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2 main publications in 2011

English adapation on-going
http://precommerce.com http://amonboss.com

FOREWORD BY MARK ADDICKS, CHIEF MARKETING OFFICER, GENERAL MILLS Calsczon L dordarrermis: da Vs ot 4 Markering

LES MEDIAS SOCIAUX
EXPLIQUES A MON BOSS

s a4 on font ot pour % G4 ameraent (miovod en fake

COMMERCE

How Companies and Customers are
Transforming Business Together

INTERNET AND SOCIAL MEDIA HAVE TRANSFORMED THE WAY WE MAKE PURCHASING DECISIONS
Your Custormers are Ready, Are you?

BOB PEARSON

Chief Technalogy & téedia Officer, WCG

3 freciced
]||| “ Hervé Kabla
Yann Gourvennec
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measuring return

the problem with tools
measuring ROE not an option
how to measure ROE?
conclusion

a s~ owbdh -~
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1. measuring return
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> ROI for innovation
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sneering at innovations isn’t new
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a famous ROI example

> RUDOLF 1858 - 1913
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another example

Atos aims to abolish internal email use by 2014 N

by Computing Staff 07 Feb 2011 & Print Send [ save
More from this author Be the first to comment H Share 25 Digg B Tweet

Newsletters

Have similar articles
delivered to your inbox:

— < ——

v Weekly Update
V| communications .

Sign up

Latest stories from Voice
and Video

International IT services company Atos Origin has said it will have

eradicated email within the company by 2014. N i
pany by [ B j@ IT in healthcare pt2:
‘ ~

%Ki | High-tech remedies

Speaking at a web conference this morning, Atos chairman Thierry
promise lasting results

Breton said he planned to have an email-free company within three years
and instead be using communication applications as well as

collaboration and social media tools. > Influence - Commuting or
Camnutinn?
source: http://www.computing.co.uk/ctg/news/2024715/ato: 0| ternal-email-2014

Some rights reserved by sualk61
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when innovations emerge

> nih o [ CAUTION
> ROl hard to prove | Eyd SLIPPERY |S64

> not all innovations
sell

> gain in productivity

> not all (few) human
desires are rational

Some rights reserved by Joe Shlabotnik
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long term credibility?

Photo = Microsoft Picture Gallery
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\ ~all of the above
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2. the problem with toc_)ls
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> a surfeit of tools and metrics
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functions and scope
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social media tools

I MONITOR II CREATE IIT ENGAGE

KEY
Minter Dial

Sites that are paid services are in red. minter e et.com
www.the et.com

The rest are free / freemium. +33(0)623657661

If the site has a French language interface:
en francais (FR) @%':f;::

SOCIAL MEDIA TOOLS by Minter Dial

THE
MNDSET
some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 16
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3. measuring ROE
> no longer an option
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measuring ROE no longer an option

so, What js a return on engagement

" nercentage of your
mEEE s that you have

9 = i attracted and made
—w cogagement Rat: 0.05% them engage (like or
.- comment) with your

Wall Post

e

graphic design: social bakers

source: social bakers
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http://www.socialbakers.com/blog/114-what-is-a-good-engagement-rate-on-a-facebook-page/

not just a matter of fan numbers

FANS Average ER

0 -10k 0,96 %
10k — 20k 0,29 %
20k — 50k 0,21 %

90k — 100k 0,19 %
100k — 200k 0,16 %
200K — 500k 0,13 %
900k — 1 000 k 0,11 %
1000 -~ 0,09 %

benchmark: social bakers

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 19




measuring engagement on Twitter
‘EIHEKLOUT DASHBOARD €%/ | PROFILE | FRIENDS | PERKS | $% - | orance a

WR . Orange

Network Impact

Orange generates a high level of engagement from other influencers

Hlike < 1 3 Tweet |

nFer

Network:

. ‘ 61

\

Orange generates a high level of engagement from other influencers

influence of your network. ) o i
Learn more </> Embed this arap

True Reach is the number of
people you influence.
Learn more

Yann Gourvennec
Klout Score: 64.5
10 10,2011

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 20




.E klout.com

sample Twitter benchmark

n Mo

#2 %0
#3 ()0

wE

&
O

=P

6 )

