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“Musterinin Sesi'ni” dinlemek guntimuzde musteri memnuniyetinin dogru bir
bicimde degerlendirilmesi icin artik olmazsa olmaz

™"

“MUsteri memnuniyetinin
distiguni nasil
anlayabilirim?”

“MUsterimin sirketim ‘
hakkinda neler “Musterilerim drin veya

soyledigini nasil hizmet ile ilgili neler
ogrenebilirim?” - bekliyorlar?”

“Marka imaji ve musteri

memnuniyeti ile ilgili esnek ve
kullanish raporlara nasil
ulasabilirim?”

—
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Musterinin Sesi icerisinde bircok anlam barindiran bir kavramdir

> Yasanan tecrube

> Duygu Q

> Beklentiler

o -Email )
- Intiyaclar .ignr]aapl)orlar

«Cagrn merkezi loglari
-Blog ve forumlar

> Tercihler Tweetler
«FB post'lan
> Kacinma
. Tavsiyeler @ G
> Fikirler

- Sikayetler
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Icerikte gizlenmis “MUsterinin Sesi”

Musteri Hizmetleri

= Musteriler hangi Urtin ve hizmetlerle ilgili sorular soruyorlar?

= Musteri memnuniyetindeki disus trendlerini ne kadar erkenden
anlayabilir?

» En cok hangi rakiple karsilastiriliyoruz?
Urin YOnetimi, Tedarikgiler

= MuUsteri yorumlan bizim musteri ihtiyaclan ile ilgili anlayisimizi dogruluyor
mu?

= Urtin ve hizmet'lerdeki eksiklikler nelerdir?

= En ¢ok sorun yasanan urunler neler? (Fonksiyon, kalite, fiyat, geri iade, i
paketleme vs.)

Pazarlama LOISH s t o
il Ml o
. 'ﬁ | = * r'_ o * =
» Pazar segmentasyonunda ve pozisyonlama nasil yapiimah?
» Hangi konseptler, terminoloji ve fikirler misterinin algisina yerlesmekte? 0. T BT

= Nasil daha iyi bir pozisyonlama ve kampanya yonetimi yapilabilir?
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Sosyal Medya'da her gecen gun buyidyen icerik sayesinde kurumlarn
yapilandirlmamis icerik analizi ihtiyaci da artiyor.

Kurumlar kelime bazl 1aramann Yapiland irilmam s data trend'lerini
Otesine gecmek istiyorlar analiz etmenin 6nemi guin gectikce

artiyor

Kurumsal dokimanlar icerisinde
hzl;ve dogru aramalarsyapmak is
kullancdarnm verimliligini ciddi
Olcide artrr.

Data buyurken yapdandrim.s data'ya erisim
azalyor ve business kullanciar/is zekassve
predictive analiz ¢ozumlerine yoneliyor.

Kurumsal
Arama

Content
Analytics

Dil i sleme yetenekleri ile Duygu Analizi

Dil isleme yetenekleri sayesinde yapdandrimam:s data
icerisinden anahtar bilgiler ¢ckar4abilir ve duygu analizi yapAarak
8 musterinin sesi'ni dinlemek mimktn kimnabilir.
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ICA ile Sosyal Medya ve diger yazili kaynaklarnmizdan anlam cikarin.

Is Gereksinimleri
Kurumsal Itibar

Urlin Lansmanlar 1

Musteri Memnuniyeti

Rakip Analizi

Kampanya Etkinli gi

~ — Urin Yetenekleri

Kaynaklar ; ;
FACEBOOK KAPSAMLI ANALIZ DUYGU ANALIZI = = :
= Anahtar Kelime = Boyutlu ve kinliml = ‘ |
BLOGLAR ile Arama Analiz ) s
= Icerigin Icinde = Filtreleme
Kategoriler ile
TARTISMA FORUMLARI Arama
: ILISKI ANALIZI GUNDEM
VELTTIER KONULARI
= fliski Matrisi = One ¢ikan konular
GAZETELER = iliski Grafigi = lliskili bashklar
= Siklik ve “
, Korelasyonlar ==
EMAILLER : :

'

|
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ICA ve Temel Bilesenleri

Gorsellestirme ve Raporlama

- i FRG oe | B b ]

Klasifikasyon ve Kategorizasyon Kategoriler Klasifikasyon Duygu Analizi Kurumsal Arama

