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INTRODUCTION

Social media listening, also known as social media monitoring, is the process of
identifying and assessing what is being said about a company, individual, product or
brand.
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WORKFLOW

Basic Social Media Monitoring Workflow
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CUSTOMER CHALLENGES

= Engaging Customer Experience

= 100% Retention & Loyalty

= Personalized Product

m Competitive Pricing

w Attractive and Accessible Channels
m Alluring Promotions

ANALYSIS

Big Data Systems

TEAM

TCS Customer Insights Services
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Needs assessment
Opportunity analysis
Product development
Purchase drivers and habits
Targeting

Profiling/ Demographic Analysis
Customer Segmentation
Advertising

Pricing

Promotion

Distribution

Post launch analysis
Perception mapping

Media analysis

Sentiment analysis

Return on Investment
Purchase Basket Analysis
Churn Analysis




ADVANTAGES/ DISADVANTAGES

Social Media
Format

Pros

Cons

Blog
Good for: B2C,
B2B, NFP

Contentrich
Search friendly
Integrates wide media options

On-going content required
Must build audience
Limited user interaction

YouTube
Good for: B2C,
B2B, NFP

Visual presentation
Search friendly
Large installed base

Limited user interaction
Difficult to communicate beyond
video

Facebook
Good for: B2C,
NFP

Large installed audience
Users engaged
Contentrich

No need to visit company
website

Must be continually present
Often need to incent fans
Content ownership concerns

Twitter
Good for: B2C,
B2B, NFP

Short form content

Carries other forms of content
Can sends users to website
Can communicate directly

Must be continually present
Must build own audience
Learning curve to usage
Content ownership concerns

LinkedIn
Good for: B2B

Doesn’t require constant
presence

Useful for sales leads
Less competition

Non-visual
Considered for job hunters only




RECOMMENDATIONS

Why SMBs Use Social Media

Understand market dynamics

Solicit customer input

Respond to customer complaints

Respond to customer questions

Build brand awareness

Communicate special offers
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