DA . &
107,868 followers +

@02

53,727 followers m ﬂ
@Orange Group m A
2,397 followers +1

@SFR_Groupe
3,128 followers

@Vodafone_Group
8,587followers

+1
@Tunisiana

2 729 followers m -1
@deutschetelekomm 73
22,900 followers +

@Telefonica
3,026 followers

_ @SFR_SAV

3,118 followers

r @Orange_conseil
' 1,691 followers

@OrangeHelpers

< 7,851 followers

1 @Telekom_hilft

15,192 followers

-» @BTCare
@

15,427 followers

orange”




what do all those metrics (really) mean?

] Emplification:
how much you

influence them
S —

klout score: a

network impact:

the influence of mix of the

flE]in
I

YooEe ..

our network abova

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 22




what do all those metrics (really really) mean?

B 1 Eric Schmidt

E K Invite to Klout, and increase
S5 your verified connections!

Executive CHaIrMan & rormer Ceu

Mountain View, CA

Influential abo
Google
Technology
Celebrities

tweet = T share =

share = see all...
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4. how to measure RO_E
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> 3 business cases
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4.1 business case #1: Orange Business Live
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where content comes from ...

wall blog
1% _ 3%

TWITTER*
Bloggers

Contributors

Tweets

People
reached

Impressions
served

2010 2011
11 13

47 262

264 1397

40 503 191 501

431 943 3 576 246

o 20 articles
+ 200 photos
 8videos

http://bit.ly/recapobl

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec
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Growth
18%

457%
429%

373%

728%

orange”



http://bit.ly/recapobl

global span

> 3 nationalities generating live content (French, UK, USA)
> 41 countries visited digital content platform
> 10 countries engaged with Twitter content

United Kingdom (61.9%)

France (24.6%)

Slovenia (0.5%)
Portugal (0.7%)
Kenya (0.8%)
Morocco (1.1%)
Pakistan (1.5%)
Greenland (1.6%)
Netherlands (3.4%)
United States (4.1%)

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 27
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measuring the reach
note: the value isn’t in Twitter

tweetreach

TweetReach for #Livel1
Reached 791,501 people via 1,397 tweets

Searching maximum tweets permitted by Twitter

Tweet Types Exposure: 3,576,246 Impressions

754 Regular Tweets

15.816 4-7 Twepts ——
i,

32.049 2-3 Tweets —f{-’ ey —44 315> 7 Tweets

S 234 @replies
409 Retweets B 99.321 1 Tweat

Each pie slice shows how many people saw how many tweets

Impressions Contributed by

greenlandstudio: @talktokt @scottgould yep. In fact, we're heading rapidly 262 Twitterers
towards the post-device era. Soon, we'll be in the 'experience’ era. #live11 lesanto 1,060,074
- Thu, 16 Jun 2011 11:17:24 +0000 4
ran in 750,180

fbrahimi 529,578

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 28




> {rends, questions ...

the long tail 7 ///// ,/Z

Impressions Contributed by

262 Twitterers . Facebook

lesanto 1.060,074 5
orangebusiness 750,180 - GOOd Morn]no
fbrahimi 529,578 . hd
andrewgerrard 179,396 = B"’t—ay
HerveKabla 169.158
vgourven 162,357 . BBC News
BenjaminEllis 128,638
mdial 60.108 . Dark
GrowwithOrganic 42,322 :
cmendier 40.526 . Manchester United
amovyal 22,551 :
sidragasim 21,224 . #lab1 1
sScotigould 16,538 E

tew. ain 16,223 . Slipknot
georgemalim 15,231
drmcewan 12,156
ThirdSectorlLab 11,449 @ m m
mikejulietbravo 11,104 F EW \5 ©©G
KateBo 9,225 @ 15:47 @
aoperto 9,120
managementsushi 8,937 DELPHINERB
il e J'aurais du etre parmi vs, mais serais
Me nDinnen 7.746 H 4
e e S in...London http://t.co/OzVc71wd
A o726 #Mediaaces,@laouffir y sera, ouf,
MediaAces 6,335 :
SergioSilvestre 6.315 I'hnonneur est sauf
AnnabelKavye 6,138 # .
KSukalac 6,091 g%'(‘t’{“dtf uoff‘
lauraandrew 5,935 ;
Daren140 5,833

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 29



4.2 business case #2: ROI Spain
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Spain: facebook coupon campaign generates

» dostacamos
|

u Mur

(&) 1nfos

m iQue animal!