Data Korelasyon

Mining Analizi Text Mining Dogal Dil Isleme
N _ e e [ Otomatik
Dogal Dil Islenme motoru/UIMA Pipeline onfanctmy Pesdeme N i D] glenns ) esihesin )
UIMA ANMNOTATOR
_ Sosyal Medya : :
. _ JDBC Websiteler : E-mail Filesystem
Data Collection/Crawling (FB, Twitter etc.)
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ICA sayesinde aksiyon'a donusturulebilir analizler elde edilebilir
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ICA Sosyal medyadan toplanan veri tzerinde Duygu Analizleri yapilarak
musteri sesini dinlemenize olanak saglar

IBM Content Anahytics with

Enterprise Search

Collection: Happy Home

Logged in as: Not logged in | Pr ofile | Help | About

- Documents

Results 1-10 of 637
(637/637 results matched)

Facet Navigation Default arder

Clear

Filter:

P Partof Speech
* Phrage Constituent?
* Sentiment
My kewwords
Document Cluster
» Terms of Interest
Cposet
product_categary
price
rating
location

Search type:
|Subfacet search =]

Facet Path:

¥¥ Facets | o Time Series

Jaroduct”
Walue:

MNew search
Add to search

¥

[l Deviations | [ Trends | [ FacetPairs | off Connections | &= Dashboard | 2] Reports @Sentiment

2 BA- aa| T | Results per page: 19 « 4123456789 0B [
Aetions [Source [Date [Tie [Thurmbnai
& = CSV file L Takes really long to dry

over 74 minutes to getto almost dry a small load of towels. Very disappointed. Plus it's noisyl Taymag Bicentennial 7.0 cu. ft. Gas Dryer

& i G5V file 206111 Taymag gas dryer
dryerworks great Taymadg Bicentennial 7.0 cu. ft Gas Dryer
= GV file 1122011 great dryer

Ee

| could not helieve had hig the inside ofthe drywas. lts Great The firsttime | used it my clothes were dry by the time the washerwas done washing another load of clothes Mot

only does it same money it saves time. | justwanted to add that the gentlemen that installed the dryer were great. Taymag Bicentennial 7.0 cu. ft. Gas Dryer

DO NOT BLY

= CEV file 2127

4
| hate this dryer. The matching washer leaves the clothes looking like they have bheen "rung out by twisting them, and even tho | shake them out hefore putting them into the
<dryer, they come outwith these "twisted”" wrinkles in them. There is no "permanent press” cycle. It's very noisy and takes a long time to dry, compared to my old dryer. m

clothes come outvery wrinkled. | would like to sell this dryer and the matching washer and buy a Mareken. Taymag Bicentennial 7.0 cu. ft. Gas Dryer

= CSV file 21811 HappyHomeStoreCustomerComments cov?id=3

{
gt
hought this at a great price to go with matching washer (see review) warks great, even at energy preferred sefting. enouah settings for even a families needs. even haaw touel
loads dry amazingly quick. like the front door access that pulls down. 1ast dryer door that pulled down got hent. Taymag Bicentennial 7.0 cu. ft. Gas Dryer

i GV file EE izreat value for the money

i
gt
Wie bought this dryerwhen ours brake, and were able to schedule for & Saturday delivery. They even called us an Friday ta give Us the time frame far installation an Saturday.
Installation took less than 30 minutes and the delivery men were professional and helpful. They took away the old ane for free. Dryer is quiet, except for atthe end of the cycle

when the huzzer goes off multiple tirmes, Has an energy preferred setting, and dries large loads quickly, Yery pleased with this purchase, Taymag Bicentennial 7.0 cu. ft. Gas
Dirver
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Tammlanan kategorilerde ve konularda olumlu olumsuz duygu oranlari

raporlanabilir

Enterprise Search

IBM Content Anahtics with

Collection: Happy Home (ch:

