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We live in an age of

understanding

¢ 1 i

We understand We understand We understand
more about more about more about
our world each other ourselves
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...s0 many dots to connect

across so many data sources.

RATINGS &
REVIEW
DATA

SUPPORT
TICKETS

CALL
TRANSCRIPTS

FACEBOOK

BLOOMBERG
API

FREE TEXT
FIELDS IN
CRM SYSTEMS

YAHOO
FINANCE
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i SOCIAL MEDIA .
Twitter e Review data

+ Facebook + Call transcripts
+ Reddit « Support tickets
+ Instagram * Free text fields in
+ Etc CRM systems

o Bl

» Sec.gov

» Bloomberg API
e Yahoo Finance
* Etc

~
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' Al-powered

consumer

Insights
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Brand Analysis | Challenges

Difficulty monitoring
fluctuations in brand
health and quickly
identifying potential crises
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Only a superficial
understanding of
public sentiment
around the brand

e

Difficulty measuring
sentiment and audience
response to messaging

and campaigns



Brand Analysis | Outcomes

Uncover key drivers of
conversation and topics
influencing brand
perception

Lou Jordano | CMO, Crimson Hexagon, @Loujordano

Monitor fluctuations in
brand health and identify
potential crises

aaaaaa

|dentify what's working
and not working in
messaging and
campaigns

Q Crimson Hexagon
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Brand Analysis | KPIs

% lift brand
conversation

% lift
engagement

lift in % lift follower

competitive

growth vs % lift in sales
benchmark

rate vs
benchmark

volume vs share of voice
benchmark
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CUSTOMER CASE STUDY | Customer Care

How General Motors Identifies
Customer Care Issues

Problem:

GM's customer care team was wasting hours reading
through irrelevant posts to find customer posts that
they could take action on.

Solution:

General Motors implemented Crimson Hexagon and
trained its machine learning algorithm to identify
relevant posts based on examples, not just keywords.

Result:

Using Crimson, GM was able to nearly triple the
relevance of posts identified for customer care.
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Welcome to the Age of the Customer

. . . . Age of the customer
Age of manufacturing Age of distribution Age of information

1900 [ 1960 § Y 1990 @ 2010 T g O

Mass manufacturing Global connections Connected PCs ajid Empowered buyers
makes industrial and transportation supply chains mean demand a new level of
powerhouses systems make those that control customer obsession.
successful. distribution key. information flow

dominate.

Source: Forrester Report “Winning In The Age Of The Customer”
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What is social media’s role in the Age of the
I Customer?
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And people have conversations.
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Smart brands listen to people talking on social
media.
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Social
intelligence
puts humanity
back in
customer data
crunching
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Social intelligence must become a foundational
practice throughout the enterprise

O*O
009

Emotional data Companies Customers
becomes the better serve volunteer even
new currency. their customers. more information.




Social data isn’t perfect

AT

thorlborbonben
Doesn’t capture Varies in quality
all social users, and quantity by
much less 100% social network

of the population

S8
888

Skews towards
certain demographics
and behaviors
depending on the
social network




There are three types of social data

423 "e &

User Content Performance
data data data




Social data can be structured

Social user data Social content data Social performance data
Structured Demographics Reach

* Name ¢ Impressions

¢ Geography/location e Followers/fans

* Age Engagement

* Gender o Likes

* Education « Shares

* Career » Comments (# of)

* Replies (# of)

¢ Click-throughs

* Views

* Time spent on content
Return on ad spend (ROAS)

* Downloads
* Sales

Source: Forrester Report “The Future Of Social Intelligence Is In The Enterprise, Not Marketing”
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Or unstructured

Social user data

Social content data

Social performance data

Unstructured

Psychographics

« Behaviors

* Interests

« Affinities

* Preferences

¢ Feelings/emotions
e Intent

Text

» Keywords
* Hashtags
e Mentions
e Sentiment
e Inquiries

e Complaints
Image

e Logos

e Scenes

e People

» Emotions
» Objects

e Motions

Engagement

e Comments

* Replies

ROAS

 Lead generation

Source: Forrester Report “The Future Of Social Intelligence Is In The Enterprise, Not Marketing”
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Social intelligence contributes to business success

across the enterprise. !,;I




Social intelligence serves many roles

‘ Comments ‘ Forums ‘Twitter‘ Social networks‘ Blogs ‘ Ratings/reviews \

Data
processing

Source: Forrester Report “Defining Social Intelligence”
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Use cases abound for using social intelligence

“What are your current initiatives and goals for social listening?”

Brand monitoring/brand health _ 36%
Measuring campaign success [N 36%
Gain better understanding of customers [N 33%
Customer service or customer care [[INGEG 22%
Inspiring content for campaigns [N 22%
Risk and crisis management [[NNEGN 19%
Competitive analysis |GG 19%
Product innovation [N 17%

Base: 36 social listening platform users

Source: Forrester's Q4 2015 Global Enterprise Social Listening Platforms Customer Reference Phone/Online Survey
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You can
achieve this if
you don’t put
social data

in a silo.




Companies know this, but they need help

“What are your firm's plans for the following data-driven initiatives?”

B Implementing/implemented + [l Planning to implement
expanding/upgrading within the next 12 months
implementation

socurty processes and oo IR
and security processes and tools ’
customer across channels '

Providing data preparation tools for self-

60% %
service data management by end users > =%
Providing data catalogs to data analytics
to better understand the data avasdable 50%
for analysis
Building predictive systems 509 22%
Creating a data mnovation capabiity 59% m
Recruiting more people with advanced 50%
data skills

reportig anc v, T
(reporting and analtics) ¥
prrmane ot e 100 N 3
external data

Base: 3,378 global data and analytics decision makers
Source: Forrester Data Global Business Technographics® Data And Analytics Survey, 2017

Source: Forrester Report “The Future Of Social Intelligence Is In The Enterprise, Not Marketing”
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Social data typically is contained here




Instead, companies should strive for this

Operations Customer Customer Creative
P insights experience planning
Sales / Lead Media
generation planning
Research & Data &
development analytics
Brand
Compliance protection / eCommerce ST
P Risk resources

management
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Social data must be combined with other data to paint
a complete customer and company picture

Research & Sales / Lead Media
development generation planning
Customer Market CRM Omni-channel
service data research data data mktg data
 Call center * Focus groups * Pl « Digital
transcripts » Surveys » Shopper history « Email
» Social customer » Customer » Search
service records loyalty data  Broadcast

* Email customer
service records
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Initial data sources include:
« Owned, earned, and
paid social channels

Initial use cases include:

» Campaign planning
and measurement

» Brand analysis

Core business value:
@® - Gainshare of voice

+ Refine engagement model
* More effective
Marketing spend
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VOICE OF
THE MARKET

Additional data sources include:

* Sec.gov
+ Bloomberg API
» Yahoo Finance

Additional use cases include:
o » Competitor intelligence

* Industry analysis

* Audience analysis

@ Core business value:
+ Anticipate audience needs
+ Pinpoint differentiation
« Personalize value prop

Call transcripts
» Support tickets
+ Free text fields in CRMs

Additional use cases include:
« Customer experience
» Product development
» New market identification

Core business value:
+ Drive proactive experiences
+ Improve responsiveness

» Improve growth and
retention (LTV)

Inventory

Additional use cases include:

Market strategy
Operations
HR

Core business value:

Streamline workflows
Optimize supply chain
Improve planning

o Crimson Hexagon “



Crimson Hexagon

DRIVE RESULTS WITH
CONSUMER INSIGHTS
THAT MATTER.




THANK YOU!

Crimson Hexagon
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