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PDF | Social Customer Relationships Management (CRM) is a current business trend providing new channels of
two-way communication with.

Social CRM has gone from vaporware to one of the most buzzed about terms in the enterprise software
market. Solution: They partnered with Yammer to create a Twitter-like environment where users could
interact and communicate in real-time and with more transparency. Results show that Facebook audience is
separate younger audience By dividing the professional industries into separate trades, Bosch Professional
Power Tools was able to quantitatively assess which trade used which social media service. The brand is now
able to access detailed customer data in the new social CRM system. The results show in particular that the
planned recruitment of vocational trainees was successful. With the help of a digital agency specializing in
social CRM solutions, Max Factor launched a new social CRM to replace its old CRM system and a new
loyalty program that is clear and consistent across channels in July  This means that addressing a new target
group on Facebook was successful. It will be interesting to see its growth and maturation of the coming years.
The brand uses the detailed real-time customer data in the social CRM system to send real-time, automated,
and customized messages to customers via WeChat. You can view the article here and read each case study in
depth. They required a social networking tool that would eliminated geographical boundaries and let their
employees communicate in real time. However, Max Factor has faced growing challenges in recent years: An
increase in competition from incumbent and new competitors. Launched a member and distributor
communication system based on social CRM. Towards the end of the Bob Community had attracted , visitors
with 35, registrations. Due to the diversity across its target market, Bosch Professional Power Tools runs
various social media services within its CRM programme, intended to reach all trades and demographics.
Software Advice , a free online resource for software buyers, decided to write up some case studies that
illustrate how actual companies have implemented social CRM technologies. The company experienced
improved service performance, thanks to real time collaboration on service issues. The company designed the
program to recruit more members, stimulate larger purchases, encourage repurchase, and retain loyal
customers. Problem: Chordiant, an enterprise software company, needed to find a better way to coordinate the
needs and desires of the individuals involved in the product requirements process. The deployment of the
community increased self-service participation, which reduced the need on costly phone support. That is all
fine and good, but what does that mean for companies actually using the software? Each study highlights how
social CRM was used to resolve real world issues and improve business operations, taking social CRM from a
concept to a solution. A decline in new members and average member value. Lauren writes about CRM
software, with particular interest in sales force automation, marketing automation, and customer service. Such
findings are needed in order to implement marketing resources in a targeted manner, and to align all activities
so that they are of optimal value to the company. This provided Bosch Professional Power Tools with
statistical data from its social media CRM programmes through a fully integrated system, constantly analysing
the profiles of users. The feedback was very positive, resulting 15 successful collaborative product releases. It
can also collect engagement data via WeChat and online and offline transactional data via QR codes. The
software collects and analyses both qualitative and quantative information to help understand its social media
audience interaction, as well as the professional trade that most frequently makes use of particular social
media services. They saw an increase in community participation, due to the familiar UI, which has helped to
enhance the learning and teaching process. Facebook is an amazing channel for building brand awareness and
represents a way for people to directly connect with the brands and products they care about. Using this data,
Bosch could then allocate the right amount of marketing resources into each channel and produce a focused
social media CRM programme. The company also aimed to build relationships with key customers who, it
felt, would significantly influence the purchasing behaviour of other Facebook fans and visitors to the fan
page. The US cosmetics brand Max Factor has been growing its business steadily since it entered the Chinese
market in  Because it is still in its fledgling stage, Social CRM still has a few kinks that need to be worked out.