¥

Logged in as: Not logged in

| Prefe

s |y Profile | Help | About

| Documents | ¥ Facets | o8 Time Series | 3] Deviations | |5 Trends | [F FacetPairs | of Connections | 5% Dashhoard Reports | (£ Sentiment
637/637 results matched 2 b @& | @
Facet Navigation (Detautorder « | | ghow: [apwords | <] | ‘ | ‘ g8 fier [
Filter: e
[ Clear | Sentiment Table »
* PartofSpeech? Sentiment Values Positive Ambivalent Negative 1v
s EC 4.0 CU. Ft. 26-Cytle King-Size Washer - White {109 0 4 P I
i 0% 40% 60%
" Sentimert Sto Plains Holdi Duet 3.8 Cu. Ft. 12-Cycle Ultra C ity Washer - White (7
0 Plains Holdings Duet 3.8 Cu. Ft 12-Cycle Ultra Capacity Washer - White
My Keywords B -E_g ! pacty ) ! ! ; ]
14% 14% T1%
Docurnent Cluster . ) ] ) )
EC 4.0 Cu. Ft. 26-Cycle King-5ize YWasher - Silver Metallic (10) 4 1 4
F Terms of Inferest a e
40% 10% 40%
_ a Extensive Enterprise 4.2 Cu. Ft. 9-Cycle Large Capacity Electric Dryer - White (6) 5 i 5
i | [ |
pr?duct tategory . 50% 0% 50%
A Admirable 6.5 cu. ft. Super Capacity Gas Dryer (34) og 5 5
rating ¥ E _________________________________________________________________________________ Inaam . B3, 5 59
locatian @ EC 3.2 Cu. Ft. 9-Cycle Super Capacity Washer - White-on-White (10) 5 1 5
— T
Search ype: & 50% 10% 20%
| Suibfacet search = @ Big Z 6.5 Cu. Ft. 5-Cycle Super Capacity Gag Dryer - White (10) & 5 5
1 F——— ] ]
Ef’:fﬂ* et 60% 20% 20%
N g LuthorCarp 7.3 Cu. Ft. 8-Cycle Gas Dryer - White (9) 3 iy 9
[ mm——]
| B0% 0% 40%
Mew search g Taymag Bicentennial 7.0 cu. ft. Gas Dryer (8) G 0 9
=) [ o
Add ta search 75% 0% 959,
Searth | Extensive Enterprise 4.5 Cu. Ft. 14-Cycle Ultra Capacity High-Efficiency ¥Washer - White (10) 7 1 9
=i
2 0% 10% 20%
Extensive Enterprise Steamvasher 4 2 Cu. Ft. Ultra Capacity Washer - Graphite Steel (10) E 2 9 .
— ﬁ o oo a0, Ao bl
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Duygu iceren belgeler ayrintilan ile incelenebilir

IBM Content Anahdics with

Collection: Happy Home

Logged in as: Not logged in | Pr

Enterprise Search

[ Documents | 3% Facets | o Time Series

DTEEdAag a8 | ®mE

Results 1-10 of 10
(10/637 results matched)

¥

[0 Deviations | |§ Trends | [ FacetPairs | of Connections | g Dashboard | [ Reparts gSentimem

Results per page: | 1p

S Default order Actions [ Source [ Date_ [ Title [ Thurmbnai
Filter: o| QueryBuilder - Flooded ry laundry raom (2] =) (X
E| Selectthe type of query thatvou want to build, and then highlight the document tesd, facet values, or saved search thatyou wantto include inthe query. el are very true.
5 - T| As you build the query, the number of documents that match is displayed. To run the guery and explore documents, click a Search button and minimize the s taken ahout
P @ S E - 4| Guary Builder. tis level,
¥ Phrase Constituent 2 s|| Build the Query Highlight text and facet values to add to the query. Clear |oftrashis
¥ Sentiment £y |[rou must select a query type:
Positive Keyward query
Three weeks after | brought this washer hotne, the seal around the door failed and the
Megative 9 |Build keyword queries: washer leaked a significant amount of water all aver my laundry room. The machine has
My Keyweords E some nice features, but based on ry experience, it justisnt reliable. EC 4.0 Cu. Ft 26-  [Ne maching
T 4| |Remove | Rermove all Cycle King-Size Washer - White thiz washer
a
¥ Tertns of Interest 7
Cleesust
product_category -T Mo results were returned by this query my maney on
price i |y washer
rating s Analytics Facet ﬂ
m—— B Name Value
Select a Saved Search Modified Moun three ... week
Search type: | Contertual Views Adjective three “
|subfacet search =l 0 fianaral M g I get results.
i3 el " ' AND Search || 41 AND NOT Search || @ OR Search | [ Ginse | ps, will be
lf"pmduct" [ — - o . - - ~enough, | can
value: only do 142 basket of clothes, will not clean, not to mention will not mix bleach in with the water, so now have bleach spots, Sad thing is all repairmen know this machine has
I prablems. | HATE [T NI REPAIRMAN QUT TOMIGHT AND SA .
Mew search

