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Did You Know That...

78% of 18 - 34 year olds

7 1% of 35 - 44 year olds

59% of 45 - 54 year olds

have either a Facebook or MySpace account

Harris Ineractive.com Newsroom, Press Release,
June 3, 2010

avy. harrisinteractive.com/NewsRoom/HarrisPolls,
essed August 16, 2010
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Jake Hird, Senior Research Analyst for
Econsultancy:
http://econsultancy.com/us/blog/5324-20+-mind-
blowing-social-media-statistics-revisited

Did You Know That...

The average number of tweets per hour

Pieces of content (web links, news stories,

blog posts, etc.) shared each week on Facebook

Number of Facebook users who update their
status each day.




Did You Know That...

2B videos served up by YouTube daily

34% of online Americans have
used social media to rant or rave
about a product, company, or brand

Fans are 28% more likely than non-fans to continue using a specific
product

Fans are 41% more likely
to recommend to a friend

Barbierri, Cody, “Nielson Company Reports 82%
Increase in Time Spent on Social Networks,” Social
VentureBeat.com /social.venturebeat.com,
Accessed August 16, 2010




Your Customers Are Talking

But Is anyone listening?
What's the right way to respond?
What if we don’t respond?

Are we missing opportunities?



Joehabdedia Customgef-are



SoclalMiner

Social Media Customer Care

Cisco
SocialMiner
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SocialMiner

Overview

Enable proactive customer service by queuing and
and assigning customer posts to appropriate staff

Complement brand monitoring dashboards

Features

Real-time capture of social media postings
Social media campaign management
Route and queue contacts to experts
Tagging

Social Screen Pop

Conversation history

Social media customer care metrics

Optional Integration with full suite of Cisco
Enterprise social software systems
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Business Benefits

= Customer Service
Help customers in trouble
Turn-around poor customer sentiment
|dentify process failures

» Sales
Find new customers
Upsell new products and services
Interact with customers through branded mobile

applications

* Brand Management
Support Social Media marketing campaigns
Increase and amplify positive brand mentions
Manage negative viral brand situations

Influence the influencers



Social Media Customer
Care Maturity Model
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Summary

" Your customers are talking on the social web and you
should be part of the conversation

® SocialMiner provides a way to structure your
engagement

® Cisco can be your partner to help you develop and
mature a social media care strategy

" The time to get started is now.
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