COMO GENERAR VALOR DE NEGOCIO A
TRAVES DE LA ANAL ITICA DE LOS
MEDIOS SOCIALES
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Nuevos retos empresariales y oportunidades
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. =  Internet

E 4Yrs

Internet evoluciona...

El consumidor tiene el control...

El uso de los nuevos medios crece a mayor TV Y “HII.'
velocidad... 13 Yrs o0




Expansion del role del C -Suite’s y su
contribucion a los negocios

' Agenda
v Entender al cliente en tiempo real

Agenda:

v Anticiparse a las necesidades del cliente
v" Comprender el mercado v al ; o _ _
consumidor 5\/ Conducir interacciones consistentes entre

v Crear necesidad y demanda todos los canales

v Conducir la estrategia de la ' v/ Monitorizar satisfaccion & y mejorar ‘lealtad

marca y su ejecucion v Responsable_de Iog resultados del negocio y
retorno de la inversion
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ambios sin precedente en el proceso de
compra

En el pasado... habia un ‘embudo” .

e Muchas marcas: Los
consumidores iniciaban el proceso ..« MANYBRANDS ‘::-..... _
de compra con muchas marcas en
mente S

e Pocas marcas: Las opciones se

iban centrando en unas pocas .evvtt FEWERBRANDS :
marcas e,
e Decision final: Se decidia entre L T pr e posettt 3
una de esas pocas marcas EINAL CHOICE
e COMPRA % p
e Post venta: Se limitaba al uso del ik m
producto y/o sus servicios

Actualmente el proceso de compra es mas dindamico e interactivo...
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* David C. Edelman, McKinsey, Dec 2010 @




Customer experience framework

El Andlisis Social es clave para el

Disponibilidad de informacion para
I ayudar en la compra

éxito en el nuevo entorno

| . . .
I Inteligencia Social

promocion

Fortalecer la marca mediante la }

Producto Produ

- _____i/: S?II

r—-——-—---- S
[ Accelerate customer value through l

propensity models

/
Servicio de atencion
al clienlte

Uso de

Ganar visibilidad e incrementar opinion
positiva en conversaciones sociales
1

Defender el ———-l-——-r—-- Comprade '—————~-

Marketing
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COMO APROXIMARSE AL AN ALISIS DE
MEDIOS SOCIALES




Alinear
Alinear Organizacion
con la informacion

Manejar e integrar informacion
tradicional y ‘Big Data’ obtenida de
Medios Sociales

!

Transformar

—

Anticiparse
Ver, Predecir y Dar forma

e Entender qué pasay por qué
e Modelar y predecir qué podria pasar

Aprender

3 simples pasos para una correcta estrategia
en medios sociales

\/

o
Actuar

Actuar con confianza en la fiabilidad del
objetivo

e Integrar analisis en procesos de
negocio

e Potenciar la cultura de la toma de
decisiones basada en datos
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Alinear — Detectar & Capturar
"N B

How would you classify your current employment status?

O Full time employed ;
© Pattime employed ) 4
© StuertUnerrplyed P
© Household dutiss Y

O Retited a—

© No answerlrefused

Whatis your current marital status?

O Single

O MariedPatner
O Separsted

O Divarced

@ Widowed

© No answerlrefused

Interaction Attitudinal

Descriptive Behavioral
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Anticiparse — Analizar & Predecir
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B=Ccllzpse all B =exendzl  Active
T 15

BlResention I
Treater

Bcross Sel v

 Find an existing ue 4 Create a new rule. ~Fiiea selection Iogic A Epat

(Credit Card
ersoneiLoan

me Sty Loan

@ Rule name- & Include/ Exclude Remove

o @ Allocate using rles © Alozare rancomiy

Allocate to: [First 73 4 Offer

€ i anexitin rue 4 Crestea new e s 7Add amocations Bt

@ Rulc name- Allocate to Sort Remove
i B Horeouner

08 Homeoarer =T aly

3 Remainder

[ tar< as done
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Get Rr.-ady' for Fall Campaign (C000007061) - 1. Social Targeting

Call Center

Customer Prolile
wone: mn (SN

Name: Parry Barrel

Gender:  Male
Chil

Age:

Marital Status:

Income: $100,
Lifetime Value: §2000

Products:

Data Connect 568

'
'
' One Rate US4
'

Call Detall | Customer Marterarce | Adcn | Feecback

I Typa: Blng Complart.

