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See what people are saying.   
See the large trends.  

Hear the individual customer. 
 

 Social Media is growing quickly.   

¶ It took radio 38 years to reach 50 million 
listeners.  

¶ TV took 13 years to reach 50 million 
users.  

¶ The internet took four years to reach 50 
million people. 

¶ In less than nine months, Facebook 
added 100 million users. - Digital Life America 

 
 
90% of Americans trust product recommendations 
from social media peers 
14% of Americans trust advertisements on TV  
ς Nielsen Media 

Social Relationship Management (SRM) 
 
Understand - SRM aggregates and analyzes all the 
activity on social media sites like twitter, 
facebook, youtube, flickr, blogger etc. It then 
produces reports on brand health, overall trends, 
major topics and how they relate to your 
company. 
 Analyze ς We show detailed analysis of trends 
based on multiple dimensions. You can see local 
hot topics, issues based on product, issues based 
on customer segment etc.  
Engage ς SRM tracks each interaction, so you can 
decide which interactions to integrate into your 
existing customer services centers. 
 

ȬSocial Media is Mainstreamȭ  
If Facebook were a country, it would be the fourth most populated 

place in the world. This means it easily beats the likes of Brazil, Russia 

and Japan in terms of size.  ɀ Nielsen Media 

http://searchenginewatch.com/3634651
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Engage a large group.  Respond to an individual.  
Offer to help solve a problem.  
Watch the good karma spread.  

 

Track Your Brand Health 

Track what customers are saying.  See the positives, the negatives, and the random remarks. 

We can track how people are responding to your brand across the social media channels. SRM 

can track how people are responding to a new product or ad campaign 

View Major Trends 

You can track trends, and see what people are talking about.  SRM can show how a trend spreads 

through the social media network, and show you what people are saying about your brand. Help 

identify issues before the spread.   

 

View Localized Trends 

SRM can filter based multiple dimensions.  Use this to see location specific issues, track local 

kudos and local issues. Is service poor at your branch on N Main Street in Charlotte? Do 

customers love the new décor at your branch on State Street in Denver? 

Engage a Group 

SRM Ŏŀƴ ǎŜƴŘ ƳŜǎǎŀƎŜǎ ǘƻ ŀ ƭŀǊƎŜ ƎǊƻǳǇΣ ǳǎƛƴƎ ǘƘŜ ŎƘŀƴƴŜƭ ǘƘŀǘ ŜŀŎƘ ǇŜǊǎƻƴ ǇǊŜŦŜǊǎΦ  LǘΩǎ ŀƴ Ŝŀǎȅ 

way to communicate a message to specific demographic.  Tell all the people in Tampa about an 

issue with the services.  Or tell your customers with incomes over $100k about a new exclusive 

platinum service. 

Support Customers - Proactively 

SRM integrates to your contact center.  We can send the most relevant Social Media Interactions 

to an agent, so they can help support the customer.  Getting help when you ask is nice.  Getting 

help before you ask is incredible. 
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Many modes of Social Media. 
 One Platform.  

One Integrated Solution. 

The Architecture 

The Solution has been architected to provide a core set of 

features.  These are: 

1. Social Media Integration ς SRM integrates to all the major 

Social Media sites.  We keep expanding the number of sites 

all the time. 

2. Analytics ς We provide board analytics capabilities AND 

support integration to larger Business Intelligence tools. 

3. Content Analysis ς ²Ŝ ΨǊŜŀŘΩ ŜŀŎƘ ƛƴǘŜǊŀŎǘƛƻƴ ŀƴŘ ŘŜǘŜǊƳƛƴŜ 

ƛŦ ƛǘΩǎ ǇƻǎƛǘƛǾŜ ƻǊ ƴŜƎŀǘƛǾŜ ŀƴŘ ƛŦ ƛǘΩǎ ǎƻƳŜǘƘƛƴƎ ȅƻǳ ǿŀƴǘ ǘƻ 

respond to. 

4. Auto Response ς SRM automatically responds to interactions 

based on the rules you create. Send messages to a large 

group and update them on issues relevant to them 

5. Call Center Integration ς SRM integrates into the contact 

center, so an agent can personally respond to a customer 

who may need help. 

Why Us 
SRM is unique in a number of ways.  

1. Custom Dashboards ς SRM supports the creation of 

custom dashboards.  So, you can see what you care 

about, and other people in the company can see what 

they care about. 

 

2. Detailed Analysis ς SRM will show you the detail of each 

social media interaction.   

 

3. Responding ς SRM integrates into the contact center.  

You can decide which interactions require an 

ŀǳǘƻǊŜǎǇƻƴǎŜ ŀƴŘ ǿƘƛŎƘ ǊŜǉǳƛǊŜ ŀƴ ŀƎŜƴǘΩǎ ƘŜƭǇΦ  

The top three people on Twitter have more followers 
than the population of Austria   -Gartner 


