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Entersoft Social CRM

An Entersoft consultant or your System Administrator will ensure that Entersoft Social CRM is connected to the chosen Facebook
and Twitter accounts and that the social media activity on these accounts is regularly downloaded (see sections: 15 and 16). You
can then utilize the evolving Social CRM functionality to effectively plan, post, and monitor your activity on the two most popular
social networks: Facebook and Twitter. The following sections introduce the features and functionality of the new module:
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1. é Social media activity analysis

The interactive dashboard “Activity analysis” (Image 1) presents the activity on your accounts on a descending daily basis, ordered
by priority, within a period of time. Your fans and followers post comments and updates, tweet, like or favorite your posts and so
forth. This dashboard allows you to monitor this activity, initiated either by you or by your fans/followers, and supports your efforts
for targeted and prompt responses. The dashboard also provides some concise information about the daily post trend and the post
distribution by type and interaction.

Image 1: Social media activity analysis

" Ativity analysis x\ -
Social medium To account Activity by
| & ~| [an MR - Search 0

Recent activity (40)

Social medium To account Created on From account activity Type Post content Status Priority -
Facebook Entersoft Social CRM 06/08/2013 14;57:00 & Vasilis Papamichail Like & Lnk #Entersoft (hitps//www.facebookco [.] @ Posted * H

Facebook Entersoft Secial CRM 06/08/2013 14:57:00 @ Takis Dimitrakopoulos Like & ink #Entersoft (hitps//www facebooicco [.] @ Posted & H

Facebook Entersoft Social CRM 06/08/2013 14:56:00 @ Spyros Dedes Like 0 Note <div><p><strong>Much more than just [, @ Posted & H

Facebook Entersoft Social CRM 06/06/2013 14:56:00 @ Teta Avratoglou Like &1 unk hitpy//blog.hubspot.com/facebook-la [.] @  Posted L |

Facebook Entersoft Secial CRM 06/08/2013 14:56:00 @ Goumas Kanstantinos Like 3 proto Read more on the CRM Review site => [.] @ Posted & 1

Facebook Entersoft Social CRM 06/08/2013 14:56:00 @ Vias Viasiou Like [@ pnoto Read more on the CRM Reviewsite => [.] @ Posted L |

Facebook Entersoft Social CRM 06/06/2013 14:57:00 @ Kyriakos Filiages Like @ proto An Facebook Contest by Entersoft So [.] @ Posted L |

Facebook Entersoft Social CRM 06/08/2013 14:57:00 & Haroula Danopeulou Like B viceo Entersoft Social CRM shared a fink. [.] @ Fosted L |

Facebook Entersoft Secial CRM 06/08/2013 14:57:00 & Movwpoicr KotZapevisn  Like B viceo Entersoft Social CRM shared a link. [..] B Posted L |

Facebook Entersoft Social CRM 06/08/2013 1457:00 @ Takis Dimitrakopoulos Lk @ proto Facebook Mobile Games Publishing (h[.] @ Posted L |

Facebook Entersoft Social CRM 06/08/2013 14:56:00 & Anca Marciuc Like 0 Note <div<p><strong=huch more than just [, @ Posted #

Facebook Entersoft Secial CRM 06/08/2013 14:56:00 @ Takis Dimitrakopoulos  Like £ note <div> <p> <strong>Much more than just [, @ Posted ¥

Facebook Entersoft Social CRM 06/08/2013 14:56:00 @ Goumas Konstantinos Like T Note <div> <p><strong>huch more than just .. @ Posted #® 1
Facebook Entersoft Social CRM 06/06/2013 14:56:00 © Vasilis Papamichal Like 0 note <div»<p><strong>huch more than just [, @ Posted ®

Facebook Entersoft Social CRM 06/08/2013 14:56:00 & Charalampos Aviatogiou  Like 0] Note <div><p><strong=huch more than just [, @ Posted L4

Facebook Entersoft Secial CRM 05/08/2013 13:47:49 @ Entersoft Social CRM Posted € vink Facebock's ‘On This Day to Let You [..] B Posted Il -

(Link)

Facebook's 'On This Day’ to Let You Relive What You and Your Friends Were Doing a
Year Ago Today (httpy//abcnews.go.com/Technology/facebooks-day-relive-friends-
year-ago-today/story7id=19820230 [

Count per post type | Count per activity

All activities

TES

[P [ B
Note | L
Ve

8 The average lifespan of a post

If a fan or a follower interacts with a post older than the defined (Image 2) average lifespan, the tooltip will
include this info. This purely informative tip aims to help you evaluate and, maybe, reassess your posting
strategies.

Image 2: Company parameters: Average post lifespan

4 CATEGORY: Social CRM - Social networking
1 P | Activity analysis - Average post lifespan Vertical 30

The post priority is configurable by a set of three Company parameters that define the weighting factor for comments or replies,
likes or favorites, shares or Retweets (Image 3). Besides the number of likes/favorites, shares/Retweets, comments/replies that
each post has accumulated, the assessment of the specific fan/follower also contributes to the priority calculation.
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& The formula for the priority calculation

((Number of Comments or Replies x Weighting Coefficient for Comments or Replies) + (Number of Likes or
Favorites x Weighting Coefficient for Likes or Favorites) + (Number of Shares or Retweets x Weighting Coefficient
for Shares or Retweets) + absolute value of Reputation Points) divided by 10.

Image 3: Company parameters: Weighting coefficients

4 CATEGORY: Social CRM - Social netwaorking

248 Post priorty - Weighting coefficient for Comments or Replies Vertical 2
249 Post priorty - Weighting coefficient for Likes or Favorites Vertical 1
250 Post priorty - Weighting coefficient for Shares ot Retweets Vertical 1

The dashboard allows you to directly access the account that performed an activity (e.g. liked a post) and the post per se,
additionally to viewing its textual content through the corresponding tooltip.

The date filter allows you to focus on a specific date or period of time, while the three available selectors (Social medium, To
Account, Activity by) can help you further narrow down the results. Note that the two pie charts at the bottom of the dashboard
also act as dynamic selectors. This means that by clicking on a specific post type (bottom left pie chart) or/and interaction type

(bottom right chart) you can focus on the activity you are most interested in, at some point.

Finally, visit to the daily trend graph to review the activity trends on your social accounts; here you may optionally focus on
particular interaction types e.g. to review the participation to a facebook contest in a period of time.

Image 4: Social media activity analysis | activity trends

Daily activity Interaction with post fyse [Tweet - € activity analysis
All
Album
Comment

& Contest
Event

B Link

4 Message
Milestone

ES Note
Photo

z Tweet

A Update status

- Wideo

25/01/2013 05/02/2013 20/02/2013 12/03/2013 10/04/2013 23/05/2013
02/02/2013 18/02/2013 2B/02/2013 13/03/2013 11/04/2013
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2. é Activity & Interactions

The interactive dashboard “Activity and Interactions” includes (Image 5) a list quite similar to the list presented in the previous

section. Here, the dashboard user is expected to initially define the filters and then perform a series of actions on the returned

records. These actions are:

e Create a new post: This drop down selector allows the Entersoft Social CRM user to quickly create a new post based on

the fans activity; e.g. in order to answer to a repeated question by fans and so forth.

¢ Response: depending on the recorded activity, the Dashboard will suggest the supported response type i.e. posting a

new comment or a new reply.

Adtiity and Interactions X |
Parameters

Date |Anything

Activity by |..others

Activity (19)
To account Created on

Entersoft Social CRM 17/07/2013 17:35:31

Entersoft Social CRM 14/06/2013 1324:57 ©

rsoft Social CRM 13/06/2013 14:01:55

rsoft Social CRM 14/06/2013 13:2548  ©

e

rsoft Social CRM 29/05/2013 1826116 ©

Entersoft Social CRM 18/04/2013 131338 ©

Entersoft Social CRM 15/04/2013 21:41:20 @

Entersoft Social CRM 11/04/2013 00:07:24.

rsoft Social CRM 10/04/2013 20:35:30
Entersoft Social CRM 03/04/2013 11:58:00

Entersoft Social CRM 27/03/2013 17:01:49

e

rsoft Social CRM 11/04/2013 00:4533  ©

@
e

e

Entersoft Social CRM 16/03/2013 1310800 ©

Entersoft Social CRM 07/03/2013 20:14:17

rsoft Social CRM 12/02/2013 151541

Entersoft Social CRM 10/02/2013 11:04:41

@

rsoft Social CRM 13/02/2013 12:0327 ©

e

Image 5: Activity and Interactions

Sodial medium |Facebook

~|  Account group

Action | Comment, Replied, Posted| -

From account

Teta Avratoglou

Teta Avratoglou
Teta Awratoglou

Mata Betsi

Alexander Karamitsas
Teta Avratoglou
SocialExtract

Sofia Athanasiou
Takis Dimitrakopoulos
Mata Betsi

Msta Betsi

Mata Betsi

Takis Dimitrakopoulos
Mata Betsi

Teta Awratoglou

Mata Betsi

©  Poiyxeni Zacharouli

Entersoft Social CRM 07/02/2013 17:38:17 ©

Entersoft Social CRM 14/12/2012 10:37:23

Stavros Menegos

© Rolyxeni Zacharoul

Business activity

Fosted

Posted
Fosted
Comment
Comment
Posted
Fosted
Comment
Comment
Comment
Comment
Comment
Posted
Posted
Fosted
Comment
Comment
Posted

Comment

Type
H video

&1 Link
] Link
& Link
= Link
B videe
] Link
= Videe
= vides
& videe
& Link
& Photo
& Link
&1 Link
Photo
= Link a

E 8 § 5§ 8§ § 8§ 8§ 8 6 8 88

& update status @
B upsatestars @

) Updatestatus @

To account | Entersoft Social CRM

Post content
http:fyouty.be/shwiXsxyzy

and o [..]
nttos://www.facebook.com/events/483 [..]

httos://www facebook com/notes/ente [..]
o figepeg Alexander Karamitsas?

hmmm?

Social Media Conference 2013 heid & [..]
Thanks for the good info. We've Lik [.]
GuyxmpnTpIG! ket KT Soukewd [.]
EV0l VGO LTIDABO KoL TOME TUvXaDN [
FY1 Takis Dimitrakopeulos, Polyken [..]
loaking forward to watching Polyxen [.]
Content, Conversations, Community a [..]
Experienced any changes in Viral Re [.]
Zuckerberg talks about why the News [..]
htps/fwww.entersoft.gr/Handlers/Bl [.]
Taics Dimitrakopoulos ;-)

Eov ket T0 SIK6 lorckil]

Eiliou XOIPOUKEVOL TIOU 1BEEC 0OV Ket [.]

Entersoft Social CRM achieves all o [.]

<New Post>

Response Tags

New comment Social Media | Enters

New comment
New comment Social hedia | Enters
New reply
New reply
New comment Social Media | Enters
New comment Social Media
New reply
New reply
New reply
New reply
New reply
New comment Social Media
New comment Social Media
New comment Entersoft | Social Me:
New reply

New reply

New comment

New reply

Entersoft | Social Mes

VVVVVVVVVVVVVVYVVV VYV

 Accept

- - 3
ng III-III i"n I-lI§

Related internal communication

Glen Deas

Special notes on a comment / post for internal communication purposes

e Tags: This column contains the content tags (see section 11) of each post; next to it, the button

allows you to

manually assign special content tags to the corresponding post. Note that not all content tags can be manually assigned

through this particular action. The action automatically filters-out any tags that are not characterized as “to be reported”;

i.e. the selectable content tags are those under the characteristic defined at the Company Parameter presented in Image

6. Posts tagged as such appear in the report: “Discussions to be reported” (Section 13). The purpose of assigning here

these special content tags is to classify some posts as of a particular importance and, subsequently, to be able to view

them, listed in a concise format as discussions (Section 13; Image 79), that can be exported and distributed for high-

level, focused monitoring.

Image 6: Company parameters:

4 CATEGORY: Social CRM - Social networking
1 Word group characteristic for tagging posts as to be reported

Vertical

ToBeReported
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e Related internal communication: Some posts necessitate the escalation of the issues they might ensue. In such
cases, the person that monitors the daily posts can record information about who they informed about it and what was
discussed and eventually decided. By clicking on the ‘=% button, the system displays a dialogue for editing the related

information (Image 7). Note that this info is also included in the report: “Discussions to be reported” (Section 13).

Image 7: Editing related internal communication about a post

x H Update ~

»

Related internal communication

Contact

o —

Communication content

The fan [Mary Pappa] had repeatedly asked for additional information about the tablet contest [June 2013].
Mrs Ross was informed and it was decided to directly contact the fan and send her the brochure. The fan replied positevely.

m

Content tags

View online -

1 | i 3
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3. {% Social media accounts

The social media users, which have interacted with your Facebook or Twitter account, are downloaded automatically as Social
Media Accounts, along with any posts. By clicking on a specific account on the activity analysis dashboard, the Social Media

Account UI form can be accessed (Image 11). There, you may:
e Access the user’s online profile.

e View information collected from special through media applications and the additional permissions granted by a user when

participating e.g. in a facebook contest (see section: 8).

Image 8: Additional info from social media

Account - additional info
E-mail address
Gender female
Birthday | ¢/ /
Age group
Language en_GB
Country

e Associate the Social Media Account with a Person and, at the same time, review some basic info. Currently, when using
shift+F3/F3 on the field: Person name, the system attempts to match the username of the social media account to a series of
info (Name, email address, email or main address etc.) on existing Persons in order to make a valid proposal. Additional
criteria are also available on the investigation list in order to help match Persons and Social Media Accounts effectively. To
allow the automatic identification to be exclusively applied, you are advised to preserve the default values of the criteria on the
investigation dialogue. If one or more criteria are altered then the system will return a list of the Persons that match your

criteria and, at the same time, it will also attempt to include the automatic identification proposal.

