Social listening

Nar Digital gaesteservice og
forretningsudvikling gar hand
i hand
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Dagens formal

Forstdelse for de digitale vilkar
Indsigt | Social Listening
Inspiration til digital gaesteservice
Redskaber til at ga fra status quo til vision

INNOVATION LAB



Agenda

12.15 VisitDenmarks erfaringer med listening tools
12.45 De nye vilkar - Forretningsmulighederne i at lytte til gaesterne

13.00 Social Listening
- Handvaerket og platformene. Internationale best case eksempler. DMOens brug af listening tools

13.30 Pause

13.45 Hands-on workshop (grupper af 5 personer. Laves pa forhand af VisitDenmark?)

1) Hvad er jeres udfordringer ift listening tools / digital gaesteservice?
a) Silent brainstorm
b) Gennemgang i grupperne.
c) Udfordringer prioriteres / der udvaelges top 3
2) Hvilken "pain” ligger bag de enkelte udfordringer? (Find frem til de underliggende behov, sa vi ikke leser symptomer)
3) Hvilke painkillers kan | finde til jeres pains? (kan listening tools bruges til at hjselpe destinationen/erhvervet/gsesterne?)

4) Aktionspunkter? Hvad skal der til for at bringe painkillers i spil?
14.45. Opsamling
15.00 Tak for i dag

- | INNOVATION LAB
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Mads Thimmer, CEO/Cofounder
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We help orgon" it
stay rel

/4
Get the picture Build it fast Make it stick
w m Vestas == Microsoft Spari?,?,{}!,ﬁ@ % Vejdirektoratet m ; KOMMONE
MAERSK BANG&OLUFSEN €@ CLE3N IKEA @G9) w SONY



F@RSTE MOBILE TURISTINFORMATIONSPROJEKT

INNOVATION LAB BAG VERDENS FGRSTE

MOBILE GPS-TURIST
INFORMATIONSSYSTEM

| dag er det standard og snart uundveerligt for at orientere sig pa nye
steder. Innovation Lab satte sammen med Visit Aarhus det ferste flag
pa verdenskortet for lokationsbaseret turistinformation.

INNOVATION LAB



Stanford

University

New Venture Development

Certificate Course




Losning

- 2500 123.50 2,500 4,567 2315 7,325
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| NEXT BIG THING IS FOR EVERYONE

The ’Etlegmph HOME NEWS

B Technology

News Reviews Opinion Internetsecurity Socialmedia Apple Google

& . Technology
19-year-old's 'robot lawyer' overturns
160,000 parking tickets

B JOSHUA BROWDER
19-YEAR-OLD STANFORD STUDEN



DEN FIGUR, DER STYRER DET HELE (DEN TIL H@JRE...)




SALGSLOGIK - ORGANISATION

K@BSLOGIK - ORGANISME

Udbud: Hvad/hvordan kan vi seelge?

Teknologi: Hvordan gor vi udbuddet mere
"sexet”?

Produktion af services: Hvad skal vi seelge?

Planbaseret: Hvordan scelger vi mere pad 3
ar?

Envejs/analog: Hvordan kommunikerer vi
til markedet, kunderne?

Struktur: Hvordan opbygger vi
organisationen?

Rigid: Hvilke modeller skal vi styre efter?

Kontrol: Hvordan sikrer vi os, at planerne
bliver udfort?

Funktion: Hvilke positioner har vi behov
for?

Central/Decentral: Hvordan styrer vi
beslutningsprocessen?

Delegere: Hvilke opgaver skal loses, af
hvem og hvordan folger vi op?

Eftersporgsel: Hvad er der behov for?

Psykologi: Hvad driver koberne, brugerne?

Innovation, nye services: Hvad vil folk
kobe?

Mulighedsbaseret: Hvordan udnytter vi
bedst de nye muligheder, ndr de viser sig?

Dialog: Hvordan fdr vi keberne, brugerne,
til at engagere sig?

