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Social Media Analytics!
& ORM !

How Banks Can Leverage It Fully !
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HOW	
  CAN	
  SOCIAL	
  BE	
  LEVERAGED?	
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Why SMA?!

• New Product Development!

• Increase Marketing ROI!

• Gain Key Consumer Insights !
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KPI Mapping!
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The Process !
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Evaluation - Metrics, Values, Benefit !
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Case Study!
•  A recent e-commerce business sought out to test the 

variables that affect the efficiency of the 
communication. !

•  They tested their message by creating buckets of their 
customer/potential customers on: !

•  Gender !

•  Age!

•  Location!
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Methodology!
Single Proposition 

Creative!

Expose Various 
Buckets to it!

Measure Response !

Validate!
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Some Key Takeouts !

•  Younger females (22-30) responded better to value 
pricing. !

•  Men in general responded to variety better.!

•  Women beyond 35 reacted far better on quality !

•  Smaller cities actually responded better to big ticket 
items!!
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Result!

•  Now you can target different communications to 
various different buckets and get the best bang for 
buck.!

•  Leading to an immediate decrease in COA !



	
  	
  	
  	
  	
  	
  	
   Digital	
  Performance	
  on	
  a	
  Global	
  Scale.	
  

Discover & Target !

•  Power users on twitter who talk about a certain 
category. !

•  Passionate members of lifestyle groups !

•  Newly Weds!

•  People who intend to travel or have already 
travelled in the last week !

•  Users who listen to a specific genre of music !
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Sentiment Analysis!
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Does it work in the financial 
domain? !
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You Bet!!

Sentiment analysis beats the market 4 out of 5 quarters by 
a large margin! !
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Now Imagine !

•  There will be a dashboard in the near future, that 
will ping you leads from social media.!

•  If one of you savings account customer is planning 
a trip to Dubai, you can ping him on twitter asking 
him/her if they would like travel insurance? !

•  If a customer is planning to go for a movie, you can 
remind him about that debit card offer at PVR!
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Mapping Audiences !

Your Wish Is My Command !
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Tell me about people who 
love EDM music !



“They are primarily between 18 
to 24 years” !



“Single College Going & Grads” !



“Here is what they consume” !



“Here is what they like” !



“They live in…” !
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ORM!
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Meet David Caroll !
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What happened next? !

& !

United Airlines stock price dropped by 10% !
$180 millions in share holder value! !
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ORM Expectations !

•  Speed is everything !

•  No cut-copy-paste !

•  Be Truthful !
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Some things you definitely 
shouldn’t do !
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The Other Side of ORM !
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WHAT	
  IS	
  OTHER	
  SIDE?	
  

ORM is a method 
through which the 

internet reputation of 
a brand, individual 

or business is 
enhanced. !

The end objective is 
to suppress negative 

mentions on the 
internet completely, 

and enhance the 
positive image and 

conversations.!
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•  Companies and individuals don’t have 
singular authority over what is being 
written online and where !

!

•  The blogger sphere and news sites can 
unduly hurt a brand by publishing 
damaging content and subsequently 
create negative results in the Search 
Engine Results pages!

•  Online reputation management helps in 
managing such negative content which 
can potentially hurt a brand’s equity!

WHY	
  ONLINE	
  REPUTATION	
  MANAGEMENT	
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•  Pre-emptive Management !

•  Address issues before they become issues !

!

!

•  Damage Management !

•  Cleaning up the mess!

ORM	
  CATEGORISATION	
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PRE-EMPTIVE MANAGEMENT!
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•  Address issues before they become issues !

•  Listen to the web chatter !

•  Isolate negative sentiment !

•  Directly engage and nullify it before it goes viral and 
damages the brand !

PRE-­‐EMPTIVE	
  MANAGEMENT	
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HOW	
  TO	
  PRE-­‐EMPTIVELY	
  MANAGE	
  REPUTATION	
  ONLINE	
  

Social Media 
Listening !

Social Media 
Insights !

Engagement !

Reputation/
Image 

Management !
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•  Keep tabs on what consumers 
are saying about your  brand, 
product or company !

•  Knowing what is said about 
your brand is the 1st step to 
managing your online identity !

