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Social media is one of the biggest shifts in modern business.
Facebook, LinkedIn Twitter, blogs, Wikis and more have
created new opporfunities to interact and learn about customers,
prospects, competitors and even vour own sales force. Thwitter
dlons boasts 50 milion Tweets each day — that’s 600 per
second. With all this information available in real time, how ars
vou keeping up?

By combining social media with CEM, vou can learn vour target
market’s cares and concerns, gain insight on what social media
platforms thev use, and actively participate with them to strengthen relationships and explore
new opportunities. Through the combined power of social media and CEM software,
businesses can collect and analyvze different streams of conversations on the Web and then use
thiz information to effectively target marketing messages and manage and measure their
efforts.

Let’s look at three “A” wavs o become sociallv empowered using CRM:

Automation — CEM iz used by large and small companies to manags customers. Through the
software, businesses can keep track of who thev know, what thev know about them and how
thev've interacted with them — and then use that data to manage relationships and develop
relevant messages. Social media brings a new element to CRM. Instead of just managing data
about people. a social media-enabled CRM also manages conversations and online relationships.
Businesses need to select the right CRM platform which will enable them to directly link to
these sites, capture the information and utilize it to gain a competitive edge.




Analysis — Online conversations provide valuable insight into customer buving patterns, likes
and dislilkes and behavioral data. Using CEM to track this information, companies can produce
marketing messages that addresses the customer’s pain points and buving habits. Bv partnering
CEM software and social monitoring, businesses can focus on the most profitable customers
and understand not onlv how o interact with them, but where thev should be focusing their
efforts. I= vour target audience primarily on Facebook and engaged in “fanning™ their favorite
products and solutions? Using Twitter to list a lfany of complaints or concerns? By
understanding what vour customers and prospects are saving and where thev are posting vou
can provide insight to vour sales force and incorporate effective social media activity into vour
business processes.

Action — Once CEM and social media 1z “under one roof” vou can then begin to leverags
social media in an efficient manner and move from transactions to interactions. Bv taking the
role of a more active lstener through CRM and social media, companies can design new
programs Of processes that respond to customer needs and make their brands more social. For
example, if scouring social networks reveals similar complaints about vour product or service,
VOu can re-enginesr vour processes and then actively communicate the improvements vou've
made. Another benefit i3 gaining the abilitv to link social profiles with customer data. For
instance, vou can pull data from LinkedIn to populate vour customer profile and get mors
detailed nsight of vour customers. By understanding more about vour custotner vou can then
target marketing messages that resonate with vour buver.

CEM software entwined with social media enables businesses fo learn w hat 3 in the hearts and
minds of their customers and institufe social responses that demonstrate thev are listening and
responding to their customers’ needs. Businesses can monitor and measure their social
mteractions, gain specific and detailed nformation about prospects and customers, identfv
qualifisd opportunitiss and create value-based inferactions with their buving audience.
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