Image 9: Social media account — Investigation dialogue (F3 or Shift+F3) on the field: Person name

| — | | L
Ll‘ll/ama (contains..)  Attention! To allow the autematic identification to be exclusively applied, preserve the default values of the displayed filters ]

a=l Person identification

Person identification

Mame
Web site (main address)*

e-mnail [main address]

Webzite®

e-mail*

Mabile 1%

R W7 Accept

Person type |Al - Gender -

Profession/Ackivity Inactive Mo -

Code MName Name in foreign lang. e-mail

N
4 Person twpe: Individual

4 Gender Female
1 0000129

Betsi Mata

xbetsi@gmail. com

Emtry: 14 4 from 1k M1 A] i »

Accept Cancel

Monitor the account’s recent activity; note that the previously described dashboard (see section: 1) is also available in the

Social Media Account context) along with the Activity administration list (see section: 4).

You may also view a dashboard of the recorded interactions. A list is also available through the “show list” action. This

dashboards presents the following info:
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o Percentages by Interaction type. The memo of this pie chart is interactive and it can be used to focus on specific
activities (posts, events and so forth).

o Interaction % per Company Account
o Interaction % per Activity Type

Image 10: Social media account interactions

Interactions

Companyaccount (a1 < @ Show list

interactions by account o

~

W 2505 | 125 "D Entersort

Interaction percentages o

W ssoox | 162 vie

| RN

100% | 2 Maybe wil atterd the event
B s
W osox |

3 Will sttend the event

2 Fartiipating

1 Rejected the invitation 3450% | 69 Entersoft Socal CRM

B o

€ Just testing

Like: 192

Share: 96.00 % - interactions by activity type =]

lick on an inceraction type to focus on specific posts. listed
Date Interaction| | Post

Like by (total) Commented by (total) | Shared by (total)

w|r

~ Entersoft Social CRM

02/04/2013 110401 Like
02/04/2013 110401 Like
02/04/2013 110402 Like

[5) Evnuépwen kandoraong
[B) Evnupoon kavdoracne

[5) Evnuépuon kavdetacne

02/04/2013 110405 Like #1 siveeouoc
#1 sovBonoc
€1 rivseouoc
#1) sovszonoc

F1) sivssonoc

02/04/2013 110406 Like

02/04/2013 110407 Like

02/04/2013 1104207 Like

Wl 5002 | 70 cuwtovonsin =
3000% | 60 Iinbeopoq

W s 1 19 pene

R T ap—

02/04/2013 110408 Like

W e o e n = oo b oW

02/04/2013 1104417 Like [@ ewrovpasin

02/0472013 110419 Like ) curoppasia 2

02/04/2013 110420 Like [@ ¢wrovpasia

02/04/2013 110420 Like | RETAEEERTS
W o= 6 s
B oo ¢ oo
W 5o 1 3 opsono

o I 2% 1 2 muuen

(@ euwroveavia
02/04/2013 110422 Like [[#) ouroppesia

02/04/2013 110423 Like [@ ¢wrovpasia

02/04/2013 110445 Like Q) mene

[ opéonuo

© e e 8 8 e 0660 o oo oo

02/04/2013 1104554 Like

e The particular form also incorporates functionality for contacting the user by standard email Facebook email®. Note that the
CRM communication toolbar is available in this context too.

) . . .
@4 Creating social media accounts manually

Until 2014 a Social Media Account could be also created manually through typing the user name and clicking
on the "Get user profile info from Social Network”. This is no longer supported.

a Updating the profile of social media accounts

Entersoft Social CRM allows you to regularly select accounts and execute the “get profile data” process, which
is available on the Account’s Ul Form and on the corresponding administration list.

8 Updating the profile of social media accounts in the background

When inifializing a new implementation, you may wish to perform a bulk update of user’s profile in the
background. For this purpose, you may create a Scheduled Task using the view “ESTMSMAccountGetProfile-
Social media accounts to be updated” and its Job Related automation. However, note that you should not
schedule this task but merely “execute it now”, especially if the number of user accounts is significant. You
advised to save this task and execute it manually if needed. The view also provides a criterion that attempts to
‘guess’ if the update has been executed before and, by default, updates any accounts that, most probably,
have not been updated in the past.

1 Messages sent to facebook.com email addresses are forwarded to primary email addresses, so you can continue this conversation by email.
https://www.facebook.com/help/224049364288051
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The application will download the Account’s info from the corresponding Social Network. This includes information related to the
user’s public profile. This basic information, which can vary depending on the Social network, includes:

name

user id

username?

gender

language (locale, the ISO Language Code and ISO Country Code)
profile picture URL

The following information can be updated by associated facebook apps (e.g. a facebook contest, see section: 8 ) depending on the
permissions such an app has requested and been granted by each user.

e The “public profile” permission also includes:
o age range (possible age ranges are 13-17, 18-20, and 21+; max is not set if the age is 21+)

o country

e The birthday permission
o birthday

e  The email permission
o email

Image 11: Social network accounts (form)

Social media account X
I Update ~ (3 New * i) Delete Related company account | ) Getprofiledata | @ Assessment | [13] Add to Fan List
le Id

Eccount - addifional irdo
Social medium  Facebook

#® Credible

Accourt type User - n

Code 695366325

Usemame 5 betsi ) . ([Addtormit

| selectlist Personnel

»

Points

Description

v

= W v 20" Add 3 points  Postive evaluation]
2 10 Add 10paints (Postive evaluation)

5 Add 5 poits (Posiive evaluation)

4 5 Remove 5 points (Negative

10 Remove 10poirts (Negative evaluation)
20 Remove 20 poits(Negative evalustion)
Onfine profile Enmy M 4 diom 5 F M ¥

Attention

The Facebook Platform Policies require that apps and welbsites explicitly ask for user permission to access their
and their friends' info. When a user grants that permission, apps can store the info they receive, but they are not
allowed to fransfer user info without the user’'s consent or use this info for advertisements. In such cases, a user
may contact you and request the info that he or she has previously shared with the app to be permanently
deleted. http://www.facebook.com/help/126030670809392/

Attention

In some cases, Facebook does not return the user name of an account; this means that the particular account
is unverified or no user name has been defined yet; this is not uncommon as regards Facebook’s user accounts.

2 Since 2015 Facebook stopped providing this info. Nevertheless the field is still available on the UI for backwards compatibility purposes. Please
note that this field will be removed in the future.
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e When Facebook Pages are not owned / administered by us we may choose to download their public insights (action on
Social Media Accounts). This action is only available to administrators and the system warns us that it can be somewhat time

consuming, depending on Number of days for downloading past insights (see p. 66) defined in the corresponding
Company Parameter. The downloaded insights can be reviewed through the dashboard: Watch other pages (see

corresponding section, p. 63).

Image 12: Download public insights

Id
Social medium | Facebook -
Account type  Page - n
Code | 261476803 EId = || @
Username | Shisdisse e |Dcm'nload public insights |

Mame ObovTioTpeio - i peligel, s Gsl

2 Neutral

®

)

e Moreover, you may assess the specific account (positively or negatively, by clicking on the © Assessment button) e.g.

depending on his or her activity. You may also select more than one accounts and mass-assess them, since the action is

available on the SM Account list too.

As aforementioned, the user’s assessment contributes to the priority score of a post. The assessment log is also available on

the SM Account UI form.

8 Assessment & Reputation Points

The new task category with Code ‘“ReputationPoints” contains the points that can be added (positive

assessment) or removed (negative assessment) to a user's reputation.

Based on the system scale “ReputationScoreAnalysis”, the system assigns a characterization to the user (raging

from Exceptional to Unreliable) depending on the accumulated score.

e Finally, you can access the related Social Media Company Account, if any, by clicking on the

button (see section: 15).

Related company account

The complete list of the social network accounts is available at: Social Networking / User accounts / Account administration list

(Image 13). This list also includes some concise information about the user interactions, the number of Fan Lists he or she

belongs to, and the associated Persons, if any.

Image 13: Social network accounts (list)
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Layouts = ' Actions + - Send

¥t FEAE M S B W Auomstions + % Liss -
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Fanlist - Ewaluation
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8 & ooooze

& 00001es.
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bgeniersch gr

o8

P
X
&l
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Social Media Accounts as ‘Interactors’

In order to access the information about Interactors® grouped by the Company Accounts that they have interacted with, the
Interactors list is provided. The report presents the fans/followers in descending order based on the number of some of their

interactions.

Image 14: Interactors per Company SM account

Interactors per Company Account X |

Interactors per Company Account - ¥ EEE B B - % Lss - Layouts -~ & Actions ~ <y Send.. & Reports

Social medium |Al | Company account Puiiple values - Account code B Top M records 50

7 Accept
Fan list -
o p most |4

E Name wikes |tk | mon o frshares frstshare | oo conmant | st commans T | Fotherpons |frmpem | DO e PR )
(=) Entersoft Social CRM (Facebook)  (4)
@  Mata Betsi 69 02042013 1171172013 8 200212013 077022014 2 07032013 11022014
@  Takis Dimitrakop. 50 o 1 2 0
@ ¥ Entersoft Social .. 37 02042013 041172013 20 onowzns 159
©  SocialExtract 1 15042013 15042013 =

=) sbetv (Twiter)  (42)

O« sbctv 1 30042014 30042014 208 24102013 16047201

©  MARION KONTO 40 o120

©  Dimitris Kantzelis 24 18020

©  FXCM Hellas 12 22102013 010412014 U

Specifically, the report presents info about a fan’s:

e Likes: the number of likes and the dates when the first and the last like occurred on.

e Shares: the number of retweets and the dates when the first and the last like occurred on.

¢ Comments: the number of comments and the dates of the first and the last comment.

e Other posts: the number of original posts/tweets and the dates of the first and the most recent post.

e Participations: the number of times that a user has participated in a facebook contest (see section: 8) and the dates of the

first and the most recent participation.

Note that the Company Accounts are also included in this list; these can be filtered out using the standard Entersoft framework

functionality that is available on all lists.

Bulk identification of Social Media Accounts

In order to associate many social media accounts to persons at once, the application provides a list that attempts to match the
username of the social media account to a series of info (Name, email address, email or main address etc.) on existing Persons in
order to make a valid proposal, similarly to the Shift+F3/F3 functionality described above. Several criteria are available in order to
help match Persons and Social Media Accounts effectively. The user needs then to select and, thus, confirm the rows as identified
pairs and, then, execute the “Associate selected” action, as shown in Image 15. The bulk identification is available under the

menu: Social Networking / Persons.

3 Le. the users that have performed some kind of action/activity on our accounts
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Image 15: Bulk identification of social media accounts with existing Persons

o Fersons X ,-[m persons that have sieady been associsted 1o 8 socisl media account =
: ¥ AEERE A E [ s

— Asiociate selecttd | aiesy associatea persons [N, Yau

Name on the aceount Usemame - Hame Email Gender Facebock  Twiter

4 Facebook  (5)

Helen Fantormiou helen pantormion

Venia Zoura wenia
Veni Tsioura wenlsioura

Actonia Zervaki azervaki

aTwster  (4)

Mata Betsi sbetsi @ Betsi Mata S Detsi@gmail com Female

T b | Alexander Karamitsas. Iaramitsas_alex & Karamitsas Alexander akafentersaft gr Male

Stavros Menegos ameneg & Meneqos Stavros amegentersof s vale

ARRE - Y

Zacharoul Poyreni ZacharouiPolyx & Zacharoui Polyzeni pozaharofgomailcom Femaie

Persons and Social media accounts
When associated to a Person, the related reporting and info becomes available at the Person’s form too, in the newly added
expander: “Social media account Profile”. Specifically, the expander includes a list of the associated social media accounts, the

activity of these accounts, and the recorded interactions.

A specialized Person list is also available in this context (Image 16); this list also includes information about whether the person is
associated to at least one Twitter or Facebook account and a corresponding filter. The “Social Network Account Profile” is available

on the related Customers too.

Image 16: Social networking / List of Persons

Person management X |
Person management Is it associated with a Social Network Account? ] Layouts  ~ g Actiens ¥ .y Send.. . Reporis
e Facebook only, Tuitter only, Facebook and Twitter me— wmal 3
7 Accept
Social networking |Facsbook only, Twitter only. F =
Custo... Name Telephone Mobile e-mail Facebook Twitter Address City Country
&z & £ (4
& athanasiou Sofia soa@entersofi.ar £
7 & BetsiMata D03063476965500 s betsigigmail. com £ [ Trebesinas Beograd-Stari Grad ~ SRBIJA
& Boukouvales Thanassis thoiflentersoft gr £
& Dedes Spyros sde@entersoftar £
& Dimitrakopouios Haris £
& Dimirakepoutos Talds di@entersofiar £
& Dobrica Bogdan bro@entersoft ro £
& Fiiagos Kyniakos IfiEentersoft gr £
& Fiippou Jehn afientersoftar £
& Goumas Konstantinas £
& Karamirousis Salds Kkar@enterseft.qr £

Further to this list, a CSV formatted list is also available (Social Networking / Persons / CSV export). This list allows you to export
the emails of your Business Associates (registered as Persons in EBS), in a Facebook compatible CSV format, and import them to

Facebook in order to invite them to like your Facebook fan page and build your audience. Use the - Zend.. button to export the

emails.

Fan lists

You may also associate the account to one or more Fan Lists. The system supports the creation of Fan lists in order to help you
classify your fans and followers and, moreover, filter any activity based on such lists. The concept is quite similar to the friend lists
introduced by facebook (Image 17). Click on the “"Add to Fan List” button and select the list you wish to add the account to. The
functionality is also available at the social media accounts list.
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When clicking on the “number of lists in” column, the name and the description of the lists are presented in a pop-up.

Image 17: Facebook - lists of friends

Friends

# Bk Close friends

« [ Acquaintances

¢ B Family

+ Create List || see all friends

Image 18: Social Media Account and Fans Lists (pop-up)

Name on the account

# Facebook  (58)
© RO Entersoft
© Mata Bats!
® Spyros Dedes
® Halen Pantormiou
® Jonn Filppou
Polyxeni Zacharoul
® Taxis Dimitrakopoulos
© Kiaus Aofs
Vasiks Papamichail
) Stavios Menegos
Navwpaia Korapavisn
Goumas Konstantinos

Konstantinos Kotzamanidis.