Kultur: Hvordan fdr vi alle med?

Agil: Hvordan sikrer vi friheden til altid at
kunne gore det mest fordelagtige?

Tillid: Hvordan far vi medarbejdere til at
tage initiativ?

Person: Hvilke personer har vi behov for?

Distribueret: Hvordan sikrer vi at alle
tager del i beslutningsprocessen?

Motivere: Hvordan fdr vi folk til at tage
ansvar og dele resultater?




The lighting pioneers
of the circular economy

% innovationlab

Make
future-proof
products.

extracting
raw materials e

CIRCULAR circular

LIGHTING

‘ I

Return
economy
-» ‘
recycle
Use
light without v Enablers
owning it. manufacturing parts harvestir 8
refurbish
v
service
Design New Business Models
Make: Use: Return:
circular design new business models reverse logistics
= Energy efficlent lighting CAPEX: using and
that lasts longer upgrading light without
+ Modular product design investing In lighting 5 o
to easy maintain, upgrade, Collaboration Reverse Logistics

re-use and recycle
« Responsible use and
re-use of components

philips.com/circularlighting

PHILIPS

incineration
& landfill



CONTACTUS

ERCEPTION Al
JNDERSTANDS ALL
THINGS HUMAN

7,770,195

FACES ANALYZED



MEET ROSE ke

RESIDENT MISCHIEF-MAKER QUESTION YOU NEVER ASKED

TEXTY TEXT
702.930.8188 702.930.8188

Cosmopolitan
“Know my secrets. Text me”

[Rose’s] playful
personality has wooed
hotel guests who
booked direct into
spending 37% more
than guests who do
not engage with her.

— Mamie Peers

Vice President, Digital
Marketing, Cosmopolitan of Las
Vegas
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FRA SALG OVER HJEMMESIDER TIL ... VIA UNIVERSER!

Longest Range. The Safest-Cars Ever,

—

ORDER YOURS NEW INVENTORY USED INVENTORY TEST DRIVE

GET THE NEWSLETTER »



Co conversica How It Works v Industries v Resources v About v Q Search

ARTIFICIAL INTELLIGENCE WILL
HELP FIND YOUR NEXT CUSTOMER

Follow up on 100% of your leads, 100% of the time, automatically

G8 chat with us!



VR EXPERIENCE SAMPLING ER ALLEMANDSEJE

PRODUCTS v CUSTOM / BRANDED CONTACT US WORK MAXBOX VR Free shipping fo all countries Call Now: +(855) 988-2711
THE BRANDED VR CARDBOARD COMPANY ™




Digitaliseringseffekten

e Vi vil det naerel =l \\/LE\ You Buy
Vo ?m\d‘ B OMALL
. i vi o JONESS, |
Vivikdet sma, YOULE NOT HELPING
ACEOBUYAR® |

Vi vil det personlige! B |00 HOME
AR YOu ARE. HELPING
A LITTLE GIRL GET
i adey
LITT
RDEY

. T S
Vi vil fordybelsen! oo HngM@QD POT

oD ON THE TNBLE [l

Vi vil overraskelsen!

i pa B  THONKS FOR |
Vi vil veere noget for andre! e RiSENeleCa |
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Turistens

digitale
rejse

2.Inspiration

1.Trigger

Turistens Digitale Rejse tager afsati
mediebureauet OMDs ECO-system. som
anskuer forbrugerens rejse som stadier,

man skal igennem i forbindelse med
keb af et produkt. OMDs a er udvikiet til

brands, men der kani hej grad drages
ligheder til valg af destination. Modellen
beskriver udelukkende forbrugeres valg
af feriedestination.

5.Experience

INNOVATION LAB



Social Listening

Internationale best case eksempler
Handvaerket og platformene
DMOens brug af listening tools

INNOVATION LAB




Hvad er Social
Listening?



Processen med at monitorere forskellige (sociale) medie kanaler
for "mentions” omkring dit brand, produkt, konkurrenter, temaer,
ideéer eller andet der er relevant for din forretning.

