What To Do With A Socialized Customer View: 7 Initial Ideas
Between June 26th and December 19th of 2007, GemFairy wrote 444 reviews for Jewelry Television.  This is, on average, over 2.5 reviews per day, 7 days a week, every week, for free.  GemFairy often includes photo and video with her reviews, and other visitors have rated GemFairy’s reviews helpful 368 times.  
GemFairy is the exception.  Much more frequently, review volume is via a long tail of contributors writing about a limited set of products.  Hence, Petco’s Greenies Dental Treats for Dogs Petite.  This one edition of a specific brand of dog treat costs less than $5 for 16 ounces but has garnered over 70 reviews.
We’ve got plenty of quantitative evidence from prestigious clients about how our solutions generate sales online, but why should you care beyond that?  
Problem is, your customers are not limited to your screen.  To truly reap the benefit of customers’ voices, your social commerce data needs to become just as multichannel as your customers’ shopping habits.  When you socialize your universal customer view, you unlock even more value from your social commerce solutions.
1. Facilitate Sharing

People like to share, so make sure you’re not only getting content from those who happen to see the ‘write a review’ link on your product pages.  Many of our clients use post-purchase review solicitation emails to generate review volume: make a purchase online, get an email asking you to write a review.  Other ideas to garner more social content include:

· Solicit customer input regardless of purchase channel: if I buy in-store, email the address associated with my loyalty card asking me to write a review on my purchase.
· Solicit social content in new ways: in-store signage, catalogs, and delivery packaging are all opportunities to ask your customers for their reviews, questions, answers, and stories.
· Accept content via new venues: try an in-store kiosk with a review-generation promotion: leave a video review and get a ‘10% off your next purchase’ coupon via email upon review approval.
2. Demographics 2.0
Marketer’s gold awaits in your customers’ profiles, but you need to prod them properly to access the jackpot.
You can use our Shout This! functionality to help you reach your advocates:

· View someone sharing a product or review from your site to their profile on Facebook or any other social network as an invitation to become more engaged and learn more.  
· Monitor who is sharing what products to their profiles and marry this data to your overall customer view.  Some questions to ask include:
· Is your customer base interlinked or dispersed?  

· Which customers are most ‘connected’ on their social networks?  

· Are your customers actively engaged or more passive in their online networking behaviors?

· What effect do coupons and other offers have on your customer’s likelihood to “chatter” about your brand and products?
· What bands, movies, TV shows, and books do your customers like?  
· Use recurring themes in the answers to these questions to increase your ROI on both online and offline ad spend by targeting the right customers with the most effective messages where they’re most receptive.
3.  Manufacture(r) Power
· Collect full-text reviews and weigh the input based on how valuable the customers providing the reviews are, retailers can have useful conversations with their manufacturers:

· “You received high ratings for design, but your battery life rating was among the lowest for any MP3 manufacturer.  Many of our highest-value customers left reviews mentioning that they’d really like to change the battery in their iPods.”
· “Our customers rated your product an average of 4.8 out of 5 overall, and the only dimension with an average rating below 4 was durability.  If you could improve durability in the next edition, we’d be able to order even more next year.”

· “We’ve had 57 customers say they’d buy more if you could provide a greater selection of colors.”
· “If you send us reviews on your products, our return rates will drop and we’ll both save substantial expenses.”
· Use our new Brandvoice solution to “spread the word in the channel.”
4.  Analytics, Multisession 

· Marry social commerce analyses with offline shopping data in your user profile, and you may answer: 

· How many customers are buying in-store after reading reviews online?  

· Are customers who read reviews more likely to be frequent shoppers?  

· Do review writers return goods at higher or lower rates?  

5.  Recommend More Relevantly 
Use social commerce data as an input to your recommendations system across the enterprise, whether for cross-sells delivered via call center, recommendation windows on your website, or coupons printed on the backs of receipts.  It’s old news to use customer’s purchase history as an input to cross-sells, but it’s a new competitive advantage to utilize your customer’s ratings, reviews, stories, questions, and answers as data contributing to accurate recommendations.
6.  Inform Support
· Use social commerce data to supercharge customer support.  To win my business forever, a laptop manufacturer needs to: 
· Email me a direct link to the Ubuntu driver for my specific Bluetooth card when I ask about streaming Pandora from my laptop to my wireless headphones
· Send my mom a remote desktop invitation and sell her an extended support plan when she asks the same question
Social content isn’t the panacea to predict the future for your customers.  But, if an operator had my answer history onscreen during our call, it’d quickly become evident that I don’t need the ‘mom’ version of tech support.

7. Model Predictively
You may never know what makes me write a review on a Tuesday compared to a Wednesday, but you can analyze my demographic to present me with your prediction of the optimal solicitation for purchase and participation.  Predictive modeling meets social commerce to guide usage of data as well as better inform other predictions.  
What Else?

What would you like to do with your social commerce data that you haven’t?  Let us know, and we’ll do our best to help!  
