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Monitorovani socialnich siti

» Je treba nejprve
naslouchat - a podle
toho se teprve
aktivné zapojit do
konverzace!

» Zjistéte, co si o vas
mysli - bavi se 0 vas
tak jako tak, at se
bavi s vami.

» Customer care, PR,

HR, sales (a taky
marketing).
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Jak s monitoringem zacit?

» Nemusi to stat ani korunu:
» Google! (Google Alerts + Google Reader)
» ... Google ?:)
» také Google Trends (a dalsSi Google Labs véci)

» Twitter? Klabose | (také vyhledavani v profilech,
wordcloudy, influenceri, zebricky)

» Facebook? Zkuste ZoomSphere (ex Fejs

v

ravy? Google News nebo PraveDnes.cz

v

V zahranici je spousta!

v

Tip pro osobni vyuziti: Rapporti
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http://lifehacker.com/339474/top-10-obscure-google-search-tricks
http://www.klaboseni.cz/
http://www.klaboseni.cz/
http://www.zoomsphere.com/
http://www.zoomsphere.com/
http://www.pravednes.cz/
http://www.pravednes.cz/
http://www.socialbrite.org/2011/01/11/guide-to-free-social-media-monitoring-tools/

Jake jsou problémy monitoringu?

» A proc se do néj vyplati investovat...
» Je toho moc!
» Je treba sledovat domaci zdroje i mezinarodni sité

» ZahraniCni nastroje neznaji lokalni trh a neporadi si s
cestinou (sklonovani, diakritika) - a obvykle nejdou
jednoduse upravit

» Problém s analyzou sentimentu - jak to vlastné lidi mysli?

» Nejde jen o sarkasmus - ¢asto jsou informace nejednoznacné
- Josef Slerka:

» Zavislost na sluzbach (API) tretich stran...
» Neschopnost spravne vyhodnotit data a pracovat s nimi
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http://www.lupa.cz/clanky/o-sentiment-analyze-bez-sentimentu-aneb-jeden-maly-experiment/

Na zacatku nebylo nic...

» Dnes: u nas trend, v zahranici
nutnost!

» Trend: itvrda d
) ni nastroju: B. Buchtova 7%\

eMéerite

Co navitévnici chtéji.

» Ataxo Social Insider:
» vSichni operatofri

» banky a fin. instituce
» digitalni a PR agentury

» kdekdo (Aukro, Velux,
Electronic Arts)
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http://www.dreamgrow.com/17-social-media-marketing-trends-for-2011/
http://www.slideshare.net/jeremiah_owyang/keynote-social-business-forecast-2011-the-year-of-integration
http://www.slideshare.net/jeremiah_owyang/keynote-social-business-forecast-2011-the-year-of-integration
http://livepage.apple.com/

L eaderi mezinarodniho trhu

» Trh se neustale vyviji
(Salesforce.com koupil

: 6
Radian6)... rudl N ?IAWLTERM

» Jeden z prehledd: social media monitoring

L

¥ Brandwatch sysomo%

aincite_
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http://www.socialmedia.biz/2011/01/12/top-20-social-media-monitoring-vendors-for-business/

Ataxo Social Insider

Mentions Analytics Account Seffings Exporis
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Akademické vyuziti? VétSinou se muzete domluvit na néjaké bezplatné varianté...
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Mobilni operatori

Ewitker ’ Search

Y @LudekP
® Ludék Pulicar

18:12 stiznost na Twitteru; 18:18 mention
od @02_CZ; 18:26 pfichozi hovor, na
jehoz konci v 18:39 byla domluvena
navstéva technika #respekt

BB minutas

ago via Twitter for Mac Favorite Hetweet Reply

Mentioned in this Twest

O 02 _Cz Z + Foliow
2 Toto je oficidini Twitter kandl Oz v Ceské republice. Budeme zde
informovat o novinkdch, Oz akcich a specidlnich nabidkdch.

@ Proc jim nékdo pise? Protoze si stézuje - ale i s tim se da pracovat!

3 Velmi dulezita je rychlost reakce. Vice bc prace:
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http://www.makevision.net/texty/DP/

. Vovici
SOCIaI C RM /iobalpark
Service
Knowledge Base / Lithium
EFM Jive
Internall :
Oracle CRM On Demand Poﬁ%i %ﬁﬁf&% RightNow
”'\Q Mapn%%’é‘#ﬁé% Customer D — Mzinga

SCRM Engagement

; - Demand Medi
4 CRM systemy se Sales ptedver Marketingim?;e o
rotinaji se Sales Contacts Bratue Brand Awareness Technologies
p J / Social Networking e Social Monitoring Q&f‘sen (BuzzMetrics
social media - Hucl:))rt:grd Product Development Radian6
vertone
neni FB svého \ \ \chkApps
druhu SCRM? InsidaView Salesforce.com  Bazaarvoice
Leverage
Note: Examples of vendors; not a full list Lo Gartner

o Bakalarska prace - Ornela Vitaiova (www.scrm.cz)
o3 Vyvoj SCRM - infografika

3 Ale stejné jako CRM bez internetu dnes nemuze existovat - neplati, ze
“Social CRM is simply CRM, evolved”?
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http://www.scrm.cz/bachelors
http://blog.getsatisfaction.com/2010/12/17/the-evolution-of-crm-v2/?view=socialstudies

Social CRM

What Social CRM sees

&l Where does he go?
&3 What does he do?
l] What does he like?
What does he love?

Inquiries

Purchases & What does he hate?

M Who are his friends?
ORGAMIZATION Ok

Complaints What does he talk about?

E:’n‘:}lica"s P8 What does he share?

Transaction history = What are his hobbies?

Google

What events does he attend’
What else does he buy?
What does he search for?

eJ Etc.

CUSTOMER

3 [Social] CRM is a business function supported by a system and
technologies whose aims are to improve a company’s ability to derive
insights into customer needs and behaviors by adding to their
transaction data the lifestyle data they share online.
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Pokracovani priste!

e-mail pro vase dotazy:

evropsky
sociain{ - MINISTERSTVO SKOLSTVI, OP Vzdélavani . &
fondvCR EVROPSKA UNIE  MLADEZE A TELOVYCHOVY  pro konkursnceschopnost ANA D
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mailto:zbiejczuk@gmail.com?subject=
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