Derpa er det vigtigt at analysere og skabe brugbare indsigter
som kan gore en forskel. Fra at engagere glade kunder til at
skifte fokus for strategien.

| forhold til monitorering handler det ikke kun om at opsamle
data og information omkring hvad der ER sket, men i hgjere grad
om hvad der spille ind i fremtiden.

helenekildebadehote! HEZE BB
2320pslag  6.945folgere 84 fulgte

Helenekilde Badehotel
You will experience traditional values and natural surroundings in the respectfully
renovated hotel.

See you at Helenekilde Badehotel!

www.helenekilde.com

#kulturveerftet

4172 opslag



38%

of bookings happen on the same
day or up until 2 days before the
activi ty. (Phocuswright, 2017)
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Kaffeelskere og oplevelser

Code:Black Espresso

294 likes

#manmakecoffee #masfotokopi
#cupsinframe #malaysiancafes
#coffeesesh

alyssia_yu The white chocolate lemon
cheesecake surprisingly good -

michellectting | super love the caramel
chocolate cake!! @« @alyssia_yu

treycwong Nice picture michelle!

michellectting Hey thanks Tracey!! ==
@treycwong

leochan_kh Hou Leng Hou Jeng ah =
alyssia_yu Is it !! | shd try out on my next
visit !

michellectting Wah oi gam yong meh? Dor
che ah @leochan_kh &

michellectting Yeah! Can text me when
you're planning to come, | live nearby only
“ @alyssia_yu

") Add a comment...

%_. michellectting ["Eoiiow

Udvide tanken om hvad kaffe er!
#hashtags, negleord og en

content kalender. + kaffecommunity
Konkurrentanalyse, visuel identitet

Firdoblet instagram engagement
Fem gange sa mange folgere
800% flere brand mentions

“To say we are pleased is an understatement.
The insights from social listening have allowed
for a more thorough understanding of our
customer - who they are, what they're
passionate about, and where key
conversations are taking place - all of which
have been integral in informing our social
media strategy.”

- Cyndi Chin, Senior Brand Manager of
Nescafe

INNOVATION LAB



TUIs touch og empowerment

'If there are no touch points
with the customer before
the point of purchase, they'll
make their decision based
solely on the price tag. We
need to create as much
dialogue with our audience
as possible, so they know
who we are as a brand, and
make their decision based
on trust and familiarity”
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Hotel

Fra 200
forskellige
sociale medie
profiler

41 marketing
professionals

Til én platform
med en SoMe
manager +

ambassadorer

s
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parkcentrainy
Park Central H...

42 likes 3w

parkcentralny Classic city moments await.
#PCYellow

raffapeixer @jeanpeixer7

edamrmrsonmz @rmznsonmezz askim
hatirladin mii

rmznsonmezz @edamermersonmez duruyo
evde bir yerlerde :)

edamrmrsonmz Tekrar gidince para yukler
kullanirz askim %= @rmznsonmezz

I
\) Add a comment... coo




Magi og personlighed

of showing our 2P|

d you booked your stoY with
you're 3 bit of a fil
t will hopefully send

us. We couldn’t m'alp h‘};:. %
¥ inafew
we've popped o
'g mr::ltsroecllng with happiness jus'

preciation!

Michelle Ewen » LateRooms.com

February 13, 2018

Just arrived at the Rum Doodle in Windermere to
find this amazing package from Mary in the Late
Rooms Magic Making Dept. It contains a £50 Odeon
cinema voucher and gourmet popcorn! Letter says:
"Hi Michelle we're so pleased you booked your stay
with us. We couldn't help but notice you're a bit of a
film fanatic, so we've popped in a few treats that will
hopefully send a film nut reeling with happiness - just
our way of showing our appreciation" I'm
speechless! Thanks so much Mary!!! You've made
our visit extra special.