‘Socisl Network Account info

Usermame.

RDEntersoft
sbatst

spyros dedes 5

helen pantormiou
babakos

polyxeni zacharout
takis gimirakopoulos.
Kiaus allots. 7

vasiks papamichail 94

Emy W Jiem 1

CRE] m—

The system comes with four default fan lists, namely: Associates, Competitors, Press, and Personnel, as presented in Image 19.

Image 19: The four default fan lists

Enty: 4 4 [ qlfom 4 » M

A Faniists x| -

Fan lists ~ T L W Automations - B

Code* | E o

Description® 7 feoept | L)

) |

Mumber of accounts on 1 pe

*x
- Number of accounts on .

Code Description e Inactive B
Fersonnel Fersonnel 36 =
Compeatitors Compeatitors 5 =
Associstes Associstes il =
Fress Fress il =

You may also review the lists an account belongs to, through the corresponding expander on the account form. Most monitoring

lists and dashboards in the system can filter posts and post analysis data based on fan lists.

8 Some additional info about fan lists

Fan lists are standard Entersoft Static Lists, applied on the ESTMSMAccount enfity. All lists applied on the
particular entity are available in the Customization panel, under the Social Networking node, as presented in
Image 20. An action (automation) is also available for creating a new fan list by merely defining a code and a

descripfion for the new list; by default a new static list on the ESTMSMAccount entity is then created.

P

Image 20: Fan lists

3 Q - W Automations - [] Actions ~ i - @) -

General
Orgarization parameters
Persons

Trade accounts

Salespersons

Inventory items

Services

Transaction parameters
Invoicing policy

Liauidity

Budgets

Dosuments, Series, Transitions
CRM Corfiguration

Mobila d

i Fan lists

~|¥ F AR M@ 8 & ;W Automations ~

Coder bescipton
Number of accounts o st
Cote Descrption e ramr o
Frends Fronds
kst kst
e —
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4. é Social media activity administration

The main administration list (Social networking / Activity administration; Image 21) incorporates information related to the date of

the activity, the number of likes/favorites, shares/Retweets, replies/comments per post, the priority score, the assessment of the

user and so forth. Similarly to the “Recent Activity” dashboard, the list presents activity from any of the supported social media (i.e.

both Twitter and Facebook) and from all of the connected social media accounts and you may choose to focus on the activity by

others or even focus on the activity by a specific fan list.

Image 21: Social media activity | administration list

Sodial media activity X |

H Entersoft A.E. oupiztéxet oo Social Media Conference 2013 nou Biopyaviive 1o Marketing Week i Ba npayuaronoinBel v Toin 09 Anpiiou 2013 kot ipa
H Entersoft oupzTéxet oo ouvédpto we Meydhog Xopryéc e ophia tng kac MoAuBévne Zaxapodin, oTélexoc tou Tuiatog Avintuéng tne Entersoft i Béua:

(&) March
(5 February
(5] January

&) Last year

Social media activity ¥ B B &F B W Automations - ¢ Lists = Layouts - & Actions = -y Send .. ‘s Reports
Adtvity date Social medium Company account Erersoft Social CRM (Faczbo
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Fanlists ~ acity[ -] from Account (Code)
From user: Entersoft Social CRM Liked by: 15 pecple Posted on: 2013-04-08 18:43:43 e 1
Pasadaativt
L] tonal Comments: 0 Registered since: 2013-04-10 13:35:23. "
N ‘Shared: Otimes Photo @ Posted
priorty: 25 to clbum: Miestones and Events| ?‘
see you tomaron - fips m/photo php Hbid=60 571885216 1026 LD
From user: Entersoft Social CRM Liced by 1 people: Posted on: 2013-04-05 13.05:32 P
e tonat Commerts: 0 Registered since: 2013:04-05 13:05:31 o 5
Shared: Otimes B Video @ Posted b g“ »
>
acsbook unveied a new "Home"A new way to hook people on s mobie-phone saftware fitp:/Aroutu be/Lsp_DSmSRWE [..)
From Liked by: 1people Posted on: 2013-04-05 13:03:41 ¢
[ren—
L] Comments: 0 Registered since: 2013-04-05 13:03:39
‘Shared: Otimes 1] Link @ Posted
. prorty: 11
e
Facebook unveled a new "Home" on Android at a press eventat ts Menlo Park, Calf., headauarters yesterday (04/04/2013) -  famiy of apps meart audiences ah o
(hitp:#/news.cnet.com/8301 7577866-93; ty PPS ¥ (28]
From frsoft Social CAM Liced by: 6people Posted on: 2013-0403 11.37:36 P
) Commerts: 0 Registered since: 2013:04-03 11:54.00 S
Shared: 1times 41 Link @ Posted

\o
1o Deree, the Ameican College of Gresce.
oes Social. Social CRM» To ouvebpio Biopyaviiy.

BEXom

This report provides functionality for the effective daily monitoring of the currently supported post types and, more importantly,

efficient interaction with your fans and followers. Here, you can create any of the post types presented in Image 22. Facebook

direct messages are also downloaded and listed here; however, sending direct messages as a page to your fans is not currently

supported.

Image 22: Types of posts currently supported

Facebook - link post
Facebock - milestone
Facebook - notes
Facebook - photo post
Facebock - status update
Facebook - video

Twitter - direct message

DEEOUE OE S K

Twitter - tweet

é New post

Facebook - direct message

Notfe that, in order to create a post of any of the supported post types, you can alternatively use the shortcut
menu “New"”, which is available under the Social Networking node.
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e Each post type has a tailored form (e.g. Image 23, Image 24) and provides functionality for:

o  Online view

o Viewing any related comments and replies in context

o Viewing any interactions (otherwise called ‘effects’) per post, and so forth.

8 Currently supported types of posts

The currently supported post types (task types) are listed in Tools and Configuration / Customization / Social
Networking / Task Types (see also: Baseline social CRM configuration, on page 67)

Image 23: A tweet from a follower to our account

Twitter -tweet x| Social network activiy |

¥

8

) Update - [@ New - i) Delete Forward ~| Interactions ~| @ Deletepost | & Tweet | 4 Reply.. #* Favorite 13 Retweet

General data

Tweet

Replies
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Wiew tweet online
Activity associations

Complaint registration
Create service case

Tweet
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Posted
Registered on: 21/01/2013 04:01
Pasted an: 21/01/2013 04:01

Proity: 5

Replies

Interactions

View tweet online

Activity associations

@RDEnterscft | spotted a duplicated tooltip on some fields; Is there a way to by pass this?

51 /140

Image 24: A photo post and the comments in context

Facebook - photo post X |

#

Message
Content tags
Comments
Interactions

View past erline
View photo online
Activity associations

Photo
Title
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0000344 - SocialCRM ( png)

Album
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Message
Content tags

Comments

3 & Update < [ New - k) Delete | Forward + Interactions | @ Deletepost | Post ) Comment..

General data
Froto facebook

[E) show album

Posted
Registered on: 08/04/2013 06:49
Posted o 08/04/2013 06:4%

Priorty: 23

=

E) Atachment

s Entersoft Social CRM

From user: Entersoft Social CRM
° .

1 think | id just finel -

Liked by: 0 people

Created on: 2013-04-09 115418

5

From user: Entersoft Social CRM
L)

Wil post the video iater today!

Liked by: 0 people

Crested on: 2013-04-09 118615

¥ Reg

From user: Entersoft Social GRM

Liked by: 0 peopie
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When creating a new post, regardless its specific type and the social medium, you first need to select the Company Account (Field:

“To company account”; i.e. the facebook fan page or the twitter account) you wish the post to be posted to. You can click on

the button to directly access the social media account that created the specific post.

Status update

In the case of a facebook status update, you simply need to type the text you wish and then save it or post it.

Note that...

You can check for spelling mistakes (use the F7 key on keyboard) in any of the following languages: Greek,
English, Romanian, and Bulgarian.

When saving a new post, the initial status is “Draft”. To post it to the corresponding Social Network, click on the &’ Fest| button
(or, in case of Twitter, & Twest ). After posting, the status of the Post will change to “Posted”. The various alternative statuses

of a social media activity are described in the “Social Network Activities” status collection.

Note that...

It is not required to save before posting.

Image 25: Creating a new status update

” Facebook - status update X | Social network activity | -
% | Update - New ~ i Delete Forward =~ Interactions ~-| @ Deletepost | § Post ©) Comment.
facebook 1
Draft Post
To company account |En‘ler50ﬂ Social CRM |'| Registered on: 10/04/2013 02:29
i Posted om: =
0 20 FQ Priority: 5
Update status L 4

lintend to share how my day has been so far or what's on my mind -}

65 /2000

Having saved/posted your status update, the UI form becomes richer and you can immediately access the following: the content
tags (see section: 11), the list of the comments made on this status update, some brief insights regarding the people that saw
this post, the list of the interactions (see section: 7), and you may also access the online view of the post. The character
counter on the right bottom of the form does not denote a limitation or restriction; it is there to help us keep track of the post

length.

To delete a post from your facebook timeline press @ Delete post ; the application will ask you to confirm your intention which, of
course, cannot be undone. The status of the post will then change to “Deleted”. The k& Delst= button does not affect the posts

on your facebook account; it's there to help you delete drafts etc.
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Note that the features and the logic behind posting a status update largely apply to most types of facebook posts.

Image 26: Viewing a Status Update, posted on our page

" Facebook - status update x]

[ H Update ~ Statistics  ~ Forward ~ Interactions =| @ Deletepost | # Post ) Comment..

Posted
nt |Entersoft Social CRM 2 Registered on: 02/04/2013 11.04
ount |Enterscft Social CRM - Posted on: 15/02/2013 04:13
9 ~0 B0 Proriy: 19

Update status
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* Ohowdipuwon e Entersoft Mobile Sales X-Van 3
" Enercraoeig oty motw ik nol i) Buvatétnteg eywpioswy Baoe khiparag nootv km uneuBliviy avd eninedo, Eheyxol axdhunTww

EnTaywy oTn AN ToUg, NUEPES XAPLTOG, HNdEVLIG NADAEY KAN.)
* MpdBhewn Xpnpatoporg oplhou pe evowpdTtwaon npofhéwewy ané napayyekieg & XpnuaTopor katd vépLoua
* Zupepuovia evniudwanc unohoinwy Baoe. MiEng pe hovioTie ewdva and loollnaKaptéheg
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§68 /2000
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02/04/201311:... @ Entersoft Social CRM RDEntersoft 42 12 119
02/042013 11:.  © Mavwpaia Kotgapavidn 25
02/04/2013 11... @ Mata Betsi Betsi Mata 208 24 8
02/04/2013 11 2 Vlassis Vlassiou Boukowvalas Thanassis 15
02/04/201311:... © Goumas Konstantinos Goumas Konstantinos 26
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Comments & Replies

As aforementioned, comments and any replies can be viewed in the context of the main post (through the corresponding
expander). As regards the “Activity administration” list, comments are by default excluded from the first level of the list (Image
28). On the list level you can choose to either choose to view the comments in the second level of the list, as shown in Image 29,
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or you can choose to include them in the first level; this second option will result a twitter-like presentation of the post-comments-
replies, i.e. similar to tweets-replies. In the case of twitter, one will view replies both in context and listed in the feed. As shown in
Image 27, replies are clearly denoted.

Image 27: A reply

Y | =p -0 T
(Reply to comment)

|
-

Comment

Image 28: Default post types listed in Activity administration

Activity type |Llpdate status, Link, Photo, Vil =
[¥] Update status ;

Motes

[] Commenit

Tweet

Direct message (Twitter)
[] Other

Image 29: Activity administration | Comments in context

# Monday
4 Social network: Facebook
# Entersoft Social CRM

From user: Entersoft Social CRM Liked by: 13 people Posted on: 2013-04-08 18:45:45 _
@  Exceptonz Comments: 3 Registered since: 2013-04-10 13:35:23 v s
Shared: 0 times Photo @ Posted
4 priorty: 29 to album: [Milestones and Events]

see you tomomow ) {http://www facebook com/photo php #bid=60169465985856

From user: Entersoft Social CRM Liked by: 0 people Posted on: 2013-04-09 11:54:15 _
(5] Exceptional Registered since: 2013-04-10 13:35:25 Femm sy
priority: 10 Comment @ Posted
I think | did just fine! -}
From user: Entersoft Social CRM Liked by: 0 people Posted on: 2013-04-09 11:55:15 R
@ Exceptional Registered since: 2013-04-10 13:35:26
priarity: 10 Comment @ Posted
Will post the video later today!
From user: Entersoft Social CRM Liked by: 0 people Posted on: 2013-04-09 23:34:51 N
2] Exceptional Registered since: 2013-04-10 13:35:27 ¥ rosiazcivy
priority: 10 Comment @ Posted

well, maybe tomomow. .. takes too much time to upload it -/
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Image 30: A Post, its comments and the replies on comments

Note that the comment counter at the top includes any replies too.

facebook

Posted
Registered on: 19/04/2013 12:10
Posted on; 19/04/2013 11:37

Priorty: 4

RD Entersoft
 |RD Entersoft

B0

Q5 Fo

Update status
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141 /2000
e P — - o
Aorrmmeeey 19 April at 11:3 @
| From user: Mata Betsi Liked by: D people Pasted on: 2013-04-19 11:3826
not just marketing | use social media to support your customers and provide advang O cree Replies: 4 Registered since: 2013-04-15 12:10:13

exclusive customer services while reducing costs

Like - Comment - Share

Write a comment...

- . . From user: RD Entersoft Liked by: 0 people Posted on: 2013-04-19 11:39.08
Mata Betsi + identify which fans are customers | and guarantee a complete custs e Exceptionsl Registered since: 20130418 12:10:14
pricrity: ) Comment

Like - Reply - 19 April at 11:38

RD Entersoft and you should also focus on critical discussions in order to h
skeptics around and improve your services and products

Like * 19 April at 11:39
RD Entersoft yes

Like - 13 May at 17:43
RD Entersoft indeed
Like * 13 May at 18:40
RD Entersoft (1)

Like - 18 May at 00:20

.~ | Write a reply...