@ Worldwide

B routube

[®) photos

m Promociones

Fundacion
Plus -

A propos de
Juntos hacemos més

16 993

parsonnes aiment ¢a.

Recherche

Orange Espaifa » Promociones

Prodult/Service

para vosotros... No perdais de vista esta pestafia..

Orange Espana Esto es lo mercto de Orange.es que he encantrado
L

Sl ares clients..

de contrato

de tarjeta

Recarga online y
Qana premios
SeQuIos

ontrato
éEres de tarjeta y te
quieres pasar a
contrato?
iDescubre las
ventajas!

Por 28,95€
durante 6 meses
0 21,95 € durante
6 meses si eres

de voz Orange

chente de tarifa plana

eres cliente

Si todavia no

de contrato

¥ ahora, 30 € de descuento en &l precio
de tuiPhone sélo en la tienda online.
INo te bo pierdas!

Intemet Everywhere

velocidad

20% durante 6
meses para las akas
con las tarifas Para
Todos y Sin Limites

ADSL madma

Ahora por sélo
9,95€ durante 6
meses 0 2,95€
durante 6 meses
sl eres cliente de
tarifa plana de voz
Orange

Conciertos  Fundacidn  YouTube

Codugos

Vente a Orange y llévate un 30% de
descuento en tus primeros seis
meses de factura

D Enviar

I eassesaz? J

*406 clients x 30 euros ARPU x 12 months




a social shopping experience & retention mechanism

E-shop tab on Orange PL fan pages

faCEbook Recherche

Orange Polska » Smartfony

Orange
9 Télécommunication
wszystko o smartfonach w Orange

poznaj serwis mojtelefon info
z wideo instrukcjami obstugi wybranych
smartfonéw dostepnych w ofercie Orange

nowe modele -.

HTC Sensation
Cheiztbys, aby dostarczono Ci jedyng w
@ Mur SWOIm rodzaju roz 0
£ Infos | Yy prezentujg amiajgco na ekranie
Grupowe zakupy , adzwigk brzmi
— kry: o dzigki technologii Hi-Fi.
L Polec film . Ponadto HTC Sensation a potegujacy
kS’ T G —
“ Smartfony =1
@ oL L I
D Articles ekranu sprawia, ze telefon Swietnie lezy w
PLUS ~ ﬁ\ dhni HTE Sensatinn to minitimedialng

Wejdz do swiata

Click on £ Like \

IS mandatory to access
the offer

Monthly active users :
270K

Interactions on the page
' 39K
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> our recommendations

5. conclusion
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a few questions

> what is a fan?

> how much is a fan
worth?

> number of fans?
meaningful?

engagement rate?
response rate?
hiding/unliking pages?
reach of a live tweet?

what if new systems
crop up?

VvV V V V V
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recommendations

> measure and show > be patient

results > don’t get duped by
> don’t forget about numbers

savings > long term
> don’t get trapped In engagement pays

sales unless ... > think relationship,
> use the right tool not sales

> know the limitations

> don’t take metrics at
face value

some rights reserved - cc 2011 - orange.com - Yann A. Gourvennec 36




your real focus shouldn’t be your facebook page

/ \
ORANGE \
INNOVATION TV /

/
/
4
ORANGE.COM
[ CORPORATE
HUB]
m delicious

slideshare

EXTERNAL
CONTENT

posterous®

facebook

PARTNERS

OWN ssms Q
CONTENT

social media focus

S@a@ext page
copyright © 2011 — Orange — web, digital & social media e orange”
37




«cial media team
@work




suivez-nous !

) facebook.

http: //www.facebook.com/orange

o 74 http: //www.facebook.com/orangebusiness
@orange
@orangebusiness

http: //live.orange.com http://youtube.com/orangebusiness
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