Add to search

L IR T ey ]

m CEVfile

12120010 Flooded my laundry room

Three weeks after | hrought this washer home, the seal around the door failed and the washer leaked a sighificant amount of water all over my laundry room. The machine has

some nice features, but based on my experience, itjustisnt reliable. EC 4.0 Cu. Ft. 26-Cycle King-Size Washer - White
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Belirli keyword/konularda Trend ve Sapma Analizleri yapilabilir

IBM Content Anahytics with

Collection: Happy Home |

Logged in as: Not logged in

Enterprise Search

| Documents

591/637 results matched
Facet Mavigation

Filter: ]
| | Clear |

* Partof Speech
* Phrase Constituent?
¥ Sentiment
Positive
Megative
Py Kewwords
Document Cluster
F Terms of Interest
Copodet
product category
price
rating
location

Search type;

|Subfacet search =l
Facet Path:

|"procuct”

Walue:

Mew search
o Addta search

| Search |

P Contextual Views B

¥ Facets pQ, Time Series

NEH® | a8 |E

Default order -

[l Deviations | [ Trends | [T FacetPairs | @8 Connections

&% Dashhoard | [ Reports | (2] Sentiment

Show! | Keywords | Fitter. |

| Son:lLatestindex |vI

Date facet: Titrie scale: v

DA % I e
i || | Charts per page; ———(Cr—

Magirmurm tirme units per chart + Show data from: | 1010 |v| | T |v|
[] EC4.0Cu.Ft 26-Cycle King-Size Washer - White (10)
2 -
) j \ s ; D v 0o
oo B ERVE. < Bl EN/FE R,
MG P0M003 201005 204007 20008 2040 204101 20403 201105

[] Extensive Enterprise 3.5 Cu.Ft. 7-Cycle High-Efficiency Washer - White (10)

i —___________DDDDD

201001 201003 2010-05  2010-07 201009 2010-11 2044-01 2011-03 201108

[[] FooBars4.7 Cu. Ft. 11-Cycle Large Capacity Washer - Island White (10}

2

5 —

201001

— T 1N

201000 2040-11

B

2010-03  2010.05  2040.07 201101 2014-02 201105

[ BigZ 6.5 Cu. Ft. 5-Cycle Electric Dryer - White (10)

4

; _________ DD_EHD_;

204001

2000z 204005 2040.07 204000 204011 201101 2044-02 201905

14
ujin]

0z
-1.4

20

-1.0

[l Extensive Enterprise 7.1 Cu. Ft. 7-Cycle Electric Dryer - White {5}

P S —— ¥ IS

201001 2010-02  2010-05 204007 201009 Z0M0-11 201404 204403 201105
[J EC4.0Cu. Ft. 26-Cycle King-5ize Washer - Silver Metallic {10)
“—WNp g —
201001 2010-03  20M0-05 201007 2010-09  2040-11 2014-01 20103 2011-05
[] EC3.2Cu. Ft. 9-Cycle Super Capacity WWasher - White-on-White {10}
o L AL S ———
201001 2010-03  2040-05 204007 201009 2040-11 2014-01 204103 201105
[] BigZ 6.5 Cu. Ft. 5-Cycle Super Capacity Gas Dryer - White (10)
12 - - T
0 _DD;DDD;DDDD _____
209001 201003 20M0-05 204007 2040-00 Z2040-11 204-010 201103 201405

-1.0

0
=1:4

oo
-1.0

0z
-1.8
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GoOrsel Raporlamalar ile analizler gtclendirilebilir

IBM Content Analytics with

Collection: NHTSA
Enterprise Search

Logged in as: Not logged in

| Pref

ofile | Help | Abaout

| [ Documents | ¥ Facets | o Time Series | B Deviations | |55 Trends | [ FacetFairs | 8 Connections | 5% Dashboard | [ Reports |

D=dlaslE

Facet1 shows

207706/207706 results matched
| Mode labels:

\Default order ~ |Ke\;words | | ﬂ
OO0 ﬂ Facet 2 shows |Kewurds ’:l Highlight mode: Mo highligh...