&1 Comment

and you should also focus on critical discussions in onder to have a chance to tum the skeptics around and improve your services and products

From user: RD Entersoft Liked by: 0 people Posted on: 20130513 174305
©  Exceptionsl Regitered since: 2013-05-20 12:08:03
priority: 9 ) Comment
yes
From user: AD Entersoft Liked by: 0 people Posted on: 20130513 18:40:07
@ Exceptional Regstered since: 2013-05-20 12:08:04
prorty: 9 1 Comment
indeed
From user: RD Entersoft Liked by: 0 people Posted on: 2013-05-18.00.20:55

Registered since: 2013-05-20 12:08:05
& Comment

@ Exceptional

priorty: §

E |
1

If you wish to comment on a post, you first need to open it for viewing and then click on the | &! Comment..  button. A new pop up

form will then open, as shown in Image 31. The facebook account is automatically filled-in by the system. Besides that, similarly to

creating a Status update, you can type your comment and check it for spelling errors and then post it. Assuming that you opened

the UI Form of a comment, you can go to its main activity (i.e. the post it refers to) by clicking on the 4, Show main activity

button.

Image 31: New comment on an existing post

" Facebook - link post x‘ Sacial network actnity |
P k) Update ~ [ New - k] Delete | Forward - Interactions ~| @ Deletepost | § Post & Comment...

facebook

RD Entersoft -

RD Entersoft -

0 F2 B L —

—
e T )
Link ||| %, b Update - [ New - i Delete | Forward ~ Interactions ~| ® Deletepost | & Post | @ Show main activity
pern show main sciiy | =
Show main activity E
=i\l facebook
Title Draft Post
sociz To company account |RD Entersoft [-] Registered on: 10/04/2013 03:41
Link From it |RD - Posted on:
hetpi] () Prioriy: 5
Link 1
fttell - Comment
Message
Type your commert here|
22 /2000
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Template comments

As is often the case, social media account administrators repetitively post standard comments e.g. to encourage users to provide
them further details on an issue or contact them in some other way. These messages can be largely standardized in Entersoft
Social CRM as “Template Comments”. Template comments can be created and edited in the Customization environment (i.e.

menu: Tools and Configuration / Customization / Social networking / Template comments.)

& Note that...

In Customization, you can define the facebook account these may be related to and, moreover, a description
that will help the Entersoft Social CRM users easily select the appropriate template comment.

Image 32: A template comment

/' Facebook - template comment XI © Customization | =

P B Update -

G | data -
C::rr:nt content faCEbDOk I

For company account ‘Enlersoﬂ Social CRM |v]

mn

Comment content
Description

Guide user to contact Call Centre

Message

"Thank you so much for reporting this issue. Please, send us a direct message with your Customer 1D and be sure that you will be contacted within the nest
icouple of hours

171 /2000

The containing text of a template comment is not restrictive. Template comments primarily work as a fast and safe way to post
new, yet standard comments. The | % | button displays the list of the available Template Comments and the user selects one; the

text is copied to the new comment and, then, the user may edit and adjust the comment appropriately.

Image 33: Selecting a template comment when editing a new comment

Description

a Facebook - comment

| % ) Update | Statistics +| Forward ~+ Interactions ~| @ Deletepost | §# Post ) Reply.. | @, §

facebook

To company account | Entsrsoft Social CRM I
From account [RD Entersoft v
50 ~0

M Eny: W [ qfrom T
| Cane
~

Comment

Message v

Thark you so much for reporting this issue. Please, send us a direct message with your Customer |0 and be sure that you will bs contacted within the next couple of hours

171 /2000
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Posting a link

In order to create a link post, you only need to type or paste a link to the corresponding field of a link post. The other data will be
automatically filled in by facebook according to the information of the site you are linking to. However, you may wish to define
those details according to your preferences and by-pass the site’s defaults. Image 34 presents what field corresponds to what part
of the displayed link post. However, you do not get to define your own link image; this depends solely on the site you are linking to

and, for the time being, you cannot select one among the available as when you are posting a link directly on facebook.

Image 34: "Where goes what?" the components of a facebook link post

i
Posted

Registered on: 10/04/2013 03:58
Posted o 10/04/2013 03:58

B0 Pty 9

Link

Name

Name

Title:

RD Entersoft shared a link.

Title
Himmee 24 s2CONdS 300

Link

http:/iwuiw. entersoft gr/

Link image (Image URL)
hitp://extemal.zk focdn.net'ssfe_imzge.php?d=AQDOF vy SAIDJpeBvi=1548h=1548url=

Description (

4

My related message

Enterscftis a great soft ]

w

Name
Title

Entersoft is a great software company ;-

Related message.

i Sec E

My related message

Like * Comment * Share

Note that...

If the name of the link exceeds the 100 characters, any characters in the name past this limit will be fruncated
automatically when posted to facebook. The same applies for the link fitle (50 characters) and the link

descripfion (300 characters).

Image 35: A posted link

Facebook -link post X | Sou:
[ 7t vpcare - (3 New - forwsrd = Interactons +| @ Deletepost | o Post () Comment.

Content tags F
. Registered orv 05/04/72013 0103
Posted orc 05/04/201301:03

View post celine. ©1 Q0 Do Prody: 11

Activity assaciations

Link

Neme

Facebook unveils Home'

Tite

2 famity of apps for your &ndroid phore

Link

hip/inews cnet com8301-1023_3.57577866-91ao cails-home-a-family-of-

Link image (Image URL)
hitps neteste | AQCAXSUFZ_Y = 1548h=1548urlhio % 0% 2F % 2F 1 com com % 2F comk. 16% 2F1 % 2F 42

Description

The sccial network disls up & new way ko hook pecple on s mobl fod HTC will stpbone with

Related message
Facsbock Lveded a new “Home: on Andrid a 3 press event al ks Mark Park, Cakl . headauartes yesterday (04/04/2013) - & famly of a9ps meart o keep mobis audences ahvays aftued o 13 socal
Inetwok

210 /200
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Posting a photo

When posting a photo we can optionally define its Title (which facebook will set as the photo’s name too), the album the photo is

to be included (if not selected then the default application album will automatically include this photo), and of course the image

file. In order to facilitate the selection of a photo that it is desired to be posted, it is possible to select it either from the System’s

blob data, or from the Attachment List or, alternatively, from the hard disk (Image 37). Therefore, the available content can

be effectively and efficiently reused.

Image 36: A photo post

Entersoft Social CRM

- Facebook - photo post )(" Su(ia\netwmka[tiuityl |

&b Monday @

P & Update - [ New - i) Delete

General data
Photo

Message
Content tags
Comments
Interactions
View post online

Forward -~ Interactions ~| @ Deletepost | @ Post ) Comment.. | [E) Show album

see you tomorrow ;-)

facebook

View photo online
Activity associations

:
-
3 rs 1

‘ Y Y
>/

Photo

Title
see you tomorraw )

Name

Image

https:/ffocdn-photos-a.akemaihd.nethphotos-ak-2sh3/544332_601694659858569_1242740882_s.png
0000344 - SocialCRM {.png)

B Atachment | - |
Album

571885216172847 Milestones and Events

™ Unlike - Comment - Share

Image 37: New photo post | Selecting an image to be posted

Ttem photos (list) i) BB Ly Lsts -
Catalogue item
Description

Inactive v

| PR-00036 2
| AT-BAZIAHZ EPXETAI KAl ©EPNEI... KOYPAMMIEAEZ.

P [
paoiNIS £PXeTa

( o* YOI PEPvE),
e SYOUPANTIESzS
© =

»

|

|3 Blob data -
Attachment
3 Blobdata

[ File
0 )

3 “Hiom 31 » M4
‘ Accept ‘ Cancel

0000344 - SocislCRM { png)

& Note that...

When posting a photo, facebook creates two posts: one for the photo per se and a related photo post. You
may choose to exclude from the activity list either the photo or the related photo post, for your convenience.
Keep in mind that it is the related post that keeps the information of how many times the photo has been shared
(Image 38).
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Image 38: Photos and Related Posts

Social network activity X
Social network activity ¥ EEEMRE B <& B W Automations - ¢ Lists - Layouts ~ & Actions - <y Send.. ' Reports

Activity date |Anything - Social network Al B Company account Entersoft Social CRM (Face
Workflow group . Activity type |Photo - Status
Activity M Fanlists - Show phetos ..only. ...of related posts -
2 Monday of related posis

4 Social network: Facebook
4 Entersoft Social CRM

From user: Entersaft Sacial CRM Liked by: 13 pecple Posted on: 20130408 18:43:48 —
@ Exceptens Comments: 3 Registered since: 2013-04-08 18:45-38 e
Shared: 0tmes Photo @ Posted
! to album: [Milestones and Everts

v facebook com/photo php #bid=6016346598585694set=a 571885216172847.140952 541026522592050 [...])

Liked by: 13 pecple Posted on: 2013-04-08 06:43:00 P
Comments: 3 Registered since: 2013-04-10 13:35:23 T
Shared: Dtimes Photo @ Posted

! to album: [Wiestones and Everts

v facebook com/photo php #bid=6016346598585694set=a 571885216172847 140952 541026522552050 [ .))

Posting a video
When posting a video you can choose to either post a video from youtube or, alternatively, you can use a video file that is available

on the hard disk or as an EBS attachment.

e In order to post a youtube video, you need to paste the video’s URL to the field: “link” and, optionally, define the description

of the video. If you define a video title, this will be overwritten by the actual video title on youtube.

e The video title is used when posting video files. In this case, you need to allow a short period of time for facebook to send
back to Entersoft Social CRM the post info that is defined by facebook, i.e. the “from account”, the “posted on” date, and the
URL of the video post, in order for you to be able to use the online view. These data will be updated the next time the

application is scheduled to download facebook posts; therefore, it depends on the implementation choices.

@ It is recommended that...

When posting youtube videos you use the URL that youtube provides under the “Share” section; this way you
ensure that the video post will be presented as a video player rather than as a common link.

Image 39: Share this video URL

»[] Auto Replay

Entersoft Cloud-based business applications for the Internet & Mobile User

Loe EntersoftSoftware - 17 videos 173 views
oo
X8| | S Sibacied ®1 ®0

i Lke  ® Share = xim N

Share this video

http://lyoutu_.be/jF8JIA » B Statat:| 5:36
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Posting a milestone

When posting a milestone you can define a Title and a description and the time (Image 40). Keep in mind that if you wish to select
a photo for your milestone or define its location, facebook requires doing these actions online i.e. either from the online view
expander or from the facebook page itself.

Image 40: Creating a new milestone

Facebook - milestone x| Recent a:twityl Social network activity ‘

| % I Update ~ ) New - i) Delete | Forward + Interactions ~| @ Deletepost | ¢ Post ) Comment..

Draft Post

To company account |Entersoft Social CRM H Registered on: 10/04/2013 07.59

- Posted on:

50 &0 Priorty: 5

Milestone

Name
I

Location

Description

0 /2000
Started on

AV

Facebook inbox

Both Facebook and Twitter direct messages are listed in all administrative lists. However, as regards Facebook a dedicated form
has been created; this form simulates the structure of a typical Facebook inbox. As presented in Image 41, the conversations are
listed on the left part of the form, grouped by Company Account, whereas on the right the messages exchanged in the context of
the selected conversation are listed. Facebook inbox is available under the corresponding menu (i.e. Social Networking / Facebook
inbox).

Image 41: Facebook inbox on Entersoft Social CRM

i % Lists - Llayouts - @ Actions ~ &y Send.. ”

Company account =) Takis Dimitrakopoulos (bebaia mporeisegw ekana thn brochure nwritera)
o ¥ Ao (] From user: Takis Dimitrakopoulos Eotdhel omig: 2013-02-13 17:31:59
sername s @ Efopetdg Registered since: 2013-10-11 18:55:21
Evaluation priorty: 10 @ Anpomeltnke
a Entersoft Social CRM Agv pnopolpe va kdvoups avadnuooizuoeig 77
(=] From user: Entersoft Social CRM Eotdhel onig: 2013-02-13 18:04:28
E © Takis Dimitrakopoulos 13/02/2013 O Emestnls Registered since: 2013-10-11 18:55:21

@ Anpomelitnee

bebaia mporeis
egw ekana thn brochure nwritera bebaia mporeis

egw ekana thn brochure nwritera
4 RD Entersoft

ﬁ & Stavros Menegos 01112012
bb

2 Alexander Karamitsas 06/08/2012
testing...

. @ Mata Betsi 08/10/2013
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Sending a direct message on Twitter

You can send direct messages to twitter users that have been registered to the Entersoft Social CRM, as shown in Image 42.

Image 42: Twitter | Direct message to a registered twitter account

Twitter - direct message X ‘ Activity and Interactions Twitter - tweet
% B Update ~ Forward ~| &# Send
Draft post
Company account |RD Entersoft = Registered or:  19/05/2014 05:04
e Posted on:
Priarity: O
Direct message
To
224250251 ~
Message
Dear sir, we would like to inform you that....
46 /140

Tweet

Similarly to when tweeting on twitter, you may type a 140 characters long text and post it to your company twitter account (Image
43). You can mention and use twitter hashtags normally. If you use URLs in your tweet, these will be shortened automatically;
therefore, (a) you do not need to shorten them in advance and (b) if the URL you are pasting is longer than a shortened URL

(which is highly possible) you need to take into account that your actual tweet will be somewhat shorter.
Image 43: Tweeting about Entersoft Social CRM

Toitier-tweet x| Sodal mecis acity =

k& Update -| Foward - Interactions ~| @ Deletzpost | & Twest | 4 Reply..
General date -
Twest
Content tags
Replies Posted
nteractions To company account [RD Entersoft - Registered o 10/04/2013 08:28
View tweet orline RD Enterso - Posted on: 10/04/2013 08:30
Activity assosiations 2 «0 1 Froy: ©
Tweet
Message
[Watch riip /. co/FTV\VzaDVSE Entersoft’s SCRM at Social Medi Corference 13
(09/04/13 Athens) E
9 /140
Content tags

Replies

Interactions

View tweet online

Exaic Aoyapiaoyé; Zivdeon ~

[ vouTube
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You may also reply to tweets from your followers by simply clicking on the reply button on the UI form toolbar of a tweet, as
shown in the following image.