Like B Comment s Share
Q13 Top Comments ™

[l] LateRooms.com & Our Pleasure. Hope your stay
£ was truly magical. (Rich)

Like - Reply + February 15, 2015 at 1 p
i Nikki Hull Wow how lovely! Have a great time xxx
Like - Reply - €92 - F y 13, 2015 at 11:20pm

m Helen Pritchard So simple but so effective
Like - Reply - 22 + February 13, 2015

m Jacqueline Cotter Wol
Like - Reply - €92 F 3 5 af
m Helen Pritchard Wow

Like - Reply - ¥22 + February 13, 2015 at 7:37pm

View 1 more comment

!! Fabulous!!!! Xxx
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R Dot hele kommer til os
Sl Det er ikke sporadisk
Benchmarking mellem afdelinger
Automatisering af meddelelser




The Great Escape

@ O &L

\ g marelaglavas « Folg 7 B o v e e P —

Musée du Louvre

marelaglavas Self(absorbed)ies with Mona
Lisa ws

marelaglavas #france #paris #louvre
#museedulouvre #museum #monalisa
#davinci #selfie #socialmedia #selfabsorbed
#popculture #ladies #outofmyway
#takemypicture #instagood #forthegram
authenticallyava So funny eh
marelaglavas @authenticallyava a lady was
standing behind me literally huffing and ;
puffing because | was in her selfie way. This is.limm..Oslo. We saw your distress call.on Instagram.
What is this world.
authenticallyava Madness!! Kiwi couple get rescued from vacayfail More from Visit Oslo

. S . @ Autoplay next video

brayy Pure hell 9 months ago | More

J vy G Visit Oslo rius Kiwi couple get
axxselkirkhanna | cannot even deal with Visit Oslo
this.

axxselkirkhanna | want to burn all of their
phones.

O Q A

44 Synes godt om

10. AUGUST 2017

INNOVATION LAB

Tilfej en kommentar ...



https://vimeo.com/232857528

“Consistency on the most common customer journeys is
an important predictor of overall customer experience
and loyalty."

McKinsey Insights

- | INNOVATION LAB



Service Recovery Paradox

Recovery Paradoxon

Customerwith service failure
and successfulrecovery

-
- -
—
—
-—
—
-
—
-

Customers without
service failure

Customer Loyalty

>
Time

Service Recovery




Digital Gaesteservice

Hvad er jeres erfaring med at
LYTTE pa de sociale medier?

Hvor?
Hvem?
Hvor ofte?
Hvordan?
Hvorfor?



Hvad er relevant for jer?

Redigering af alt jeres online markedsfering et sted. | stedet for at skulle logge ind pa diverse platforme individuelt.

Indsigt og anbefalinger til markedsfering. F.eks. udsendelse nar det er mest fordelagtigt ud fra brugerens synspunkt

Opseetning af kanaler for jer som destination men eventuelt ogsa for de enkelte erhverv

Keyword analyse ud fra brugeres adfeerd, finde frem til Mikroinfluencers, oversigt over turisme trends, hashtags, sentimentanalyse o.l.
Shitstorm alarm for jer og jeres medlemmer

PR Score! Eksport af tal fra mentions, antal felgere hos de personer, der har videresendt historie etc (twitter, news, blogs)

At kunne se kundens/brugerens historik. Nem overlevering til rette person internt/eksternt = Kan enten selv svare eller videregive
sporgsmal eller forretningsmulighed til en kollega/samarbejdspartner.

Segmentering af de mange kundegrupper, oprettelse af sakaldte digitale twins, sa | kan ramme flere gaester ud fra en slags profil
Oprettelse af malgrupper, sa | og jeres medlemmer kan laere mere om gaesterne som grupper.
Automatiserede rapporter pa specifikke KPler

Opsaetning af rapporter til forskellige interessenter med forskellige malepunkter.

Ddodno gdooodd

Management af alle anbefalinger/reviews fra ét sted, for alle "medlemmer"?

- | INNOVATION LAB



Hvorfor benytte Social Listening?