Caller Context

Reuting Preds ings

N, of

wal Media usage: Medium
Network Influencer: High

Hummber of IVR hops

T &)

Overall Satistaction

T
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home  boutus  pressreom  preducts & servicss Investor rel aareer  onling banking
Overview Welcome back! logout O
Accounts Cutomer numer: 1083) Change account ©
Lt g Wednesdiy 13 402008 12:01
Payments &
Transfers Theater N Home Equity Loan
Investments Frt ot e O Frsot aue O
Acetnt T 03 3wt your ankieg exparience,
Services
Accounts No guarantees in life?
Bankaccount e Product Amouet
RIIG Savings 03418
Mortgage 1 LS 123,333.00
mortage 2 150 200,000.80
0012 Bwhaccount 088900

Addaccount O

Pavments & Transfers

(Open a1 nine mnth caof
TIPO Bank
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HACIENDO ‘UTIL’ EL AN ALISIS DE MEDIOS
SOCIALES
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Predict &

Capture &

Arquitectura

Overall Marketing Cost (000°s)

P o e e s

>t per Leads by Marketing Type
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Business intelligence
that answers and
measures key
performance indicators

Social Media
Warehouse

y

Social Media
Trends &
Insights

Expressing

Publication

Discussion

DM package using
valid insights to
improve offers

Search

Networkings

MNiche BtoB

nMobile

Probe & Validate with
Surveys using Data
Collection
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etectar tipos de conversaciones con
Cognos Consumer Insight

IBM Cognos Consumer Insight
IBM Cognos Consumer Insight Dashboard Data fetcher
Dashboard Hotwords ~ Sentiments M
F X 3 [ [ Type - ‘
- [ [ seanT
[=] [ Hotwards | ADVOCATE
©| RECEPTION E| DETRACTOR
- * | CONSIDERING
© SCREEN
* | GAVER
© ACCESSORY ¥ | PARENTS Pawer Game|
© BATTERY | MONEY SAVER
© MEMORY ©| READER
© PRICE ¢ | TRAVELER /
| APRS © | MOVIE GOER /
© | EXERCISE
| HEALTH-CONSCS
author [ACCESSORY [APPS [BATTERY [MEMORY RICE [RECEPTION [SCREEN [SEGMNTGAMER |SEGMNTMONEYSAVER
hitp:/iforume. macrumaors. comimember php?u=335250 1 28 3 0 i 1 12 0 0
hittp://forums. macrumors. comimember. php?u=335514 1 18 0 1 4 0 1 0 0
http://forume. macrumaors. comimember. php?u=338084 3 18 0 0 0 4 2 3 0
hittp://forums macrumors comimember php?u=341240 3 25 0 2 0 2 8 0 0
http:/iforuma. macrumors. comimember. php?u=351919 2 34 0 1 3 3 1 0 0
http://forums macrumars. comimember php?u=357454 1 17 1 0 1 1 2 1 0
http:/iforums. macrumors. comimember. php?u=358123 1 20 0 0 4 1 2 2 0
hitp:/iforums macrumars. comimember php?u=362633 4 k] 0 0 0 0 1 4 0
hittp://forums. macrumors. comimember. php?u=366658 2 29 0 0 3 0 3 1 0
http:/forums. macrumors. com/member.php?u=370439 0 12 1 0 1 0 0 0 0
date socialSite | happy | interested in | iB5UE | knowledgeable | Iong time | lost | love | love it | neqCount | nice | posCount | problem | problems
2011-04-21  http:Jitwitter. com/ ] 1] 1] 0 0 (| ] ] 00 1] ]
2011-04-21 http:fiwww amazon.com/ 0 0 0o 0 00N 2 01 0 0
2011-04-21  hitp:fiweww . facebook.com/ ] 1] 1] 0 0 (1 /] 8 08 1] ]
2011-04-21  hitp:Jiweww reddit.com/ 1 1] 1] 0 0 (I ] 1] | 0 1]
201-04-22 hitp:ficomputersystemezecurity. org/ 0 0 0 0 0 [ ] 0 0 2 0 0
2011-04-22  hitp:/itwitter. com/ ] 1] 1] 0 0 (I ] 3 03 0 1]
2011-04-22  http:/ivowelmovemente. wordpress. com/ |1 1] o0 0 UL 03 v 1 b, —_——
201-04-22  hitp:/iwww . amazon.com/ ] 0 0 0 0 0o 0 ] 05 0 ] s =
2011-04-22 _htty:iwww. facebook.com/ 10 1 0 05 0 13 ) 0 1 @ ==