Twitter tweet x -
P b Updste | Forwsrd + Interactions v| @ Deletepost | o Tullet | 4 Reply. |
General data Repl
Tweet SR
Content tags
Replies Posted
Intoractions To company account [RD Entersoft - Registered on: 29/04/2014 0518
View tuest orline foto Bets - Posted on: 28/04/2014 0152
Activity associations *0 PR wg —
Tweet
Message
@RDErtersof 123 o /AL colLoP REISO
e e
interactions = | @ Deletepost | 4 Tweet | % Reply... [Cles
_ I .
b Dralt pos r
To company ccount [RD Eemact =

Tweet
s—

Message
520

View tweet anfine

The application will automatically add a ‘@<username>’ to the new tweet — reply you will post. You can also reply to tweets
though the corresponding line action on the Activity & Interactions dashboard.
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5. é Facebook albums

Besides the standard posts, Entersoft Social CRM also supports Facebook albums. The administration of facebook albums is
available at the Social networking / Facebook Albums. In this two-level list, the facebook albums are presented at the first level,
grouped by Company Account, i.e. facebook page, and the second level includes the photos that each album contains (Image 44).
In this context, the UI Form of the Photo is the online view of the post. You may access the standard post UI Form (described

above in section: Posting a photo) by clicking on the button:  Related activity

Image 44: Facebook albums

" Facebookalbum x | Facebook album

Facebook album M 81

Social network account B Status . Album type > ¥ & pocept

Pl &F B Wy Automations - ¢ Lists - Layouts ~ & Actions ~ <y Send.. & Reporis

| »

4 Entersoft Sacial CRM

Social Media Tips, ldeas, and more From user: Entersoft Social CRM Liked by: 0 o Fostedaiby
 Standard @ Exceptional Comments: 0 Posted on: 2013-03-12 09:59:54
Number of phatos: 3 @  Posted

Social Media Tips. Ideas, and more

Timeline Photos From user: Entersoft Social CRM Liked by: 0 [
p wal @ Exceptional Comments: 0 Posted on: 2013-03-07 20:19:38
Number of photos: 2 O Posted
Timeling Photos
Milestones and Events From user: Entersoft Social CRM Liked by: 0 o Postedaieu
, Standard @ Exceptional Comments: 0 Posted on: 2013-02-05 12:08:34
Number of photos: 4 @ Posted

Milestones and Everts

From user: Entersoft Social CRM Liked by: 0 people Created on: 2013-02-05 12:09:.04
@  Bxceptional Comments: 0 &/ Registered L
Shared: 0 times
Entersoft Social CRM i out there (it facebaok.com/photo php Tbid=57 16853228 395034set=a 571885216 172847 I & regiver | Rebtedsctnty @ -
From user: Entersoft Social CRM Liked by: 0 pecple Created off
@  Exceptional Comments: 0 & Reaist
Shared Otimes

fhitp:/ \\\4acehnnkcnm phmuphp"lhld "'1:?1"‘2 783884set=a 571885216172847 1 952 5410 z‘ u5 [

Online view X |  Facebook album | Facebook album -

View online

From user: Ertersoft Social CRM Liked by: 5 peaple Created of
@  Exceptional Comments: 0 & Regst Milestones and Events
Shared: Qtimes Back to Album - My Photos Previous  Next

Take a look at the new Facebook newsfeed, unveiled yesterday.
{7) "Get Facebook just how you wart it with your choice of feeds and see the same clean look wherever you use Facebook —on

From user: Entersoft Social CRM Liked by: 13 pecple Created off
@  Exceptional Comments: 3 & Reaist

Shared: 0times
see you tomomow -} (http://www facebook com/photo php bid-6016346598585694set -a 571885216172847.

i

Unlike Comment Tag photo

<[ m -

Here, you may also create a new standard facebook album. This means that it is not possible to create cover, timeline, wall
etc. albums using Entersoft Social CRM. Nevertheless, you may post photos in albums of these types routinely. In order to create a

new album you simply need to define the facebook page (i.e. company account) and a name for it.

In the context of a specific facebook album (Image 45), you have access to information equivalent to other posts (i.e. a list of
related interactions, comments, etc.). Additionally, there is a list of any draft photos which can be posted by using the context
button: & Post .
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Image 45: A facebook album | Posting related draft photos

/" Facebook -album X | Facebook album |

P | Update - [@ New ~ g Delete |

.

Album
Name
Timeline Photos

Album type

all
Content tags
Comments
Interactions
Posted photos

Phatos not posted yet
@ Post

it |RD Entersoft -
t [RD Entersoft -

B0 F0 @5

Interactions  ~| § Post &) Comment...

Posted
Registered or: 02/04/2013 10:59
Posted on 26/06/2012 04:41

m

4 RD Entersoft

Lied by: 0 people
Comments: 0
Shared: Dtimes

Registered since: 20130411 114,
[@ Photo
to album; [Timeline Photos]

[ Draft Post
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6. é Facebook events

The administration of facebook events is available at the Social networking / Facebook Events. This two-level list, presents the
events, at the first level, and the event posts, at the second level. Creating events is no longer supported outside Facebook, i.e.

through third party applications.

In the context of facebook events, the interactions expander may include much richer information, as described in section: 7, next.

Image 46: An event and the list of responders

Facebook -event X | Facebook events

| # 1 Upsste - (3 New - ) Delete | Interactions -/ @ Deletepost | & Post
Genersi o x
Ent facebook |
Cotertiogs
Posted
Event posts
perslonsd Regitered o CS/OU2013 1240
Viewcrice
Evert asccabins <0 90
Event
=
MCD Evert
Locaton
Furypoi 385
Event details.
E it 1400, o Metropoitan, Al ECommerce Moag v 105, Anded, Windows Phone
<
;:MW P
29 /200
Started on Endes on
28/06/2012 14:30.00 ~ 28/06/2012 19:00:00 |~
Content tags
Event posts.
Interactions.
Fan list - 7 fccept
Date - Name on the account Person Likes Comments Other posts. Number of lists in
# Will sttend the event (6 )
050420131240 © Konsartnes Kotzamanidis  Kotzamanida Konstaninos " 1 ) )
05/04/2013 1240 Stavros Menegos Menegos Stavros. 15 8 3
05/04/2013 1240 ) G
05/04/2013 1240 ©  Gregory Tsampalis Tsampalis Gregory 2
05/04/2013 1240 ® Spyros Dedes Dedes Spyros 87 6 1
05/04/2013 1240 ) Yannis Bovloumpass:s 4
4 The invitation was rejected ( 1)
05/04/2013 1240 ©  Anthousie Andreadis 2 2 2
# Maybe will attend the event ( 2)
050420131240 © Nikos Nokas
050412013 1240 © Kaus Allofs 4

Note that...

Posting to Facebook events is not supported.

Page: 32 / 69



&
u..

®gg ENTERSOFT

Entersoft Social CRM

7. é Interactions

You may also choose to manually download any interactions for a specific post, by clicking on the

menu. Moreover, you may schedule the interactions update for a specific post, by clicking on the

Update interactions

Scheduling menu.

In some cases, e.g. in case of events, this can be proven quite useful. When choosing to update activity interactions, the

application downloads from the corresponding social network the user info of the fans/followers that interacted with a post. The

related info is listed per post on the UI form, as presented in Image 47 and Image 48.

Image 47: Interactions - the corresponding expander on an Activity

Interactions
Fan list - 7 Accept
Date - MName on the account Person Likes Comments Other posts MNumber of lists in
4 Like(7)
21/02/2013 15:25 & Vlas Vlasiou 10
21/02/2013 15:25 2 Yannis Bouloumpassis 2
20i02/2013 21:34 & Michalis Moumtzis 3
20002/2013 21:34 @ Takis Dimitrakopoulos 30
20/02/2013 14:46 ©  Mata Betsi 102 6 2
20/02/2013 14:46 @ Helen Pantormiou 48 2 1
20i02/2013 14:46 2 Noel Koutlis 2
Image 48: Interactions - the corresponding expander on an Event
Interactions
Fan list M W Accept
Date - Mame on the account Person Likes Comments Other posts MNumber of lists in
4 Like(2)
200022013 15:12 2 Haroula Danopoulou 4
20/02/2013 1512 2 Polyxeni Zacharouli 32 2 1
4 Did not respond to the invitation (4 )
04/02/2013 16:00 2 Gregory Teampalis 2
04/02/2013 16:00 @ John Filippou 35 2 1
04/02/2013 16:00 2 Grigoris Zapantis
04/02/2013 16:00 2 Haroula Danopoulou 4
4 Will attend the event (5 )
2000272013 1512 2 Stavros Menegos 14 8 3
20/02/2013 1512 2 Konstantinos Chatzigeorgiou
20/02/2013 15:12 ©  Spyros Dedes 72 5 1
20/02/2013 1512 2 Konstantinos Kotzamanidis 12 1 1
04/02/2013 16:00 @  Mata Betsi 102 13 6 2

8 Scheduling the automatic update of recent interactions

In order to schedule the automatic update of the interactions with all recent activity, i.e. any activity within the
defined lifespan (see also the definition of: The average lifespan of a post, on page 6), the application provides
a recent activity list, namely: “Update recent activity interactions (within lifespan)”, and the corresponding
automation. You may schedule the update by creating a new scheduled job in the list: Scheduled tasks", which
is available under the Tools and Configuration / Schedule menu.
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8. é Contests

In general, marketers aim to broaden the audience of the facebook pages they manage in order to promote products and services
most effectively. One of the most popular methods, widely used by social media marketers, for increasing the number of facebook
page fans is running facebook contests.

Facebook contests are, generally, small-scale web sites accessible through a dedicated page tab and, therefore, contextually
available within the facebook fan page.

8 Creating a contest on facebook | The role of facebook apps

A contest web site and a facebook fan page are associated through a facebook application that manages
the obtainability and operation of the contest site within the facebook fan page. Specifically, through its apps,
Facebook supports the creation of i-frames that allow the contest to be embedded within a specific facebook
page.

So, in order to run a contfest on a facebook page it is needed fo:

(a) Become a ‘facebook verified developer'.
And make sure that you have access to developers.facebook.com and that you are allowed to create
new apps and so forth.

(b) Create the contest web site.
Make sure that you follow the specific facebook guidelines as regards its configuration and Ul restrictions.
Moreover, utilize the available facebook methods that will ensure a smooth and meaningful user
experience. (developers.facebook.com/docs/guides/appcenter)

(c) Create the facebook app.
l.e. visit developers.facebook.com/apps and let facebook know about the contest, define the contest in
the way that facebook ‘understands’ it. It is strongly recommended to extend the facebook application
that you have used as the Connector between the SocialCRM and your Fan page (see secftion: 15, on
page: 64), instead of creating a new app.

(d) Associate the facebook app with your fan page.
Make the contest app accessible from a specific fan page
(developers.facebook.com/docs/appsonfacebook/pagetabs).

Further info is available on: developers.facebook.com. However, for focused info, support, contest templates
etc. please, contact Entersoft directly.

When a facebook user participates in a facebook contest the following steps are, most commonly, followed:
e The user is required to “like” (i.e. become a fan of) the facebook page in order to participate

e The user is asked to grant some permissions to the contest application (most commonly these permissions include the
user’s public profile and email)

e Having granted the permissions, the user is typically asked to fill-in a form with personal info (e.g. name, email, gender,
country of residence and so forth) or, even more so, answer a question or state a preference.

e The user is thanked for participating and (s)he is given the option to share the contest with his/her facebook friends.

8 Facebook contest admin tool

Entersoft may, additionally, provide the Facebook contest admin. This extra, optional tool is actually accessible through a
custom URL and it aims to help marketers to create new contests within minutes, while ensuring that the technical issues and
difficulties are handled by the tool itself.

The prerequisites are:

e Design (e.g. using Adobe Photoshop) a contest according to the specifications of the provided template.
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e Declare the facebook app as described above (see: Create the facebook app)

The tool is integrated with the Entersoft Social CRM and it allows you to:

e  Select the facebook page (among those you administer) you wish a contest to be associated with

e The user may select to create a new contest where (s)he may define the:
o AppID,
o the desired display name
o the App secret and
o the namespace

all as provided by Facebook.
e  Moreover, the user can define the duration and a description for the contest.

These data (Facebook page, AppID, duration etc) the will be used by the Entersoft Social CRM in order to automatically create the

Image 49: Facebook contest admin tool | | New Contest

Anpoupyia véou Staywviopon:

App ID: App Secret:
Display Name: Mamespace:
Hu. evaping Hy. AijEng
Mepypoory:

EmiAZETs Tn ozAida oTnV oMoic 8a "KpsHaoTEL” 0 SLOYWVLOHGE

EmAéfre oehida E|

Just testing Anuioupyia
Entersoft Social CRM

£ 2013 - Entersoft Social CRM

The tool allows you:

e to review the list of contests that are currently active on this particular page or still in a drafts state and so forth
e and, assuming that you have created a new contest, to edit and adjust its setting by selecting the contest for editing.

These are the auto-completion of the facebook user’s email, the uploading of the Terms of Use and the uploading of the contest
background and control (e.g. buttons, fields) images.
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Image 50: Facebook contest admin tool | Contest settings

Home Anupoupyia

Itowysia Facebook

App ID: 325386224263572 App Secret: 178b0c33321656ced4fc20fed21c3345

Display Name: MytestAFA Namespace: mytestafa

PuBpicsig Awaywviopod

Autépertn cupmhipwen email amé Tov Aoyapiacud facebook Tou xpriotn: [

‘Opot xpronc

Q1 &por xprong £xouv ovePeL Asite Toug 6.