Indsigt | kunder og konkurrenter
Produkt- og serviceudvikling
Forbedret markedsfaring
|dentificere influencers
Online kundeservice
Mindske problemer
Finde nye kunder
Rekruttering

INNOVATION LAB



Calend
Content performance

Content Pool

Drafts [19812]

Awaiting approval [ 1ss8]

Scheduled [a1]

Processing
Scheduling errors

Published

Calendar

FILTER

Mon 28 May

ADD CAMPAIGN

Oberbaumbriicke %

15:58

Tue 29 May

ADD CAMPAIGN

music! 3N

draft 2319

musict ¥

23:19

Wed 30 May

ADD CAMPAIGN

ADD POST

music! N

WWW.FALCON.IO

draft

2217

21:35

Thu 31 May

ADD CAMPAIGN

ADD POST

music!

il Carouse

draft 23114

music M

Fri1Jun

ADD CAMPAIGN

ADD POST

copPY

@ DELETE

https://www.falcon.io/products/content
calendar/

16:00

MONTH

28MAY 2018 - 3JUNE2018 < > TODAY
WEEK £ IMPORT & EXPORT
Sun 3 Jun

Sat 2 jun

ADD CAMPAIGN

ADD POST

https://www.falcon.io/products/content
calendar/ kla Food

@ Link

draft 11:00

https://www.falcon.se/products/content
calendar/

@ Link

11:00

https://www.falcon.io/products/content
calendar/

B Kalender til publicering

http:
cale

ADD CAMPAIGN

ADD POST

W Carousel

14:53



BACK GO TO CALENDAR

Status post

Album Post

music! N

H ADDTOAL...
EoiT ®

Channels

§ Vandemay HiF

Labels

®  headphones X

Schedule

< May 2018 >

Mo Tu We Th Fr Sa Su

or Create a new album

31 MAY 2018 23 |3 14 x

SELECT TIMEZONE

Add to Facebook queue @

n Preview

@ Vandemay HiFi

ay

music! M

scheduled

NOTIFICATIONS 0

(:_I D Notes

@mention

il Like

@ Comment

~ Share

Redigering af indhold direkte i platformen




BACK GO TO CALENDAR NOTIFICATIONS 0

Channels -
D Notes

n Preview  scheduled :|
§ Vandemay HiF: h
@ Vandemay HiFi

May 2018 14

music! 3N @mention
i)
Labels ~

©  headphones

Schedule ~

< May 2018 > 31 MAY 2018 23 |3 14 X

Mo Tu We Th Fr Sa Su
SELECT TIMEZONE

Add to Facebook queue 3

m R
30 1 2 3

Time: 20:00
4 5 6 7 8 9 10 Fans online: 42

@® WMeaYour Fans Are Online @

31 May 2018 23:14

il Like # Comment # Share

Promote HELP ~

- B Udsendelse nar det er mest fordelagtigt
m——r—— udfra brugerens synspunkt
e . b

AD CAMPAIGNS (ALL)




Feed overview earch All messages [EF0) Unread [EEJ My assignments [EJ

All messages £33 (VI S Unread [} [V S My assignments [ LY G
@ Vandemay HiFi Careers k & Vandemay HiFi @vandemayhif I Nicole Konover
§ Post @© Post f DMo
Headphones!! jilsdfjlsa ljsa fijsadfl salfdjsaljfisaf] Isajf Iksajf HeyNicole, thanks for reaching out. Please

Ikasjf lasjflas jflas] Ifsa find all relevant information concerning our
7 message & ASSIGNED
@ Vandemay HiFi 1 year ago
f Post
Vandemay headphones on. World off.

http://fal.cn/QgCA

be
S

Vandemay HiFi

£ Post ' Vandemay HiFi 1 \V‘$KN|]EM\AY““l |
Headphones!! ’ £ post EADPHONES

rfger Gef PR ¢

h A

Vandemay Visual
§ Post - Vandemay HiFi
@ f Post

& ASSIGNED TO ME

No more items

Headphones!!