Facet Mavigation Corelation: S

Fredicate
¥ Auto Details Q0
‘make Q0 = YICE .,
mr 00 Key =5, " gILYERADO
year 00 = component
- = maodel
) —— _ 61 IMPALA
Freguency O ——
prodtype Qo0 B - i INSTRUMEN
trans 00 = = Low
|
L 00 Correlation Amount: f
cruise 00 Low High F i
¥ Incidert Details 00 -
eSS ., N CAMRY
faildate Qg kg
crash D D -~ d
injured Q0 P —
— 00 %Eﬂ.ﬁﬂ_du TAURUS
\ T
deaths () COBALT \: EQUIPHENT F180 22
state GG \ SRt
= \ \»,
” \ 'f-\ r
sty Qo0 COROLLA N\,
» Dealer 00 N i
RARM 1500
b Tires [ = 5i S & 5
TIRES 1 . _—
Search type: o OTH
|Subfacet search =
Facet Path: = |
-
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Cognos ile entegre edilerek daha ayrintih raporlar sunulabilir

IBM Content Anahtics with Collection: NHTS, ¥ giged i : Not loggedin | P

Enterprise Search

Y

[ Documents | ¥ Facets | 0 Time Series | [l Deviations | 5§ Trends | [ FacetPairs | of Connections | 55 Dashboard | [ Reports

TEd eaE [

7043/207706 results matched

'~ Reparts .
P ] nonent administrator
! (=) keep this version » | | o * | - f&dd this report = &
o] Madels e i
ﬂ Cognos_teport 1391588168 o Frequency Correlation
Repart URL:
http:/ fcognasderna.swg.ca.ibrn.com;a0,it
2,400 24
| Open with [BM Cogros BI | 2,400 #
1,600 1,600 1 18
« - 800 8 8
- 3
. s -, ~ \\.
>, - - - \\
- P ey ., ¥ Loty
B S VEHICLE SPEED CONTROL AN W X ‘ RIS VEHICLE SPEED C
e @ > CAMRY . N N S
R gl Ny SUSPENSION:FRONT.CONTROLARM:U S : oy ‘-\\ SUSPENSION:FRONTC
COBALT \\\‘ / STEERING : Al ‘// STEERING
by SERVICE BRAKES, HYDRAULIC SERVICE BRAKES, HYDRAULIC
DURANGO - -
“‘\ SERVICE BRAKES, ELECTRIC SERVICE BRAKES, ELECTRIC
PRIUS EXTERIOR LIGHTING EXTERIOR LIGHTING
model component component
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Sosyal medya datasi ve Kurumsal CRM'in glicunu birlestirerek

musterilerinizle ilgili 360 derece bilgi edinin

Miisteri
Aramalari

Adim1: Sosyal Medya
Datasi Toplanir

Konu

John Carter'in yeni filmi bu aksam gikiyormus
Yasasin!

o

Bu adamin biitin filmerine bayiliyorum
harbiden yaaa!

@]
]
)
3

ligiler -

istanbul'a tahminimden daha erken tasiniyor
olacagm.

Kisisel bilgiler

Ben bir mihendis ve daha da 6tesi bir anne
olarak bu isi tasvip etmedim.

fliskiler

Oniimiizdeki ay hem benim hem de esimin
dogum ginid kutlamasi olacak.

LAY N NN NN NN AN NN NN NN NN NN AN N AN EAEEEEEEEEEEEREEEEEEER

Adim2: Sosyal Medya
Profillemesi Yapilir

Mikrosegmentasyon

Kisisel Bilgiler

e Tanticlar: isim,
Adress, Yas, Cinsiyet,
Meslek, Evlilik durumu,
Cocuk sahibi olma vs.

e llgi alanlari: Spor, Evcil
hayvanlar, mutfak

fliskiler

» Kisisel iliskiler:

Ev arkadasi, evlilik, aile...
o Is iliskileri:

Is network'li, galisma
arkadaslar-..

Social Media
based
360-degree
Member
Profiles

Uriin ilgisi

e Uriin , hizmet, kampanya
ile ilgili duygular

e Uriinler karsisinda kisisel
tercihler

«Uriin alm gegmisi Uriin ve
hizmetlerle ilgili tavsiyeler

Onemli Olaylar

® Yer degistirme, gocuk
sahibi olma, evlenme,
bosanma, ev satin alma...

Profillemeler
bitistirilir.

