WHY MONITOR
CONVERSATIONS ON
SOCIAL MEDIA



FIRST, WHAT IS SOCIAL
MONITORING, ANYWAY



R

Social monitoring is the practice of tracking
conversations online from the people who matter
most to our business.
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Inbound Methodology
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Social monitoring helps with every stage of the

inbound methodology.
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Social Inbox

We can leverage monitoring with Hubspot by listening to contacts,
leads, and customers who exist in our contacts database.

Green: existing
customer

Orange: contact in your
database

No color: brand
new user

Grey: Mismatched
contact info
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Ally Pelle
@AllyPelle
FOLLOWS YOU

Casey Keeler
@bwaykck

—
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Learn how to Improve Your Social Media R(
Social Inbox hub.am/14dHu7S #InboundM

RT @hmiaward: Heading to @HubSpot for g
CEO @bhalligan - great way to start a Tuesq

Use @Postling as a "social inbox": providing
tools, alerts, and insights to get the most o}

Exciting stuff! *“@HubSpot: "Social* to be Ad
Navigation, Plus a Social Inbox Update hub
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Leverage contact intelligence

We can learn more about our contacts, leads, and customers who
exist in our contacts database by accessing their contact record.

Andrew Pitre Add/Remove from Lists Resync With Salesforce Opt Out of Email Close as Customer Delete
First Touch Last Touch Lifecycle Stage
3 Years Ago 8 Hours Ago Lead
Facebook Opened Email Since Jun 20, 2013
Starred
First Name: Andrew = b
+ Return to All Contacts .
Last Name: Pitre = * O
Company Name: Acme Co. — * ©
Overview
Properties Emails Delivered: 97 =
Lists
Workflows
Property History Showing 133 Interactions v &
January % Attended New Product Webinar - Social Inbox for 21 minutes
Search in Google
1 Property Change Men Jan 13, 2014 at 6:07pm

View in Salesforce
W 3 Webinar Events ﬁ Registered for New Product Webinar - Social Inbox
6 Emails Mon Jan 13, 2014 at 6:07pm
10 List Memberships

https://app.hubspot.cc 2 Synes ik Registered for 2014 Product Announcement Webinar

21 Twitter Events Mon Jan 13, 2014 at 5:14pm

Contacts Settings




HOW TO GET THE MOST
OUT OF SOCIAL
MONITORING



t's all about
segmentation




BEST PRACTICES FOR SOCIAL MONITORING

|£| Focus on your business goals

lv] Monitor the right terms.

|£| Segment your audience

\v| Personalize your responses



BEST PRACTICES FOR SOCIAL MONITORING

|£| Focus on your business goals



DO YOU WANT

More visitors?
More |leads?
More customers?

Happier customers?




BEST PRACTICES FOR SOCIAL MONITORING
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Refer to your Buyer Personas

HubSpdt S——
DEVELOPING PERSONAS
i3 U8

[ailor your keywords around
PERSONAS
Buyer personas are a crucial component of successful inbound marketing, particularly .
for the sales and marketing departments. After all, the marketing team needs to know to O u r e rS O n a S
whom they are marketing, and the sales team needs to know to whom they are selling. °

1 Whet is their demographic
information?

2. Whet is their job and level of
seniority?

Goals

3. Whet does a day in their life look
like?

Demographics

4. What are their pain points?
What do you help them solve?

5. What do they value most? What
are their goals?

Common pain-points
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6. Where do they go for
information?

7. What experience are th

e g Where do they go for information?

8. What are their most common | |

objections to your product o
service?




WHO CAN BENEFIT FROM THE TOOL?

Team What to listen for Keyword examples

“inbound marketing”, “lead
generation”, “customer
acquisition”

* Listen for phrases that
are core to your brand
such as painpoints in

“hubspot”, “social
inbox”, “30-Day Blog




Social Media Monitoring Use-Case #1

Silence all irrelevant tweets by monitoring the right keywords.

Mentions of @MyYale

Using your @My Yale Twitter account

-? ' Rox

). ® 2 « Reply = Retweet +% ® Share = Email

+ 3 @MyYale Ha! Thank you :) | just downloaded your guide Jul 25

3,590 1,054 Yale Appliance @MyYale Jul 25

@ Hi there, believe it or not we actually wrote an article about just that

Lifecycle Stage: ;
y 9 http://t.co/SIXUdGNLDI Happy to answer any questions!

M Lead

Website: n Rox# — Jul 25
about. me/rox
My oven died (FINALLY) and I'm debating between a GE and Electrolux induction

Location: range. Anyone have any experience with either brand?
Boston

% Pat Palingo favorited this on Jul 26
A View HubSpot Contact

@ Link to this message




BEST PRACTICES FOR SOCIAL MONITORING
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|£| Segment your audience
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Segment your
contacts with the lists
tool:

* Recent blog subscribers

* Marketing Qualified Leads

* Sales Qualified Leads

* New customers

FLICKR: HEGEMONY77



Segment your contacts database with the Lists tool

Cut through the irrelevant noise on Twitter by listening to your
contacts, leads, and customers who exist in your contacts database.

Select an account:

@johnnyginbound

Select whose tweets you'll monitor: % v B
1 31800 & weeky "t 18N 0" p081.

Your Contacts Database 3
Select a List: 1856 i 0
L=

Customers in Contacts Database (126420 contacts)

Including ANY of these keywords:




Social Media Monitoring Use-Case #2

Create a list of subscribers or other leads of interest, then
monitor that list for mentions of your relevant keywords. When
chatter arises, respond using your industry knowledge!

Backto: Social Monitoring Newsletter list mentioning Travel e
Edit your existing stream @ 1o "
Select whose tweets you's monlior: +¥ 20-minute rickshaw joumey costing £470 | News | Travel Trade
Your Cox Database Gazefte ngaigt. wsthe-2 ree price payin
cash
a List > « Regp o Retweet & o -
Newslett 0 contacts

123 175 27

Lifecycle Stage:
M Opportunity

v | Website:

2
v n ’ feature p.. ia @TravelMt

. pHongKong's #art museum aims o rival #Tate and AMoM
o

llllllllllllll m: . 13

Newsletter list mentioning Trave

. Your ultimate gu « thy f
\




BEST PRACTICES FOR SOCIAL MONITORING

\v| Personalize your responses



Personalize your
responses:

* Are they a first-time visitor?
* Recently converted lead?

* Existing customer?




The buyer’s journey is the active research process a potential
buyer goes through before making a purchase.

THE BUYER’S JOURNEY

AN Awareness Consideration Decision
Stage Stage Stage

Prospect is experiencing and Prospect has now clearly Prospect has now decided
expressing symptoms of a defined and given a name to on their solution strategy,
problem or opportunity. Is their problem or opportunity. method, or approach. Is
doing educational research Is committed to researching compiling a long list of all
to more clearly understand, and understanding all of the available vendors and
frame and give a name to available products in their given
their problem. approaches/methods to solution strategy. Is
solving their defined problem researching to whittle the

or opportunity. long list down to a short list



SOCIAL PUBLISHING
TOOL WALKTHROUGH