M Ve orve BGOETe/GVTIKGTGOTIOETE To GpXELD e TOUG GPOVG XPrONG TIOTHTTE:

crsoin

Yn Y H

M Ve orve BGOETe/GVTIKGTAOTIOETE TIG EIKGVEG TOU SIOYWVIOHO TIGTOTE:

DopTWON EIKOVWYV

Image 51: Facebook contest admin tool | Uploading image files

DOPTWOT EIKOVEHOV x

Mnopeite va diaA£EeTe nepicodTeEpa Tou evdg apxeiou Tn Qopd.

disabled_page.png (749KB) b 4
EndContest.png (502KB) b4

home_bg.png (BOGKE) b 4

KaBapiopdg AioTag AviBaopa KAgiopo

Contests & Contest apps on Entersoft Social CRM

Assuming that you have created the contest and associated to your fan page, the question that arises is: where is or should all this
info about participants be stored and how can it be monitored, analyzed, utilized etc? Entersoft SocialCRM may provide a

comprehensive answer to the above.

In order to define a contest in Entersoft SocialCRM, go to Social Networking / Facebook contests. There you may create a new

contest (e.g. Image 52, if you have not used the Entersoft facebook contest admin tool), i.e.
e Define the Fan page (company account) it concerns.
e Provide a description for the contest.

e Update the contest status (i.e. whether the contest is currently active, completed, cancelled and so forth).
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e Set the period of time during which the contest will be active for fans to participate in.

The information related to the contest status and the period it's active can and should be used by the Contest web site in order
to ensure that the contest will be completed automatically when live. The default Entersoft Social CRM solution requires that the
contest is Active within the specified period of time for a user to be able to participate. You may also define content tags (see

section 11), similarly to all other social media activity, as shown in Image 52.
Image 52: A contest's definition in Entersoft Social CRM

Active
To company account |RD Entersoft -

Contest

Code Description

SMCo-00006 Facebook contest

Status Start date Completed on

Active ~||01/09/2013 00:00:00 ~||15/09/2013 00:00:00 ©

Contest App 1D 554312873684238

Content tags

Social Media ’Entersoft

Automatic content tagging

Effect (participants - winners)

Contest web site templates can be provided by Entersoft upon request. By default, these templates include the following steps:

e Step 1 | If the user is not a fan, then (s)he is asked to like the page before proceeding (Image 53). If the user is already
a fan, then this step is skipped.

Image 53: Entersoft Facebook contest template | Step 1

. |[fan page name] Aaywviopog Designer Watches ~ o Like \

MEFAAOZ AIATQNIZMOZ

|_\|_C\|r\[\ [ AR Kave Like edw! j

Step 2 | The user is informed about the prizes, the contest duration and terms of use and a call of action (e.g. Participate now!)
becomes available (Image 54). If the user clicks on the participation button, (s)he is asked to grant permission to the contest
facebook app. As aforementioned, the requested permissions depend on the info you wish to collect; nevertheless, public info is
the minimum mandatory permission that can be requested (Image 52). If the user has previously granted access to the specific

facebook app, this pop-up dialogue is of course skipped. At this point, the web site uses the info stored in the Entersoft SocialCRM
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to check® whether the user has already participated in the specific contest. If the user has previously participated then the site will

skip the third step and will move on to the last step. Each user is allowed to participate in a contest only once.

Image 54: Entersoft Facebook contest template | Step 2

. |(fan page name]  Auaywviopég Designer Watches ~ v Liked

MEIrAAOZ AIATQNIZMOZ

DiESE NER

Nadpe pépog oTov SiaywVvioud
Kal Yive
1 ané Toug 4 Tuxepolg
nou 8a kepdicouv
£ndvuua poAdyial

n Népe Mépog Tipa
I.Ill
o o

H KAipwan 8a npaypaTononéi oTic 09/09.

Image 55: Request for granting permissions | Step 2

& JAiaywviopog Designer watches would like to access
pesigner  your public profile, friend list and email address
WATCHES!

Privacy policy m

e Step 3 | Here, the user is asked to fill-in the form. The default fields are: first & last name, email and district®; all of them

are by default mandatory and the validity of the email format is checked.

Image 56: Entersoft Facebook contest template | Step 3

E-mail *:
antonia. m@gmail.com

Nopég*:
Mpalafa APKAAIA v

UAQ TG IE0IT EIVAI UINTOXPEWTIKG

4 ESTMSMContestParticipants: This view (scroller) returns whether a user has already participated or not in a specific contest. The scroller dictates the use of

the application ID and optionally the user account ID. When only the ApplID is provided to this view, the view can be alternatively used for the web site to acquire the
contest end date (in UTC time)

> & As regards the available templates, the list of districts depends on the data returned by the view: ESGOZDistrictGR. This view filters any Greek districts

available in the Entersoft SocialCRM DB.
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When the user selects "SEND”, the information filled-in by the user and the information provided by Facebook (depending
on the granted permissions) is stored in the Entersoft SocialCRM database (see next section, below).

e Step 4 | At the final step the participant is given the option to invite his/her friends.
Image 57: Entersoft Facebook contest template | Step 4

SYIT'XAPHTHPIA!

MOAIG HNNKEG OTNV KANP®WoN
Kal S1EKSIKEIC EN@VUHa poAdyial

‘ KdéAreoe Toug pfioug cou!

Live contest monitoring, participants and winners
The minute a page fan takes part in the contest, the participation is recorded in the Entersoft Social CRM as a Contest effect,

allowing you to monitor real-time the contest participations. This can be achieved through:

e The context list on the Contest form (Image 58), where the contest interactions (effects) are listed (see also section 7).
Here, you may also select the contest winners ( # Selectwinners ) and undo this action (3§ Deselectwinners ), if

needed. You also have the option to delete a participation if required.

Image 58: Contest form: the context list of the participants

/" Facebook contest x|
P HEB-8 Q-8
General datz
Cones facebook
Content tags
Participants - winners Active
Paricipstion anaysis Tocompanyaccount ][]
Demografics durring the cont
Online insights Contest
Code Description
SMCo-00003 RD Entersoft Contest!
Status Start date Completed on
Active [-] 017012014 00:00:00 [][31/12/2014 00-00:00 B
Contest App ID 0
Content tags
b
Participants - winners
¢ Selectwinners g Deselectwinners | $§ Delete participant
Fan list - & Accept
S
Date ~|- Name on the aceount Person Likes Comments Otherposts | Number of lists in ||
4 Simple participation (48 )
13004/2014 1403 © Panagiofis Litras 1
1300420141303 © Kiskinidis Nikolaos 1
1210420141603 © Giotaki Alisidou 2
1204120141603 © Maria Paduraru 1
12/04/2014 1603 © loanna Papastamati 1
11/04/20140903  © Eléni Papadopoulou 1
1100420140903 © Vasilis Zafeiriou 1
11/04/2014 0803 © Anastasia Dimanou 1
11/04/201407.03  © Athina Bala 1
11/04/2014 06:03  © Joanna Fasoula 2

k 11/04/2014 05:03 & Tzeni loannina 2 )

e The Participants - Winners list (Image 59), where the form data are also listed (menu: Social Networking / Facebook

contests). This list comprises of three parts: (1) Information from the participant’s facebook account; (2) Information
registered by the participant on the contest form; (3) Basic info on the associated Person.
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Image 59: Participants-Winners list

" Participants - Winners X -
Participants - Winners - ¥ B Bl o B % lists - Layouts + @ Actions « y Send.. 5 Reporis
‘Company account Contest code Participants/Winners |All F -
7 pccept 9
Fan list - [re}
Facebook | Contest form Person ;(
[information registered by the participant 2
= (SMCo-00006) Facebook contest | Active (6)
[=) Participating (5 )
@ Vicky Goulou vicky.goulou 05/08/2013 15:04:03 Baothikr TouhavBpri vicky goulou@papadopoul . Magnisias 0000208 TouhavBpri Baohiki
O Evangelia Vossou evangeliz vossou 05/08/2013 15:00:44 Bayyehid Béogou vossou@intrapalace.gr Aftica 0000207  Béooou Bayyehi
© Anna Krasoudaki anna.krasoudaki 05/09/2013 14:58:06 Awva Kapaouhdkn akaraoulakis@gmailcom  Attica 0000206  Kapoouhdkn Awa
0 Vagelis Komitis wvagelis komitis 05/09/2013 14.:54.44 Evangelos Planitas vplanitas@gmail.com Heraklion 0000205 Eudyyehog Mhavijtag
@ Mata Betsi s.betsi 05/09/2013 14.:48.57 Stematina Betsi s.betsi@gmail.com Attica 0000129 Eetsi Mata
= Won (1)
@ Spyros Dedes spyros dedes 5 05/08/2013 15:06:52 TnupiBuy AgBeg sde@androides.co.uk Aftica 0000168 Dedes Spyros

The lists display information that the contest site collects. Specifically:

Form data | The default fields on the form are: (i) Name; (ii) Last Name; (iii) Email; (iv) District.

& Task Type: Contest

The default contest form fields are defined on the Task Type with International Code: “ES.SMCo" as User Defined
Fields of the ESTMTaskltem table.

Facebook data | The facebook user account fields that can be stored on the “Social Media Account” Entity are: (i) User ID, (ii)
Username, (i) Name, (iv) email address, (v) gender, (vi) birthday, (vii) age group®, (viii) language (locale), and (ix) country (see

also: Section 3; Image 8).

& Contest app permissions

Note that the above depend on the default facebook app permissions (Public Profile and Friend List?) while the
email address and the birthday require special permissionsé.

Person data | Based on the email address provided on the contest form, the application attempts to identify an existing Person
and associate it to the facebook account — participant. If this search does not return any results then the application creates a new

Person for the participant, using the data provided by the user on the contest form.

Note that there is an action available for the bulk update of the public profile of contest participants (menu: Social
networking / Participants — Winners / Get profile of all participants and context on the particular scroller). The action is available to
administrators only and the system will ask the user to confirm its intention for the execution of the above action before

proceeding.
Similarly to all other interactions with a facebook fan page, the interactions with a Contest (i.e. participations) can be viewed:
e  Per user account (Image 60)

e In the context of the overall social activity analysis (Image 61)

® possible age ranges are 13-17, 18-20, and 21+.

8 See: developers.facebook.com/ ... /user/ and note that your use of email must comply both with Facebook policies and with the CAN-SPAM Act
(developers.facebook.com)
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e In the Interactors list (see: Participations; Image 14)

Image 60: Participations in facebook contests per facebook user

Sodial medis account > |
P B Update ~ [ New - k) Delete | Related company account | @ Getprofiledata | @ Assessment | [£2] Add toFan List
g| m
g -
G @ Credible
Account type  User - n
Code 695366325 pa]
Username s betsi @
Neme Mate Betsi
Account - additional infa
Person info
Online prafile
Activity analysis
Parameters &
7 Accept
To account
] - Search e
Recent activity (1) Participated
Social mediu| To account | Created on From account | activity Type Post content Status | Priority
Faccbook  RDEntersoft 05/03/20131 @ MataBets  Particioates  Contest Facebock cortest > oacive # I
———
Count per post type (Al aciiton ~| | Count per activity
[ ES
#hoto St
. i i Comment o
g [l rtestore [l Periipad
Post
Update status Note:
[ (s will artend the.
[ v [ o Participated: 1
I Commen: Percentage: 0.4 %
(sihs maybs smena
Il o the event

Image 61: Activity analysis: Participation progress within a selected period of time

Social medium To account Activity by
[an v| [ | [ - » L
Recent activity (30070)
Social medium To account Created on From account activity Type Post content Status Priority
Facebook RD Entersoft 05/09/2013 15:04:03 @ Vicky Goulou Participated Contest Facebook contest B Active B ‘
Facebook RD Entersoft 05/09/2013 14:48:57 @ Mata Betsi Participated Contest Facebook contest B Acive @ ‘
Facebook. RD Entersoft 05/09/2013 15:06:52 @ Spyros Dedes ‘Won Contest Facebook contest b Active ‘
Facebook RD Entersoft 05/09/2013 15:00:44 @ Evangelia Viossou Participated  Contest Facebook contest > Acive
Facebook RD Entersoft 05/09/2013 14:54:44 & Vagelis Komitis Participated Contest Facebook contest B Active B
Facebook. RD Entersoft 05/03/2013 14:58:06 @ Anna Krasoudaki Participated Contest Facebook contest b Active @
Facebook RD Entersoft 01/09/2013 00:0000 @ RD Entersert Fostes Contest Facebook contest b acve & |
———————————
Daily activit E activity analysis
ity "y Interaction with post type |Comment A 1y 2nalys
Al
10y Album
[ | 120 [ Contest | |
100 ey
- Message
Milestone
&0 Note
Phata
“ Tweet
- Update status
Video
.. S — S —— |~ — — s e
. .. —
032053 05047015 03042013 IU0SR03  UOMI0I3 190405 Z0M03  OLOSEOL  140S/2013 0572013 2005203 23057013 0057003 030672013
0042003 004213 10042003 1504203 104013 20042053 2609203 IOS03 1508201 1805003 24052013 2905013 3082013

Contest insights

This context dashboard “Participation analysis” presents information about the number of participants and winners, their
distribution during the contest, the participant’s gender percentages, the most active days and hours
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Image 62: Participation analysis

Participation analysis

49

participants

1 i

Participations (5) by day

Participations (%) by hour

winners . o
o
o % 2
%a %,
% % %
2 % K

Sunday s12% [N

Monczy soes

Tuesday 12+% [N

Wednesday 204% [l

Thursday 22455 NN

Friday 373 [
Saturday 16325

0 s
s
s
2
1 ) )
a, % o 2 5 % Y by %

3, k% Y, R, &, &, &, ;.

% % % % 3 % % % %
2 3 % % 3 % 2 2% 2% 2

Participations (%) by gender C]

temale 6735% [

male  3265%

contest context. As presented in Image 63, this allows the Entersoft Social CRM user to examine the fan base growth during the

contest. Even though it is generally not expected that the fan base growth during a contest will totally depend on the

participations, these insights can provide an approximate overview of the contest results.