SOCIAL	
  MEDIA	
  LISTENING	
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•  Categorization of the data 
will allow you to formulate a 
response strategy… !

•  …to engage or not to 
engage !

SOCIAL	
  MEDIA	
  INSIGHTS	
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•  Why stop at nullifying negatives, enhance the brand image 
by being constructive with Neutral comments and 
proactively helping people with your service, offerings and 
products !

•  Actively encourage advocates of the brand to spread good 
news about your brand and enhance your image further!

•  Remember major purchases are researched and 
considered before they are purchased!

•  Positive mentions in the locations your customers are will 
only bode well for the brand!

REPUTATION	
  MANAGEMENT	
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DAMAGE !
MANAGEMENT!
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•  Damage management is the process of retrospectively 
fixing negative sentiment from the web be it Google, 
Mouthshut, Consumer complaints or any other review 
based sites and blogs !

DAMAGE	
  MANAGEMENT	
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•  Fixing Google results is incredibly hard, time 
consuming and costly !

•  The only method is through very aggressive positive 
PR campaigns, content development and search 
engine optimisation !

GOOGLE	
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•  There are 10-12 results on a 
Google page !

•  To clean a page you must 
effectively endorse or own all of 
these results!

•  This means owning 10-12 pieces 
of content housed on different 
domains!

•  SEO of one Google result can 
often be incredibly difficult, 
optimisation of an entire page is 
10 times harder! !

THE	
  BASICS	
  

1
0!

9!

8!

7!

6!

5!

4!

3!

2!

1!
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•  There are many forms of content:!

•  Video, PR, News, Reviews, Blogs, Images !

•  Google treats each differently and often has 
reservation space for each type on the 
results page!

•  To remove a result you must develop 
content of same type preferably in the same 
location (domain) and then optimise the 
content to give greater relevance and value 
to it!

•  So video vs video, pr vs pr, news vs 
news, reviews vs reviews etc…!

FIGHT	
  FIRE	
  WITH	
  FIRE	
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•  A secondary method is to develop your own content 
properties and optimise each to rank for your negative 
results!

•  Remember you need 10 minimum to take over a page !

CONTENT	
  DEVELOPMENT	
  



	
  	
  	
  	
  	
  	
  	
   Digital	
  Performance	
  on	
  a	
  Global	
  Scale.	
  

•  Facebook page!

•  Linkedin page!

•  Twitter handle!

•  Video!

•  YouTube brand channel!

•  Blogs!

•  Articles!

•  News articles!

•  Forums!

CONTENT	
  ASSETS	
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Web presence optimisation is not just optimising your website for search but for the whole 
web !

WEB	
  PRESENCE	
  OPTIMISATION	
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Even after the accident and a huge
 amount of negative PR, there is a 

clean slate on the top rankings !
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CASE STUDY!
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USE	
  GOOGLE	
  TO	
  IDENTIFY	
  DEMAND	
  
•  Keyword planner!
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DSP Blackrock !
MUTUAL	
  FUND	
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DSP Blackrock !
TAX	
  SAVING	
  SCHEMES	
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DSP Blackrock !
TYPES	
  OF	
  FUNDS	
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DSP Blackrock !
THE	
  CHANNEL	
  

300,000 channel views is the !
equivalent media budget of !

Rs. 2,00,00,000 !
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Can A Bank Truly Be Social? !
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One Bank Certainly Did…!
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Let’s start…!
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Crowdsourcing!

NO sales force. Only peer-to-peer community lead support!! !
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Lending… Not Loans..!

Need Money? Ask the community!
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Crowdfunding!

Have the next big idea? Startnext will do that. !
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Co-creation!

Account Interest Rate is depended on social actions, 
thereby motivating customers to provide feedback on 

product suggestions, new product ideas!
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Virtual Currency !

Convert real currency into virtual currency. !
Pay via bitcoins to merchants. !
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All The Way From The Top !

CEO tweets out regularly !
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The Result!

Cost Per Registration : 1.33 Euro!
!

Cost Per Full KYC : 16.7 Euro!
!

Net Income Per Full KYC : 114.83 Euro!
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Over To You! !