Demagraphics

Churn_status

ci-spss-input2.csv

Merge

(generated) Type

Partition

Prediccion de abandono

A

Traditional Model

—®

With Sogjal Media

W -

With Social Media

con SPSS Modeler

Predictor Importance
Target: CHURN

AGE]

f

Leastimporant Cystomer data alone: most important predictor: AGEWst mortant

PHOMES.-_|
=DROID

PHOMES._|
>IPHONE

negCount]
PHOMES-
*>QTHER_]
S
SPEED]

Predictor Importance
Target: CHURN

o0

06 08 19

I 1
Least Important

Most Important

With Social Media data: most important predictor: coverage v
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Prediccion de abandono .
Comparacion de modelos

I : With Social Media
B Individual Models = B
B Cnmpanng With Social Media with CHURN
'Partition’ 1_Training 2_Testin
| Correct 200 86.83% 458 87.77% | :
| Wrong 44 1317% B3 1223% £
Total 334 515
Accuracy of Social Media Model
B Comparing Traditional Mode with CHURN
¢ | 'Partition' 1_Training 2 Testing
| Correct 236 70.66% 350 69.32%| 5
""" Wrong 98 29.3M% 158 30.68%
Total 334 515 j
Accuracy of Traditional Model
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CClI MOBILE PHONE DEMO
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CCI. Cuadro de Mando

CAMERA: 17.06 %
(21147}

Filter Show Snippets Filter Show Snippets

seddiug =
g8

200 —
100
]
06/27/2010 08012010 0305/ 2010 104102010 06f27/2010 0Ef0L/2010 09052010 10/10/2010 DE[Z7{2010 08012010 03052010 10/10/2010
Fiiter Show Snippats Fitter Show Snippats Fiiter Show Snippats
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Filtros por metadata obtenida

[T show snippets without Concepts

Type > Concepts: Start Date: -
[ Type > Concepts | 72010 1
(Al of & selected)

[7] show snippets without Hotword

Hotword: MediaSets: End Date: srippet (] Titte [ url [7] show duplicate
[* Haotword | [ Mediasets | [iofojom
(All of 20 selected) (Al of 2 selected) Please input dates in format mm/ddfyyyy
Advanced Search
PositiveSentimentTerms: NegativeSentimentTerms: Author: Persomn: Crawled: Date:
b | [ ¥ Author ¥ Person | |¥ Craled ¥ Date
PogitiveSentimentTerms | | MegativeSentimentTerms = + F 100 selected) (Al of 100 selected) (All of 100 selected)
(Al of 100 selected) (Al of 100 selected) SElect Author =1
Dm.:ur.nentT'frpe: B Feall]_ : nquamF: El vik five juage: B Senl:imerlt: _
"W DocumentType | | FeedInfoMame [ v Language | ™ Sentiment
{All of 3 selected) (Al of 100 selected) f 4 selected) (Al of 4 selected)

[ #roas=zT

El
Clear Recent Search -] Advanced Search

Dashboard

Sentiments

Wiew History I Save Dashboard I Load Dashboard
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Seleccidn grafica