Adim3: CRM ve

Kurumsal Msteri
> Datasi ile

© 2014

Kampanya
Yonetimi

ftibar ve Risk
Degerlendirme

Rekabet
Yonetimi

Olusturulan
Profilleme

Yeni Miisteri
Kazanimi

Lead
Generation

Yol Haritasi

IBM Corporation
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Referanslar

Sosyal Medya Pazarlama & Iletisim
Security First Insurance

Need

 Leverage social media for client marketing and communications in
the regulated financial services industry.

» Enable marketing and financial advisors to engage with customers
while maintaining compliance with FINRA and SEC regulations.

The Solution

IBM Partner, Integritie uses IBM Content Analytics in their SMC4
solution to understand the content within messages, enabling a
firm to monitor and control social media communications and
meets all key industry compliance and marketing requirements.

The Benefit

By understanding the content from various social media applications,
organizations can:

» Reach clients through growing social media outlets

» Harness the opportunities of social media through a controlled
process and interface

» Avoid communication mistakes than can embarrass or harm an
organization

* Analyze content of messages and gain insight to the sentiment
expressed in customer interactions

© 2014 IBM Corporation



Referanslar

Sosyal medya odakli musteri segmentasyonu
Amerika'da Finansal sektdrde lider bir banka

Social &
Mobile

Traffic @ Q

Sources

Lifetime
Website
Behawor

Analyze
marketing data to find
actionable insights

oo

Systems of |

- Record

w O Off-line
e 'ﬁ Interactions

Customer \
Attributes

Analysis identified Life Events
forwarded to Unica for Outbound and

k-~ 3

Inbound Timely Communications

~——

360-degree Consumer Profiles from Social Media

InfoSphere Streams

N Social
Media Data Ingest Text Analytics:
HD Data & prep. Timely Insights|

Online Flow: Data-in-motion
Entity Predictive 1BM .EMM
Integration: Analytics: Unica
Profile Action Life Event
Resoluti inati ii
solution Determination Campalgns

Text
Analytics

Entity
Integration|

InfoSphere Biginsights

). Offline Flow: Data-at-rest analysis

Background & Challenges

Source data from publicly available social media in real-time (including comments/tweets
as well as the publicly available profile of users) from- Twitter / WordPress Blogs /
YouTube / Facebook (limited public information available) / Google+ (limited public
information available). Gather data including personal attributes such as public
selfidentifying information, behavioral information, purchase intentions, feedback about
products and services and life events. Timely segmentation and profiles to be leveraged
for decisionmaking; in context of identified use cases

IBM’s approach

«Matched customer records to social media profiles with high accuracy

«Demonstrated that SMARC can provide timely, high value leads to enhance and augment
traditional methods

«Business case demonstrated the potential of increased revenue & reduced cost
associated with SMARC over time

«Clearly differentiated IBM offering from competitors

Immediate on top impact of $40m+ revenue and 1.5m of cost takeout
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Halkbankasi sosyal medya varlig

Halkbankas: cesitli kaynaklarda sosyal medya varligi bulundurmakta ve bu
kaynaklarda

-Halkbankasi imaj

.Halkbankasi drin ve hizmetler ile ilgili
Oneriler

Sikayetler

Beklentiler

Tavsiyeler

Gibi konularda konusulmaktadir.

Linked [T}

Say

Ity sOzIukKN
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Halkbankasi sosyal medya varlig

P HALKBANK

Halkbank @

@Halkbank
Ureten Tirkiye'nin Bankasi
Turkiye - halkbank.com.fr
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Ziraat Bankasi Ornek Calismasi icin Kullanilan
Kaynaklar ve Tarih araliklar

IEM Content Anahytics with
Enterprise Search

Kaynak grubu: Ziraat Sentiment (¢ ) Farkl oturum ag: Oturum agilmadi | Tercihler | Profilim |
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5408/5408 sonug eglesti 2 H® e 6 6| @
‘_‘ ‘_‘ |_‘ Tarih kategorisi: [Taih [+ | Zaman digegi: | Gun [~ ‘_‘ ‘_‘
Grafik bagina zaman birimi stsimn: [ 400 [+ Verileri u tarihten itibaren géster: ’ 2012 | v| ’ 05 | v| ’29 | = |

50

20 Eksi-itiis6zlilk
ve Twitter

Sikayetvar.com
m
0 .|.‘..|. ol H (1 TR T T ‘||‘I|‘| ‘h ‘” | || “

2012-08-01 20120701 2012-08-01 2012-08-01 2012-10-01 2012-11-01 20121201 20120101 20120201 20120301 20120401 20120501 20120801 20120701