Image 63: Demographics during a contest

Demografics durring the contest duration

Total number of fans

113

@ Percentage change: 3.67%
@ by gender and age group ) by country O by city © by locale

Gender | Fans

Age group Fans

9% by gender % by age group

[ EE=WESY B
[ B

(Selected gender: All)

Waman

e

Fans by gender and age

@ Selected page () Compare pages in group

EEI
[ 22 ]
39

Et)

5 B 3 & E & 5 5 B E & 5

sg 7 B 51 B BT 1 b7 BE B BT B

£

3% 36 58 3

S g
!Su

E

E

Percentage changes in relation to the beginning of the selected period

Man | 25-34 ;1 [ oo

Man | 35-44 27 I s00x [N

Woman | 25-34 =z [ 000%

Woman | 35-44 12 [ coox [N

Man | 45-54 10 [ 000%

Woman | 45-54 + Il 33335 [
Woman | 18-24 N | 000%

Man | 18-24 FN | 0.00%

Wan | 65+ FN | 0.00%
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& contest specific insights

The online application insights are available through the corresponding context scroller. However, note that the
login user must be registered as a “Facebook developer”. Nevertheless, the contest application administrator
can provide the management with specific app insights.

Image 64: Online contest application insights

Online insights

facebook developers [l BY Docs

2,350 #110%

Active Users

plorer ok

ser Aug 5

e View

Aug 12 Aug 19 Aug 26 Sep 2 Sep 9 Sep 16

-8 Daily active users == Weekly active users -# Monthly active users

Tools Support News Apps

Sep 23 Sep 3
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9. é Social media activity as a Starting Point

Each post may act as a starting point for a complaint, a knowledge base article, or a service case.

8 From social activity to CRM Tasks: Medium / Origin

The medium / origin of the generated complaints / KBs / Service Cases is set as “Social Media”

é Create CRM Tasks from social activity when meaningful

The application performs a series of checks to ensure that it is actually meaningful to generate complaints,
service cases, and KBs from social media activity. Specifically:

e The user that created the post must be other than the Company Account User — Page, to whom it was
posted to. In case of KBs, the check is simply a warning.

e When creating a Service Case, the system also checks whether the Social Media Company Account,
where to the service request was posted, is officially monitored as Service Account by the system (see
section: 15, Image ?4) and returns a warning if not.

The associations between social activity tasks and standard CRM tasks are accessible from the “activity associations”

expander on every social activity.

Image 65: Activity associations of a Facebook link post

 Fecshonk-Inkpast x| _Soqslnetwark aty |

e e Update - (@ New
General data
Link
Related message

Content tags
Comments
Interactions

View post online
View link orline
Activity associations

v g Delete | Forward =~ Interactions ~| @ Delete post | & Post &) Comment..

Posted
Registered on: 02/04/2013 11:04
Posted an: 16/03/2013 01:08
Priorty: 1

Link
Name

Viral Reach Skyrockets Due to Facebook's Major Insights Fix
Title

‘edgerarkchecker com

Link

miblog/20131
Linkimage (Image URL)
I kamaihd.netsafe_ ESdeTeHwC! CrTor

Description L

[Updated: 03(01/13]  An example of a massive increzse new Viral Reach added  Facebook announced an “Important Update to 1

Page Insights Reporting” last week. Facebook blamed bugs as the cause of Reach and Impressions being under-reported. In the
ey

Related message
[Experienced any changes in Viral Reach after the the new Facebook sights major fies?

87 /2000

Content tags

Comments

Interactions

View post online.

Activity associations

Direction Objective Status Code Description Date

= e Pisies AN SUL0120 Eiperenced s canges Vi Reseh o, 11042003 0520

’

By clicking on the hyperlink available in the column “Code”, you may directly access the associated activity. E.g. when clicking
on the code of the associated KB Article shown in Image 65, the UI form of the KB opens as shown in Image 66 and vice versa.

Page: 44 / 69



Sg
Sa*®
Sa”
Sg ENTERSOFT

Entersoft Social CRM

Image 66: Social activity associations of a KB article

k2 save New ~ ) Delete | Social networking
General data
Classification
Subject (SML-01322) Experienced any changes in Viral Reach afier the t
s
Article category

~ Wy Automations ~ [5] Actions ~ @)

Created on _l 1/04/2013

ESDEV -

Sacial activity associations
Can be posted to fmedium): Social Media

Direction Objective Code

Description

Date

16/03/2013 01:08

SML-01322

from Facebook - link post

[Updated: 03/01/13] // An example of a massive increase new
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10. ey Creating social media activity from existing content
A series of ERP and CRM entities can be used to generate social activity. This version supports the generation of social

activity from Inventory Items, Knowledge base articles, and Events.

...from Inventory Items

As regards Inventory Items, a number of actions allow you to easily reuse the existing content and post it to your Facebook
page or your Twitter account.

Image 67: Generating social activity from Stock Items

/. PR-O0014-0Z0 ANTEXEIH WY¥H = l Inventory items | Facebook - photo post | Social network activity

| P H ~ Q C{, ~| %y Automations 'ID Actions - & g~

4 BEasic dats E Post photo attachments to a new Facebook album Wdfields | Properties
Identity E Post phote attachments to an existing Facebook album 1
. Description
T'_'a"SfB_r Post item photo to facebook P
Dimensions €]] Post item link to facebook
ltem relations petitem ANk e tecebos
User defined fields o Postitem link to twitter
Froperties Det. description
Attachments .
- Characteristics
[» Sales statistics

8 The URL of an Inventory ltem

Two new eCommerce Company Parameters (Image 68) can be used to define the structure of the product URL
at your eCommerce site, supporting thus the direct posting of the URL of a specific item to your fan page or your
Twitter account; therefore, the efforts fo actively direct your fans and followers to your web site are significantly
facilitated.

Image 68: Company Parameters | URL Structure

# CATEGORY: E-Lommerce Parameters
| = URL dynamic part for ltems) Vertical {fitemFamilyCode}/{Description}
54 URL fixed part (protocol kmm domain name) Vertical hitp://www entersoft gr/

Moreover, you may optionally define the Marketing Campaign under which this post is created. In case the current item has
been associated with the Campaign, a special column in the investigation list will inform the user in order to support him or her in
selecting the proper campaign.

Image 69: Selecting marketing campaign

Code Expected start date Description -
\'d
] 1 CMPDDDN 16/07/2012 17:1'.!55:1»_6 Book Campaign / Summer 2012
2 ECMF‘-{]]]B 11/04/2013 14:35:58 Inventory tems prometion on Facebook The curent item is associsted with the campaign
Enty M 4| Yfom 3 b M K \

The associated social media activity can be reviewed and accessed from the corresponding expander, as presented in Image 70.

Image 70: ltem related social media activity
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“ PR0003-Poster X | Inventory items |

3 I & - k) Q - %y Automations - ] Actions + 5 - @)+ Social media activity PR-00038 Poster
Basic data E|
Identity
Transfer Bills of materials
Dimensions
tiem relations Technical features
User defined fields
Properties related persons i
Attachments
~
Sales statistics Social media activity

Dimensions
Eills of materials
Technical features
related persons
Social media activity
Budget vs. actual

Direction Objective Status Code Description Di

to Twitter - tweet Posted SMT-01253 Poster (hittp://t.co/Ha¥rm4Enw0)

...from KB Articles
You can create social media activity (tweets and facebook status updates) starting from a KB article as long as it has been defined
that the specific KB article can be posted to Social media. This can be done by defining the Social Media as the article’s medium.

To activate the Social media as the article’s medium, you need to click on the %" button that is available in the Social media

activity expander. Click on the S| button to declare that the article cannot be published to social media.

Similarly to when creating posts or tweets from an Inventory Item, you may optionally define the Marketing Campaign under

which this post is created.

& If you use a custom Ul form...

...and the new expander is not automatically available fo you, then the two actions described above (i.e. can /
cannot be posted to Social media) will be available under the Automations menu on the KB Article toolbar.

Image 71: A KB article that can be posted to Social media

KB artide X | CRM Albums
= save New - k] Delete Social networking ¥y Autemations ~ (5] Actions ~ @) -

General data el
Classification Audit trail
\ Subject flying houses Created on
» Stats Last mosited an
Article category Created by |ESDEV -
Keys =] [%& Last modified b EV -
Notes

Items

Social activity associations

Can be posted to (medium) Calt =
Can be posted to social media

Direction ‘Objective AT Dde Description Date

; J

" 12/03/2015 03:54|
to Twitter - tweet Posted SMT-01165 12/03/2013 03:21
to Facebook - photo post Posted SMF-02945 26/02/20153 04:38
to Facebock - photo post Posted SMF-02944 26/02/2013 04:38
to Facebock - photo post Posted SMF-02243 26/02/2013 04:38
to Facebock - photo post Posted SMF-02%42 26/02/2013 04:58

Facebook albums can also be easily generated from knowledge base articles of the corresponding category (category: KB Article
/ Category value: ES.Facebook_album). Any KB that has been categorized as facebook album and that can be posted to social
media, becomes available in the Albums list (menu: Social networking / Albums). Note that a KB must not necessarily be

categorized as facebook album in order to post it as such; the system will warn you if you try to post a KB of some other category
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as an album but it will not stop you. Nevertheless, only the KBs that have been explicitly categorized as facebook albums will be

included in the Album list.

The KB article image attachments that are of a specific category (any existing attachment category or a new one; see: Image 72)

are to be posted as photos in an album. You may choose to post the photos in an existing or a new album. Also, you may

optionally define the Marketing Campaign under which an album is created.

Image 72: Company parameters: Defining the attachment category for Facebook album photos

4 CATEGORY: Social CRM - Sacial networking

1 » | Facebook album phetos - Attachment category

é Campaigns and related activity on Social Media

Vertical

FBAIbum

Having created facebook posts or tweets in the context of a Campaign, you can review these through the
corresponding expander on the Campaign Ul Form (Image 73).

Image 73: Marketing campaign | Related activity on Social Meida

~* Campaign X |~ Campaigns |

priority: 10

3
\ Poster (hitp:/A co/HaYm4Enw0)

Retwested: Dtmes

W Twest

@ Posted

& save New ~ i) Delete | Folow-up ~| Parameters Wy Automations - (3] Actions ~ @ ~
General data il
Classification Scheduling
qj} Mame Invertory ltems promotion on Facebook /itier Approved by | B
Tpe E-mail - objective | | Assigned to | [][®
Status Planned start [11/04/2013_ |-
Phase | ) Closingdate | / /|7
Regarding | [ endaate| / /|7
Information
List
Campaign items
Target
Sub campaigns
A
Related activity on social media
Sacial network Companyaccount @ 7
7 Accept
Activity -
4 Social networkTuitter
4 RD Enterset
From user: RD Entersoft Favorte for: 0 peopie Posted on: 20130411 15:17:03 v
R —
@ sxosiors Reples: 0 Registered since: 20130411 15:17:01
Retweeted: Dtimes o Tweet @ Posted
priority: 10
Hhest test all day
From user: RD Entersoft Favorte for: 0 people Posted on: 20130411 14:41:01 v
Pstsasctvn
© Exospions Reples: 0 Registered since: 2013:04-11 144058
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11. é Content tags

All types of posts have a special expander called Content tags: this expander introduces a special functionality that allows you to
assign tags that describe the content of each post i.e. Content tags.

In order to utilize the tagging functionality you need to go to Tools and Configuration / Customization / Organization parameters /
Entities — content tags / Word groups. There you may define several word groups i.e. groups of words or phrases that
convey or describe the same or a similar concept. The name of the word group summarizes, in a way, these distinct words
and phrases. For example, one may create a word group called “Social Media”. This word group may include numerous words and

phrases related to Social media, such as: facebook, twitter, youtube, post, fan etc. (e.g. Image 74).

Besides the explicit words and phrases that may be defined, in a declarative manner, in the context of a word group, you may also
select a color and an icon that describe best the word group. Optionally, you can provide a description and an alternative
description for the word groups you create. Moreover, you may assign a word group multiple categories (define them: Tools and
Configuration / Customization / Organization parameters / Entities — content tags / Word group — Categories and then assign them

by using the l@ button at the Description and categories expander).

Image 74: A group of words

" Social Media X | Content analysis | *Customization ‘ hd
P B E-5 Q-5 Acions - 5 - @) - Phrases Social Media
Cenfiguration of word group Configuration of word group 2
E:@crlpﬂons and categories Word group lcon Color Company 001
rases
Social Media e @ - Tnactive [
Descriptions and categories
Phrases
o Phrase -
o = L]
i}
= ped
@ |1 ¥ |facebook
g 2 facehook insights =l
w |3 fans
4 followers
5 Graph Search
] instagram
7 media
3 medium
B News feed
0 pinterest
" social cm =
2 social media
3 social medium
u socialem
15 tweet
18 twitter
17 youtube
18 Zuckerberg

8 Empty word groups

A word group does not necessarily include words and phrases and some implementatfion purposes may
necessitate that you create or advice the creation of empty word groups.

For example, you may choose to create some word groups that will be infended to provide an overall
assessment of a post, e.g. positive, negative and so forth. Such an empty word group is presented in Image 75.
In this example, the word group “positive” has been also categorized as “Overall” in order to allow us to focus
on this and other similar word groups when analyzing the data later.

Empty word groups cannotf be automatically assigned as tags to posts; these are intended exclusively for
manual fagging. Note that the instance of a word group on a post and its attributes (i.e. whether it's added by
user and the number of occurrences) is what's called a content tag.
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@ Note that...

The name of the word group is not used by the system when performing the automated tagging; therefore, in
several cases you may need to consider including the name of the word tag as a word/phrase; as in the case
of the "Social Media” word group, demonstrated in Image 48.

