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Agenda

ü Background

üWhat are the new communication channels?

üWhy are they important for customer services?

üWhat should we be doing about it?

ü Examples
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Mission Statement

ñWe simplify your job of providing 

the worldôs best  customer care.ò
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WTI Clients ïBy Location

North America

Latin America

Asia

Europe

Africa
Australia/NZ



Canada
Bacardi

Campbell Soup

Colgate-Palmolive

Clairol

Elizabeth Arden

Hills Pet

Johnson & Johnson

Kellogg

Kimberly-Clark

LEGO Systems

Molson Coors

Wm. Wrigley Jr.

USA
See Other map

Europe
Accantia (Simple)

Beiersdorf

Cadbury

Campbellôs

Church & Dwight

Clarks International

Colgate-Palmolive

Coty

H. J. Heinz

Iceland Foods

InBev

Australia

New Zealand
Colgate-Palmolive

Fisher & Paykel

H.J. Heinz

Hills Pet

Johnson & Johnson

Kellogg

Kimberly-Clark

National Foods

Central America
Colgate-Palmolive

Kellogg

Johnson & Johnson

Philip Morris

South America
Colgate-Palmolive

Kellogg

Johnson & Johnson

Philip Morris

Africa
Colgate-Palmolive

Johnson & Johnson

China
Colgate-Palmolive

Johnson & Johnson

Wrigley

Middle 

East
Johnson & Johnson

Philip Morris

South

Korea
J & J

Malaysia & Hong Kong
Colgate-Palmolive

J&J

Philip Morris

India
Colgate-Palmolive

Johnson & Johnson

Kelloggs

Kimberly-Clark

LEGO Systems

Lil-Lets

Nestle

Norwegian Cruise Lines

Pepsi/Walkers

Philip Morris

SSL International

SPD (Unipath)

Philip Morris

Sara Lee

S.C. Johnson

Wm. Wrigley Jr.

Wyeth

International Clients  
Single Global Databases

Regional Databases

Taiwan
J & J

Japan
J & J

Hills Pet

Thailand
Colgate Palmolive
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Emerging Channels
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Telephone
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Free Phone
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E-mail
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Web-based Chat
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SMS Text Chat
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Social Media Channels
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The Facebook Phenomenon

ü 350 million active users on global basis

ü 50% of active users log into the site each day

ü The average user  has around 130 friends within Facebook

ü More than 35m Facebook users update their status each day

ü Around 2.5bn photo uploads to the site each month

ü There are more than 70 translations available on Facebook

ü More than 65m users accessing the site through mobile-based 

devices.

ü More than 3.5bn pieces of content (web links, news stories, blog 

posts, etc.) shared each week on Facebook. 

ü Purpose-built Facebook pages have created more than 5.3bn fans. 

ü 70% outside the USA
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And Twitter too...

ü 75m user accounts,

ü 27.3 million tweets per day 

ü Thatôs 1.3m per hour!!

ü At the current rate, Twitter will process 

almost 10bn tweets in a single year. 
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...and thereôs more...

ü LinkedIn 50m members worldwide ï11m across Europe

ü Flickr - 4bn images

ü Wikipedia in excess of 14m articles

ü 15% of bloggers spend 10 or more hours each week blogging

ü 70% of bloggers are organically talking about brands on their blog. 

ü 38% of bloggers post brand or product reviews. 
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Why Pay Attention?

ü Protect the Brand

VReactive

V Insights

ü Surprise and Delight

VProactive
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Social Media is Maturing

ü From a Forrester Research report 4/27/2009:
V 1. The era of social relationships:

ï Beginning in the mid-1990s, people signed up for online profiles and connected with their 
friends to share information.

V 2. The era of social functionality:
ï As it exists today, social networking is more than just a platform for "friending," but one that 

can support a broader array of what Owyang calls "social interactive applications." 
However, identities are essentially disconnected silos within individual sites.

V 3. The era of social colonization:
ï By late 2009, technologies such as OpenID and Facebook Connect will begin to break 

down the barriers of social networks and allow individuals to integrate their social 
connections as part of their online experience, blurring the lines between networks and 
traditional sites. 

V 4. The era of social context:
ï In 2010, sites will begin to recognize personal identities and social relationships to deliver 

customized online experiences. Social networks will become the "base of operation for 
everyone's online experiences."

V 5. The era of social commerce:
ï In approximately two years, social networks will be more powerful than corporate Web sites

and CRM systems, as individual identities and relationships are built on this platform. 
Brands will serve community interests and grow based on community advocacy as users 
continue to drive innovation in this direction.
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Our View of Social Media

üSocial Media is ñjust another channelò
VLetter, phone, email, chat, social mediaé

üFocus on 1:1 engagement with consumer
VRespond to consumer via social media

VGain detailed insights vs. overall ñbuzzò
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Our offerings

ü SMART module

üChat module

ü Public Surveys
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Our SMART offering

ü New hosted service

V Standalone

V Does not require CRS

V Will integrate with CRS

ü Available now

V Weôre still improving it

ü Functions

V Import

V Filter

V Review

V Tag

V Respond

V Report

V Export
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Some SMART Users 
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Social Media Console 

(Unread Mentions)
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Social Media Console 

(Follow up Queue)
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Dashboard