Temperature is -25°C!!! Polestar 1 winter test
Polestar’s chassis team is tuning the Polestar 1
- Kan se de forskellige kanaler




Add feed

Select a preset UNREAD MY ASSIGNMENTS

On network(s) .’ G+ L g
On channel(s) SELECT CHANNELS

Of type(s) SELECT MESSAGE TYPE

Marked as read by ME ANYBODY NOBODY

Assigned to ME MY TEAM OTHERS NOBODY

ADVANCED FILTERS v

CLEAR SELECTION

Opsaetning af kanaler




.Vandemay Competitor Insights

A SUBSCRIBE ' ALERTS

() 24 MAY 2018 - 30 MAY 2018, BY DAY

Showas = WORDCLOUD LIST

#bambamclothes

#audio #bambam

#bluetooth

Currentview  INSIGHTS
Q' Learn more
Overview Trending Sentiment Demographics Influencers
—~y—
Keywords Hashtags
.. produce
amazon Se” app|e
quietcomfort ) .
noise i #music #
cost cancelling #apple
soundsport #audiophile
sale
URLs Authors
URL MENTIONS BENCHMARK AUTHORS
gleam.io 2] 48 e Red_Bottom_Line
mashable.com 38 —

| =

HolyHeadphones

MENTIO

42

got7/style

TWITTER v

Keyword analyse ud fra brugere,
mikroinfluencers, trends, hashtags



. Vandemay Competitor |nsights Currentview  INSIGHTS A SUBSCRIBE « AQRTS

Stay in control of your brand and avoid any

Overview Trending Sentiment Demographics Influencers

Activity by sentiment

600

O Negative O Neutral Positive

Sentiment by source

Sentimentanalyse, Shitstorm alarm
. Eksport af tal fra mentions, antal felgere hos dem der har
videresendt historie etc (twitter, news, blogs) PR Score!



< BACKTO FEEDS Q. Search

My assignments [ O P e
Nicole Konover 10 months ago
§ DMonVandemay HiFi

HeyNicole, thanks for reaching out. Please
find all relevant information concerning our

& ASSIGNED

7 messages

@ Vandemay HiFi 1 year ago

f Post

Vandemay headphones on. World off.
http://fal.cn/QgCA

VANDEMAY

HEADPHONES

4 messages = ASSIGNED TO ME

No more items

1ttps://twitter.com/charkoelkjaer

All messages [EE3

n Post

Unread I}

My assignments [}

Alg

@

.

Assigned to me [}

Write a comment

] RESPONSE TEMPLATES -

Charlotte Kelkjaer
©  webshop = Customer +2

I haven't received my package :'(

@  Hichariotte,

Sorry you are in a bad mood. Have a nice day.

Brandevin :) ¥

] RESPONSE TEMPLATES -3

@ Vandemay HIFI

© influencer | Customer +1

Deleted by Mathies Seegaard VIEW

8 « #§
2 o«
Y FILTER
©
1 year ago
© «
©

S

ASSIGNEDW) ME

ﬂ“’ Charlotte Kelkjaer

® webshop = Customer +2 4

Q FIND PEOPLE TO MERGE

n Charlotte Kelkjaer @ v

n Charlotte Kelkjaer @ v

B chariotte Kalkjeer & -

Charlotte Kelkjaer ¥

About

Email charlotte@falcon.io 7

Zip Code 2200

City Copenhagen 7
SHOW MORE

Notes EJ ADD NOTE

‘ Mathies Seegaard

@Meric Cimen Kan du kigge pa denne
her, tak.

m Charlotte Kelkjaer

she's a troll

Man kan se kundens/brugerens historik. Kan svare eller
videregive det til en kollega/samarbejdspartner.