06/ 272010 CEf01/2010 0905 2010

10/10/2010




Visualizacion de comentarios

Date Snippet
1. 10/15/2010 Re: —hilo Oficial—- Samsung Galaxy 5 . quote: Originalmente escrito por simo 10 estoy leyendo comentario. ..
2. 10/15/2010 Los escritorios, que es donde mas se nota, se deslizan con un minimo pero exasperante retardo , sensaddn agravada ...
3. 10/15/2010 Al ser nuevo aun hay pocas aplis (hay unas 2000, solo que pocas utiles o interesantes) pero de momento no se ha est...
4, 10/15/2010 Como dato, esta el proyecto Wavedroid, va gue el Wawve comparte la mayor parte del hardware con el Galaxy 5, se esta...
5. 10/15/2010 Samsung vende cinco millones de celulares Galaxy S . Samsung loard vender més de dnco millones de teléfonos Galaxy. . .
6. 10/15/2010 En cuanto a la bateria de &ste nuevo producto de MetroPCS , garantiza 5 horas de uso en conversacion, y hasta 550 h...
PositiveSentimentTerms: libre
NegativeSentimentTerms:
Topic:
TopicWeight:
Author: tokugawa
Person:
ippe ; fe i [ i ( 3= Tal i = ] I estd caming de
PositivesentimentTerms: libre
NegativeSentimentTerms:
Topic:
TopicWeight:
Author: tokugawa
Persom

Snippet: En cuanto a la bateria de éste nuevo producto de MetroPCS |, garantiza 5 horas de uso en conversadon, vy hasta 550 horas en modo standb
Rusia - Samsung Galaxy 5 Femme, version rosa del mdvil Related posts: Samsung lanza en Corea el mévil Mori F El Epic 4G legard [ali=g=) s s ==
anunda el mavil Mori Samsung amplia la serie Monte con un par...de dispositivos Copyright @ 2008 This feed is for personal, non-commerdal use only, Tl
copyright.

Concepts: GALAXY 5

Hotword: BATTERY

DocumentType: blogs

FeedInfold: 23393018

Date: 10/15/2010

Language: Spanish

Title: MetroPCS anunda el mévil Samsung Freeform II

Text: MetroPCS anundia el mévil Samsung Freeform II . Es una de las compariias de telefonia mas pequerias de los Estados Unidos, pero de vez en cug
lo m&s interesante. Esta es una de esas ocasiones, dado que se ha anundado el lanzamiento del Samsung Freeform II. Se trata de un teléfono mawvil en
cuatro filas. El Freeform II tiene botones de acceso directo personalizables gque nos ayudaran a acceder a programas que usemos habitualmente de mal
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Afinidad entre dimensiones de an alisis
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Deteccidon de ‘Evolving Topics’
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cameras images

nsoo previews phone
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unboxing demoed
12mp
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Inader nokia
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bl application n 8 record
il 55
xenon photo Tliesgt ﬂaSh shot
: hdmi T photo
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searching deleted o = suite 2 data services dsmobile
positon ___00WNI0ad nayigation hub networking
googling '?cated  version pc maps w3 frant ial eiag :
online stores  120p s0CIa differently Care
lighting : 2 71 ! P
ats metErxels Gafrprds (s < web " led video offer Hine thInQS Teasoiuess i
: i : 2R lan images
including wireless providing Users accoss —— DEODIE pory big 2 :
personal back hardware hand making =50 Symblan platform media
issue opinions made put point g0 fact had ot nokia ?}evites ng7 maemd 5ty compared
B P htc smartoh == ANUEOIC oporai \ il
end system mobile marke ; c smartphone ST windows
users handsets o running aooqling ios apple compared ios signal phone
i7500 bad vote pro wondering thinking spica apollo variant wave android phone
07/05/2010 07/19/2010 08/02/2010 08/M16/2010 08/30/2010 0971372010 08/27/2010 10M14/2010
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