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social media monitoring

a few lessons from the past few...
years 5l
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words of wisdom from the “social media expert”
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all markets are conversations ...
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... unless they aren’t always

4 types of brands (Synthesio)

under the radar functional

characteristics

Hervé Kabla & Yann Gourvennec : Social Media Taught to my boss, 2011
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http://www.synthesio.com/

barely 5 years ago ...
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the Kryptonite ‘blogstorm’ started it all ...

KRYPTONITE’S BLOGSTORM

How ten days of Internet chatter crippled a company’s reputation.

1,800,000
e 1,700,000
Complaint posted to bikeforums.net -
that a Bic pen can open a Kryptonite lock.

Videos showing how to
pick a lock are posted.

Company assures public Company
that its locks are effective. announces
free product
= New York Times and exchange.
900,000 AP report the story. Estimated cost:
s $10 million.
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a misplaced fear?

http://www.amusement.fr/index.php?/magazine/now--amusement-6/
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a thing to fear or build upon?
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consequences on social media monitoring

> monitor ‘everything’

> proliferation of tools

> vision vsS. action

> ‘sentiment’ analysis
(interpretation)

> what for? what process?
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conclusion ... 5 years later

> all: “what are we
getting from this?”

some rights reserved - cc- Yann A Gourvennec - Orange



what we learnt
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‘new’ trends

PERSON OF THE YEAR

You.

incrustait wi
miroir en pre
page, poul
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journal et de
meme procéd

Yes. you.
You control the Information Age.
Welcome to vour world.
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new trends

‘neo’ marketing
crisis management
proactive surveying
direct interaction
crowdsourcing
‘'social’ CRM
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what’s in store for us
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what’s in store for us

1. social monitoring tools don’t
matter

2. crisis management will have
to be industrialised

3. social media interaction will
have to

- scale
- be more human
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CRM integration but ...
(Sugar CRM, SAP,
Saleforce ...)

market surveys will be
revolutionised ... once more

social commerce ... 3
waves, what next ...
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any questions?






