/5 ("looking at" OR buying OR “brand new” OR
buy OR test OR getting OR try)

The following mention found on http://farmingforum.co.uk/ matches that
profile:

W vesprday, 2338 ¥1

AandR | Wiszan Qashgal

e Any one no if E16320 for a band new Nissan Qashgai 1.5dci Acenta delivered to my door with 12 months tax a2 good deal or not.
Tein Dare: Gor 2009 Dalivery time is March so will ba an 11 plate

Location: BicesterOufordshire
Posts: 171

o & Quots: |

© 2010 Brandwatch | www.brandwatch.com 14




Social CRM: Route the mentions

The customer service team add different category information to the mention
to route the mention to the right person and to add data to the mention that
will help measurement.

mention type

Sates - High Pricrity

Assignanent Chipcmed
Munliors 1-13 of 13

m Mizaan Qashgal - British Faming Fonam

=l Mizzan Qoshgai Meszan Qashgal Any coe no i E1TBI20 for = band new Mesmn
Qashgal 1.50c1 Acenta celvemnd 4o my door with 12 mondss tax a good ceal o nal.
Dwefivnry Sma i Maech 50w b an 11 pab R dasen Qashigal seunds & deneet
Frica Al soanis T A [iddly FHE erging S & dacen sionl vehiss Ra Masan
Qa=ngai Thals just.,

Sl ordenng lags.. 7 Noles

N

J2  MPGT - Daahgsl Club Fanen - Page 1

| ...ihisk thi eI peepks maks is o oompans tha Tur] e of thi peood Qe with
thiat rif The dfiesad & moen oecrabe comnoekann [ salh athice 1 6 S nedml amed

i 'a nim s 01140105 139201 st ral

Priority level
and Status are
checked

Mention is time

stamped
automatically

© 2010 Brandwatch | www.brandwatch.com 15



Social CRM: Route the mentions

They add notes to the mention and assign it to the relevant user

Salea - High Priarity

Assigned by
email address

Wisnlione 1 - 136l 13

o
o

oz

Minnsnt Qabopi - Britlh Farming Ferum

Foizan Oaehgal figssn Cashgai Ay ons coof E1E120 for g ey sew Msaan
Qemhgal 1 Sdo Assri del pened 1o Ty coor wih 12 mosthe tax a good deal or not.
Culvary tms i March o sl bs an 11 plaie Ha: Besas Gashgal sounds a decant
s, alsan sainks Gan a pickily BiDa doggiees Tor & caoand 302 ed sehicks Ra: Bissea
Oabigal Theaws jus

Sar entening Qps..
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-think thi: arece ponpie ma ke B o earpan e Tudd oo of the: pall S0 with
thal of the diessd. A more acourabe Companson i wis othes 1.6 e setrol small

famity hiabches L& e Golf, Focus. Acris, Mecane, Asa al s which the Qashgal
equalbed orbeatwhen Tirst lausched in 2007 [ not onlywas e 1 & Calf thisster i
alzoiad houes.

Bt encning Mg ..

Raar Lights - Qassgal Club Forum

uas nbeeret pe e s, goagiosd "ed caee lights crashogai® and fiesl lhng cpe
waE aboud the qashgal boslid modsl, wham s gaehgal wae gatbog @ famaiH sk
the Tmet and nee s=r LED lights... You smanat paal new Inpiea in 1his fenim e
el eealy b Sopies in i orem Yoo canng: debali poue oot 0 s Moo m s
i il
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Notes are added to
the mention

Add & note for: Missan Qashaai - British Feg ting ==
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Social CRM: Manage the mentions

The user can click on the chart to read the actual mention

& Posted: Yesierday at 0:08pm &5 Post Options 7 Quote 2 Reply

Originally postad by Jukotsbeakidin

I bought the *E' a year ago, in its first model year, and already it has had 2 recalls and 3 other tnips to the delsers for
i minor irritating faults, so I guess if I can live with that on a £30K car, [ can't et it rwin my enfoyment of a8 E15K car if it
| does have a few teething issues. However it has to be said that Merc dealers are generally top notch with customer

 service these days, but not sure what service T'll get from Evans Halshaw/ ¥

Jolned: 10 Sep 2010
Location: Watford
Online Status: Ofline

Posts: 57
Hi Martyn
Dealerabl
e = Just to pick up on the custormer service. T ordersd my Juke from Glyn Hopking on Sept 28th, have been in contact quibe a
few times with different guestions and have NOT ONCE had a return phone call. The customer service from GH in my
7 experience s totally unacoeptable - but... my flance works there (not in sales) and I'm benefitting from a nice staff
discount. Otherwise, I would have kicked up a very big stink.
(1]
L I hope your customer service from Evans is better. Good choice on the Juke btw (32
(]
= | Arctic White Acenta premium pack 1.5 ovt, red interior. Delivery date - - - Bth Feb :{
il h1 al T Rl 18 EE] an & Ee] H O OEH M P Fi ] £l E M 1Mm 3 i '] § [ ] L [ ] [ ] ] L1l 1% 13
Dz
B amsaigae L P L "1
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E.On - Fitting Into org. structure

DEPARTMENTS
PR, Product & pricing, Talent, Retail, Renewables...

WHAT DO THEY TRACK?

Brand, plants, competitors, lobby groups, sponsorship,
campaigns, events

© 2010 Brandwatch | www.brandwatch.com
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Fit the data to the organisation

Breakdown of Mentions

800

#| Changeview = || ® Controls ||— |||

400
200
o —-—_— ]

Corporate - UK Corporate - Marketing Product and Cuostomer Talent Other
nom-UE Pricing Service
B E.ON
4
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Reporting - managing data and tagging
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Tagging & charting

By g
";1-.-3 EBrandwatch  Project Brandwatch Training project Query Groups -~ Sie Groups = || Loca
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Drill down

Brandwatch

*  Social Media Monitoring

Project: Brandwatch Training project
Workspace: Ready meals

Projects Summary # Sentiment
Project: Brandwatch

Training project

Tagged health mentions by page type

Create new guery
Edit gueries =

Salt: 78 Total
. 5%
4% %

Create new workspace:

Blank workspace

Workspaces
» Ready meals

Z hours ago

M Blog
M General
B Twitter

B Forum
B News
H Video

Blog
Add components to

workspace
Summary (¥
Volume (F

Chart (#

Mentions (¥
History (@
Recurring Phrases
Site Anabysiz (7
Video Tracking (%

Twwitter

Dats Download | Status

Channel SOV for tagged health mentions

Blog: 201 Total
41%
20% 5%
M Fat B Preservatives
M sait
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I Sites & Recuming Phrases 3¢ ([ £

Sugar: 114 Total

General

Menticns %

Fat: 180 Total

T%
11%

56%

B Forum
B News
H Video

M Biog
M General
B Twvitter
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M Fat B Preservatives

M sait

4%

B Forum
B News
H Video

Query Groups =

* ! Sentiment chart £ I Analysis
i
Preservatives: 24 Total
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H Biog B Forum
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B Tyvitter M vVideo

#
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Apr 26, 2011 - May 03

Fixed date range
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x
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A word on Influence

- What is online influence?
- How does measuring it vary by source?
- How to use influence metrics

© 2010 Brandwatch | www.brandwatch.com
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Influential bloggers
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EXxisting systems & Integration
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THANK YQOU for listening

Giles Palmer

giles@brandwatch.com
@joodoo9
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