.Vandemay Competitor Insights

Currentview MENTIONS

Networkis| Instagram x | - 453 mentior

hudobninycadca 48n
@ Post

Sennheiser HD25#sennheiser #sennheiserhd25 #dj
#djs #hudobninycadca #skladomhudobninycadca
#headphones #djheadphones

mytokrionlineshopping 1h
© Post (carousel)

Enjoy all-day wearing comfort, clearer voice
transmission and superior sound quality with
Bluetooth stereo headsets. Order Now

#Mytokrionlineshopping
#WirelessBluetoothStudioHeadphones #Beats
#Bluedio #BOSE #]BL #REMAX #SONY
#StudioHeadphonesPakistan
#BluetoothHeadphonesOnline #QualityHeadphones

dynamic_av_
© Post (carousel)

Special prices on @sennheiser headphones, visit
the experience Centre or call Andy on 0772289838
#Sennheiser #DynamicAV #DynamicAVEvents
#Colombo #SriLanka #lka

mytokrionlineshopping 1h
© Post (carousel)

Enjoy all-day wearing comfort, clearer voice
transmission and superior sound quality with
Bluetooth stereo headsets. Order Now

#Mytokrionlineshopping
#WirelessBluetoothStudioHeadphones #Beats
#Bluedio #BOSE #)BL #REMAX #SONY
#StudioHeadphonesPakistan
#BluetoothHeadphonesOnline #QualityHeadphones

SORT VIEW

Lo A SUBSCRIBE ' ALERTS,
% Export

/ Edit 2018, BYDAY

Create Audience RESET

italianoimariano

© Post

"Listen and you'll see!" No wires, just sonic
sophistication. Bose QC3S5 killer #bowersandwilkins
#bowerswilkinsPX #bowerswilkinsheadphones

#b&w

#noisecancelling #noisecancellingheadphones
#BWDesign #hifi #hiend #pseries #audio
#headphones #premiumheadphones
#premiumaudio #innovativedesign

andang_pilotshop2

© Post (ci
New head!

085211401
,5a950c34

indsigter kan eksporteres i det format man @nsker. Enten
nformatio Til Sig selv eller der kan opsaettes automatiske rapporter til

medlemer og samarbejdspartnere




Microsoft

Hubsppt Dynamics

Import people from any export Salesforce Hubspot Microsoft Dynamics
IMPORT NEW FILE Syncing is disabled Syncing is disabled Disabled

Suggest an integration
What other tools are you using?




Overview People Audiences Merge Import

(o e

nal from MS
3 Apr 2017 13:24 from ENGAGE

Vesko GET Norway 15.01.2018
5 Jan 2018 9:30 from LISTEN

Kirsy test
6 Apr 2018 10:14 from ENGAGE

Last 7 days: 0.00%

=% 86

Last 7 days: 0.00%

- 2K

Last 7 days: 0.00%

Males SF DAF Trucks Project peopl 29/5 Otto Group

3 Nov 2017 12:06 from ENGAGE 17 May 2017 12:33 from LISTEN 29 May 2017 15:22 from LISTEN

Last 7 days: 0.00% Last 7 days: 0.00% Last 7 days: 0.00%

& 23 % 479 <% 64

Music lovers Rituals Vesko 15.12.17
1Jun 2017 19:51 from ENGAGE 6 Dec 2017 15:36 from LISTEN

Global - Talking about Envil co2..

8 Nov 2017 15:02 from LISTEN

Last 7 days: « 0.00% Last 7 days: 0.00%

% 372,9K <% 83K

Last 7 days: 0.00%

Hotels Norway Oslo Ves Facebook: Headph W =

P di, N le (22)
17 Oct 2017 13:08 from LISTEN 19 Jul 2017 16:50 from ENGAGE

P P
21 Jun 2017 17:22 from IMPORT

Last 7 days: 0.00% Last 7 days: « 0.09%

a8 =% 10K



Page Reactions

VANDEMAY HIFI Page Reactions Summary Breakdown

Profile

I«

Total number of reactions:

@ @ Vandemay HiFi 41 <515 2 - 200 18 267 - 2% 3 ~200 7 s

Rosts Total number of unique accounts that have :
saved the media object (ifetime),

REACH
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© vandemay HiFi 1
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Page Views

© vandemay HiFi

4 May 201
el L Soaring into the weekend like? M % 36 1 0 0
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Stories
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Opsatning af rapport. Abonnere pd en
rapport. Kunden kan f@ en rapport en
gang om mdneden

-
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Hvad med reviews?
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My First Tab x  +

O v+ AddStream

+ Add Social Network
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® Reputology

B

REPUTOLOGY

See your online reviews
in one place.