© 2014 IBM Corporation



Ziraat Bankasi Ornek Calismasi Doktiman Dagilimi

= |BM Content Anahdics with

Kaymak grubuw; Ziraat Sentiment (degqistin)

Enterprise Search

| | Belgeler | ¥% Kategoriler

5408/5408 sonug eglesti
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Ornek Calisma icin IBM'in Bankacilik Sektort
Kategorizasyonu referans olarak kullanild

IBM Content Anahytics with

Kaynak grubu: Ziraat Sentiment (d
Enterprise Search AN &

Farkli oturum ag: Oturum agilmat

| Tetcihler | Profilim |

| - Belgeler | ¥€ kategoriler | o8 Zaman Dizisi | |5 Sapmalar | |55 Edilimler | [7] Kategor Giftleri | o8 Baflantlar | g% Gfisterge Panosu | Location analysis a Duygu
Sonuclar 1-100 / 3000 ] & o = = — 5 .
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¥ Filtreler

Bankalar

Zehirler

06,09.2012 tarihli dilekgem ile gerive ydnelik 10 yillk kredi kartina :
ekstralann incelenmesi gerektidi ve bu ekstra ddktddimd igin 150
uygulamasindan ve kart aidatimi iade etmemesinden dolayl Zir=~

sektord
kategonlen

[EWindows dosva sistemi
Ziraat bankasindan 2 tane kredir

aa kesintiler yapmi

3y sonra bankanin tarafima gdnderdidi vazida
dayanadl olmayan Ziraat Bankasinin bu

1to Kesintisinin ladesini istiyorum!

. Bireysel kredi reeskontu'nun ne

@\ek oldudu hakkinds* ~wile mive yasal nlmayan hu kesmtllerm tarafimma iadesini talep ediyvorum.

N

Eviinaows dosva sistemi 16.02.2013

Ziraat geng kredi kar kullanicisiyim dilekge verdidim tarihin ﬂzerinr

a Gerl Odenmedil

redi kartiyilik aidatim hala geri ddenmedi. biran

ﬁﬂz kart aidatimin geri 6denmesini talep ediyorum.

Filtreler
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/
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At_as ehir tapu rmidddd 080 andndek]

Vengdisi insanlar b ok

eyin dive digar cikard! e merrer————————————eee——rers o ki 2derim ama bir dizan cik divor teki demivor

gereklidini disinidyorum hirde islanmak istemivorum Gzerimdeki paralann islandifing digindn yataramazsaniz subeler almnor veni atm koydular direk

ur altinda kalyoruz.

—|Windows dosya sistemi 20022013

Sosyal

fa=211]
¥ Bosyal Medya
b Facebook

F Twitter

» Forumlar

i temsilcisi gokalp ginerin yonledirmesiyle

%t Bankasi Ankara Batikent subesinde vadeli hesabim var her
it

nin Wyguladif 32 ginlik faiz orani 5 subat

mden yizde sekiz faizverimesini beklerken Ziraat Bankasini
mhdrwle yiizde 7,9 du hatanin dizelr .

medya

en yanlishk Ziraat hankasinin uyguladid tuhar
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Ararma tipi:

| alt kategori arama

Kategori Yolu:

[

| Sy =

Her ayin T'sinde diizenli alarak hesabima gecen ddrenim kredimin 4 pargaz aralik ayinda pesgin olarak hegabima yatmigtir. Sonrada hesabim pasifize edilmistir. Me

Telefon Bankacihdl, he subeler hig bir konuda bilgi verememektedir. (Krediyarttar kurumuna da sordum, onlarla ilaili dedilmis) Bir banka kendi biinyesindeki hesap

hakkinda nasil oluyorda hilgi \reremiynr. Masil bir bankaciiik sistermidir. Neden benim 4 aylik kredim pesin yatt zamdan faydalanmamam igin mi 7

. oration



Cesitli platformlarda Ziraat Bankasi ile ilgili en ¢cok neler
konusuluyor?

« EksisozIUk/Itisozlik
. Ziraat Bankasinin genel imaji, kanallar
« FB-Twitter
« TC ibaresinin kaldinimasi ve eylemler
« Tuncel Kurtiz'in seslendirdigi Futbol Kupasi reklami
. Personel alim

. sikayetimvar.com
. Hesap isletim Ucreti
« Dosya masrafi
. Kanallarla ilgili sikayetler
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