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Agenda

� Social Media Market Dynamics

� Social Media Customer Engagement Benchmark

� Cisco Vision for Customer Care via Social Media
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Do you have a Social Media Strategy ?

Social Media Usage Explodes !
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Is Social Media relevant in Malaysia ?
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Yes!



Social Media traffic ramp-up
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Referral Traffic changes
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Source: Malaysia Social Media Marketing (Facebook Group)



Business Benefits of Social Media
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Source: 2010 Social Media Marketing Industry Report



Corporate 
Spending is 
shifting
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� Instead of pouring millions 
of dollars into a Super 
Bowl commercial, Pepsi 
has started a social-media 
campaign to promote its 
"Pepsi Refresh" initiative.

� Pepsi plans to give away 
$20 million in grant 
money to fund projects in 
six categories

”The plan is to have much more 2-way dialog with our  customers”
- Lauren Hobart, CMO, Pepsi



Pepsi refreshproject.com
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Social Media Customer Engagements 
Benchmark
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Social Media Customer Engagements 
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Social Media Customer Engagements 
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Social Media Customer Engagements 
Benchmark
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Cisco’s Social Media Vision for Customer Care

� Social Media disruption will support a substantial new 
wave of innovation in Customer Care

� Companies can & will need to tap on to the Social 
Media networks to market, sell and service their 
customers.
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customers.

� Cisco Contact Center solutions will be powered with 
native integration to Social Media networks



Customer Collaboration

Customer Care 
Reactionary 

Today

Customer Care 
Proactive & Personalized 

Tomorrow
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Cloud Community



Social 
Media 

Appliance

Customer Collaboration Platform
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Airline lost my luggage!

Media 
Appliance

1. Capture
2. Analyze & Prioritize
3. Communication Workflow
4. Assign & Engage

Customer

Social Media 
Contact Center

Agent



Customer Collaboration Platform
Social Customer Care and Brand Management

Prioritized
Brand Mentions

Brand Manager
dashboard

Customer Care
dashboard

Expert Routing
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Brand
Metrics

Conversation
History

Social Customer
Profile Mashup

Social Media
Communication

Interfaces

Unified
Communications

Performance
Metrics



Concept Video
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Concept Video



Phase I Phase IVPhase II Phase III Phase V

Customer Collaboration Platform Roadmap
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Virtual Contact 
Center

� Network Routing

� Enterprise CTI

� Enterprise 
Reporting

Marketing and

Care Convergence

� Brand Monitoring

� Social CRM Metrics

� Social Customer 
Profiling

Unified Contact 
Center

� Multi-channel and 
Cross-Channel 
Customer Care

� CRM Desktop 
Integration

� Voice Portal

� Knowledge 
worker, informal 
contact center

Proactive Care

� Customer Care via 
Social Media 
Platforms

� Social Media 
Campaign 
Management

� Integrate 
Customer Care 
Workspace

Community Care

� Integration of 
Customer, 
Partner, and 
Corporate 
Communities

� Crowd-sourcing

� Event Monitoring



Summary

� The Social Media wave is upon us

� Its easy to dismiss the traffic on Social Media at noise, 
but smart companies will recognize this as a stream of 
free Consumer data to be mined in near real-time 

� Cisco Social Media tools will allow customers to 
uncover business opportunities  uncover business opportunities  

� Cisco is committed to developing Customer Care 
products that incorporate Social Media in a big way  to 
drive your success

� Join the conversation…



Cisco Collaboration Community and User Group
Find answers to business and product questions

Access user-contributed tools and real world advice

Get direct access to collaboration experts worldwide

Share unfiltered opinions and perspectives

www.cisco.com/go/joinconversation