Single Location Business

Muilti-Location Business

Already have an account?

@ Reputology
Yyaao

Filtering enabled (clear)

1A Dubuque

¥ % % %k Margaret Plotz

HI Honolulu Waikiki

# % 4 A % Kaita Masae

BEEEELAYSCORLSETL . &1
IS AL EBLDVE T ERPTLTLS
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MN Bloomington Mall of America

¥ % % # % Lance Kopischke

CA City Walk

# % % & A SaraDeaver

We had lunch two days in a row. Both times
we had Holly as our server. Thank you Holly
for being so awesome. Holly is the best.

® Reputology
Yyauo

Filtering enabled (clear)
CA san Diego

% % % & & Amanda Means

My mother and | went here while visiting
San Diego and | have to say that the filet
medallions | had were top notch. | chose to
have them in the whiskey barrel BBQ sauce
which had an excellent flavor

CA Anaheim

¥ % % %% meghan lemay

| don't really like anything there | am not 3
big meat fan but | am excited to try the
salad

FL Sunny Isles

% % % # 4 Brandon McCall

CA Encino

% % & & & Raziel Pam

® Reputology
Yyauo

Filtering enabled (clear)

TX San Antonio

kK Elke M.

after waiting in line for 45 minutes |
discovered that my name and phone
number were lined thru on the waiting list
showed the 3 hostesses that | didn't receive
a call on my phone. while listening to 2 of
them saying they didn't know who did it.
the 3rd hostess was going to seat 3 ladies
who didn’t even have their names on the
list. not willing to beg 3 teenagers to give 2
seniors a table we left and ate at our hotel
no wait there!!!

CA Anaheim

% % % % % WesD.

Just have to give a shout out to a great
server, John Cuccio! | took my family to
Tony Roma's in Anaheim for dinner
3/17/2016. We came in the back entrance
and there was this noticeable smell, We
couldn't tell if it was another patron on
maybe a feral cat (plenty around) got in and
sprayed. Anyway. as we sat in the back
dining area, my wife and daughter realized
that the smell was bad enouegh that they



CA San Diego
Amanda Means
CA Anaheim Assign to
% % meghan lemay el .
Assign Reviews to team members
FL Sunny Isles ’
E e so that new reviews are addressed
quickly
CA Encino
Raziel Pam
[S Review assigned to Rob Alderman
TX San Antonio \w] Hootsuite"
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Filter By...
Rating

Followup Status
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Streamline your workflow &
customize Review streams by

rating, review site, status &
locations/storefronts

| Hootsuite-

®

REPUTOLOGY







WORKSHOP
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1) Hvad er jeres udfordringer ift listening
tools / digital gaesteservice?

a) Silent brainstorm
b) Gennemgang i grupperne.

c) Udfordringer prioriteres / der udvalges top 3

- | INNOVATION LAB



2) Hvilken "pain” ligger bag de enkelte
udfordringer?

(Find frem til de underliggende behov, sd vi ikke laser symptomer)
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3) Hvilke painkillers kan | finde til jeres pains?

(kan listening tools bruges til at hjalpe destinationen/erhvervet/gasterne?)
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4) Aktionspunkter?

Hvad skal der til for at bringe painkillers i spil?
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Tak for i dag!

Hav en sken dag,
0g hdber vi ses snart igen!

mads@ilab.dk
jarle@ilab.dk
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