Image 75: Utilization of empty word groups

Pasitive. X | Customization -

3 HE-E 2 -F Adions - iy @~ Descriptions and categories Positive
Configuration of word group E
Word aroup Icon Color Company 001
Positive e@ [ [Mume -] e
Descriptions and categories =
Descriptien
Alternative description
Word group categeries
Overall )

Phrases

Having defined the word groups you can now use them to tag the content of the posts on your accounts. Note that any posts
downloaded or created after the configuration of the word groups will be automatically processed and tagged. To ensure that
the automatic tagging is applied to the posts you have already downloaded or posted, go to: Social networking / Activity & Content
tags, select the posts you prefer, and execute the bulk, automated content tagging action, as shown in Image 76. You may

also wish to execute the bulk content tagging after having reorganized your word groups and the words/phrases in them.

@) Note that...

Only textual data are automatically analyzed and tagged.

The Activity & Content list presents the posts on your accounts organized by Content tag. It is highly probable that a post has
more than one content tags; in the case of such posts it is anticipated that these will appear more than once in the particular list
depending on the number of their distinct tags. The list also includes info about the tags in total that have been assigned to a post,

the occurrences of the tag in the activity content, and the user that added the tag, when manually added.

Image 76: Activity & Content tags | Automatic content tagging of existing posts

o >
Adiityand Content Togs X | _Focebook —link post | Sodial network actffty
Activity and Content Tags -y = A &) @ B :[W Automations -| Lists - Layouts & & Actions ~ <y Send.. S Reports
Acthiy date [Anyhing - Automatic contenttsgging || Company account
Activity type |Update status, Link, Photo, Vi[ < Activity Fanlists -l 7 Becept
\
Content tag category
I B anepiexopévou: fone) (584 actvies )
» Enéranepicxauévou: Competfion (8 actviies)
b Enuranepiexoyévou: Entersoft (145 activties)
Ve vou; Postive_(Jactiies]
© Positive
Number. vty 0
£ RD Entersof (Facebook)
The cont the user ESDEV i
©  Fromuser. RD Eniemoft Uied by: 3pecple Posted on: 2013-03:31 223548 Socalf
Exosprars Comments: 2 Registered since: 2013-04-02 1056:45 L 1] z i
(gt P £ Social Media

@ Posted
prorty: 16 Number of occurences in activity: 5

The amazing Entersoft Social CRM is full of functionaity 4

© Positive

Number.

£ RD Entersoft (Twitter)
The cont

@ Fromuser: RD Entersoft Favorte for: 0 pesple Posted on: 2013-0228 02:44:52 Posti
Exospiors: Replies: 0 Registered since: 20130402 1356:05
Retwested: Otimes ¥ Twest

o4

ES RSS 01 eMinviég exapeies ou Opilou Entersct oy CaBIT 2013 hitp://t co/21pRIVOad
b EnéTanepiexopiévou: Social Media (130 actiiies )

The number of occurrences denotes how many times the system manages to identify one or more words/phrases of the word

group in a specific post. Manually added tags are marked with an asterisk.
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This information is also available at the Content tags expander of the various UI forms of all sorts of social media activities.
Specifically, the tag cloud control, that is available on all social media activities, uses the size of the tag to indicate the number
of the occurrences (the specific number of occurrences is available as a tooltip), and the asterisk to denote that the tag was
manually added (the specific user is available as a tooltip); finally, the content tag color is the color defined on the corresponding
word group.

To manually tag a post, select “Insert” on the right click menu, on the tag cloud control. You may delete a content tag, using the
corresponding right click menu entry. More importantly, you may access its definition and dynamically review (i.e. add, delete,
or merely confirm) the words/phrases in the word group.

The automated content tagging action is here available too: this will recalculate any tags that have been added automatically
(update the number of occurrences, maybe delete a tag or add another and so on). On the other hand, no manually added tags
will be deleted. If the recalculation of tags results that the manually added tags can also be added automatically, then the system

will simply update their occurrences. Note that when a user manually tags a post, the occurrences of this tag are, initially, zero.

Image 77: Content tags on a facebook post

| Social network activity

i Delete Forward ~+ Interactions ~| @ Deletepost | & Post L) Comment.
p
facebook
Posted
< Registered om: 10/04/2013 01:34
7 Posted ore 09/04/2013 02:42

B2 Prioity: 15

Update status
EEcupeTinr n napouciaan tng Entersoft pe Bpa: "Entersoft Social CRM. CRM goes social”

H Zaxapoikn Néku, eixe v sukoipia oTa nhaiowe Tou cuvedpiou Social Media Twv Boussias Conferences va napouoi&ost To véo npoidv Tng
Entersoft SA: Entersoft Social CRM.

(‘ 257 /2000 I’

Content tags

Social Media Entersoft

Added by user ESDEV.

Number of words: 0

MAutomatic cortent tagging

\_ J
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12. é Content analysis

The content tag related information can be used for various purposes such as sentiment analysis, crisis management, content-
based monitoring etc. For these to be done efficiently and effectively, the content analysis interactive dashboard (Image 78) is
available under the Social Networking menu. The overview of the content analysis is presented in the form of a summarizing tag

cloud. The specific dashboard allows you, among, others, to focus on a specific category of content tags.
Image 78: Content Analysis (Interactive dashboard)

Content analysis X -

Period Sacial medium Company account Activity by Content tag catagory
Last thirty days ~| [an -] A =] |an ~| lan -
Analysis of 187 out of 187 posts in the selected period of time
Content tag Number of posts Number of occurences -
( no content tag ) Entersoft o content ag ) I |
% Social Medis L I
. : @ Enterson |
Social Media L -
d nalysis by Post Type, the Cr
The selected content tag [Entersoft] occurs in 23 posts.
These 23 have been associated with the content tags listed below:
Content tag Number of posts Number of occurence | Company account By user Post type Status Number of occure *
@ Entersoft s7so% [ co>-: I oot Social (RM @  Entersoft Social CRM €] Link @ Posted W
@ social Mediz s7so% [ s005% (DN RD Entersoft @ RD Entersoft ¢ Link @ Posted @ I
@ Fostive 500% 000% Entersoft Social CRM @  Entersoft Social CRM [ Video @ Posted
RD Entersoft © RD Entersoft Update status @ Posted ¥
RD Entersoft © RD Entersoft B video @ Posted
Content Tag: Entersaft] RD Entersoft @ RD Entersoft (&) proto @ Posied
RD Entersoft © RD Entersoft (@) Proto @ Posted ¥
e F .
u RD Entersoft © RD Entersoft (@] Photo @ Posted §
- Analy -
- r

The top right table also presents information on the number of the occurrences and the total number of posts per content tag.
By clicking on a content tag, the dashboard reveals focused information on the selected content tag:
e List of posts that have the selected tag (bottom right, list)

e Analysis per post type (bottom left, bar chart), i.e. the number of occurrences and posts for a specific content tag
analyzed per post type. By clicking on a bar (that corresponds to a specific type of posts) the dashboards filters the list of
posts accordingly (additively to the selected content tag).

e Cross-tag analysis (bottom left, table), i.e. this table presents the content tags that occur simultaneously with the
content tag that has been selected in the top right table and, moreover, in what proportion; additionally, the percentage

the content tags occurs on its own is shown.

By clicking on a content-tag in the cross-tag analysis table, the dashboards filters the list of posts accordingly (additively
to the selected content tag on the top right table) and, therefore, it allows you to focus on the posts where the specific

combination of tags occurs (e.g. Social Media and Competition, or Competition and Negative etc.).
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13. 8 Discussions to be reported

As described in Section 2, there are several cases when it is necessary to focus on particular discussions that have occurred on a
Company’s account.

Image 79: Discussions to be reported

" Discussions to be reported x} -
[} Discussions to be reported - ¥ 1| Bl & B f Lists - Layouts ~ g Actions <y Send.. ‘4 Reporis
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Link Comments: 0 Viral: 84 Is tagged .
Posted on: 2013-02-27 15:37:45 Shared: Dtimes Engaged users: 11
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AvvBBepo nou Ba npayyaTonoinBl ané Tic 5 & kau i 9Mapriou :
2013, wg pépog g ENmuusic anoatalig.

H e8vue cupieToxh o onavTusdTepn Exdecn Tou kGBou
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=) RD Entersoft (Facebook) | Number of discussions to be reported: 3
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© Fromuser: RD Entersoft Liked by: 5 people Organic: 28 Posted
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Posted on: 2012-10-25 17:22:23 Shared: 0 times Engaged users: 7
]
RD Ertersoft shared ENTERSOFT' note: H Microsoft Bpafiatsl Tnv
Entersnﬂ 115 16 egapuovS T ato Coud kat To Windaws Aare
facebook com/no ft /b oft-%CEXB2UCFLB1%
CE ET %CE%B2%CE%B5%CFLBD%CEXB5%CEXB [ ]}
content tags: Compeition | Entersoft
Post: Interactions Reach Reported because...
@ From user: RD Entersoft Liked by: 5 people Organic: 23 Posted
Link Commerts: D Viral: 79 Is tagged
Fosted on: 2013-02-27 15:35:16 Shared: 0 times Engaged users: 9
E]
© Duos erapeud Entersch, cuwietéxe: oty éeen CeBIT 2013 amo
AvvEpcpo nou Ba npayuaananel and Tig 5 s Kk Tig 9MapTiou
2  képog TG ENvusic anooTokiig.
H €8y GupLETOX TV aniavTi Tepn ExBean Tou Ko
Texvohoyiag Minpogopuaig ko Enuowvwdy, opyaviovetal and
Zivzouo Etaupudv Minpopopudic ko Emiowvuvicdv wat to Ynoupyeio ... contert tags: Entersoft | Competition
Post: Interactions Reach Reported because
@ Fromuser: RD Entersoft Liked by: 1 people Organic: 30 Posted
Link Commerts: D Is tagged
Posted on: 2012-10-09 00:13:20 Shared: Dtimes Engaged users: 5
]

S,
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avalnTinTag oe eninedo Kevtpiic ki Avatohisic Eupdinne -

For example, in case of a comment by a fan that necessitated our immediate reply, one would later need to review:
e the original post
e the comment per se
e the page manager’s reply

...while all other activity that was not a part of this ‘discussion’ is excluded (e.g. comments by other users on the same original
post), in order to support the meaningful and focused reviewing. Additionally, the following information can also help us determine
the importance of the discussion and the effectiveness of our reaction:

e some brief statistical info, when available

e date-time info

e any related, internal communication that has been recorded
e the specific content tags that were assigned

e Some concise justification on why the discussion is included in the particular report
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The Activity & Interactions dashboard (Section 2) allows you to formulate this kind of information quickly and on time (i.e. flag
posts as “To be reported” and record any related internal communication. The report “Discussions to be reported” presents this
information in a structured format that can be easily shared for high-level, focused monitoring.

@ Sharing the report

In order o share this report it is recommended to, first, expand all its levels (up o three levels, plus the grouping
level) and then select the “print preview" action that's available on the report’s toolbar.

On the preview screen you can adjust the presentation settings as desired and then save it as PDF.
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14. é Facebook Insights & Analysis

Facebook Posts & Context Insights
Bear in mind that facebook provides insights only for some types of posts (e.g. comments, replies, and direct messages are
excluded) that were created by the page itself (not by “others”). Having taken this into consideration, the following insights are

available in this version.

People that saw a post
This context dashboard presents the basic metrics of a post (on facebook page, posted by the page itself) as regards impressions

(organic and viral, total and unique) and the number of engaged users.

Image 80: People that saw a specific post

People saw this post

Engaged users . .

Page fanz 52
Organic {unigue) _ 28
Viral 3
Viral {unigue) ' .

o 50 100 150 200 250 300

Negative feedback
This context dashboard present information regarding the negative feedback recorded for a specific post. The dashboard provides

the definitions of each metric and measurement key that is presented in order to facilitate comprehension.

Image 81: Facebook post | Negative feedback

Negatove feedback
The number of times people took a negative action broken down by type

25
Metric: Unigue post negative feedbacks, by type)
Hide a story: 1
Total: 3

1

os

B 4,
AN
SN
¢ 3, %
&)
Metrics | Vocabulary
| Post negative recabacis, by tyoe The number of times peopie took a negative action in your past broken down by type (e, hid it

Unique post negative feedbacks, by type The number of people who took a negative action in your post broken down by type (e.g., hid it

Post negative feedbacks The number of times people took a negative action in your post (g, hid Y

Unique post negative fesdbacks The number of people who took 3 negative action In your pest (28, hid &)

Measurement keys | Vocabulary

Hide ol stories from a Page from a page b

Hide 2 story Hide this story

The number of fimes the " bution was clicked Refers to the number of fimes 3 user cicked the *x" button next o a post, but id not necessarlly go through with actually taking an action fst
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Activity & Insights
A list of the basic post insights is provided through this interactive dashboard (Social networking / Insights & Analysis / Activity &

Insights). The dashboard lists the posts by the company account, created within a specific period of time. The default sorting is

descending by its post’s total reach. However, the posts can be sorted by viral or organic reach, by the number of engaged users

or by the post engagement rate, or by the internally calculated post priority.

e The user can update the post insights info, by clicking on the |i‘ Download insights for [12] Pﬂsis| button.

e The dashboard also supports the creation of a new post, through the corresponding drop down selector in order to quickly

create a new post based on the fans responsiveness to existing posts.

Image 82: Facebook | Activity & Insights

Activity and Insights X | -
Parameters 2
Date [01/09/2013 - 30/09/2013 || Account group To account Multiple values Adtiity by |..the company account
< Accept
<New Post> - Sort by total reach -
Page Date From account activity | Type Post content Tags Organic | Viral Paid Total Engaged Engagement rate | Priority
RD Entersoft 04/09/2013 12:33:41 @ RD Entersoft Posted (@] Proto @ yopicovra vaTdKia fyaw | | 4 0s50% [
Entersoft Social CRM 05/02/2013 14:27:45 @ Enterseft Sacial CRM Posted  $1] Link @ 12th Interactive Marketing [ | [ | 3 s175 [N
Entersoft Social CRM 02/09/2013 13:04:26 @ Entersoft Social CRM Posted 8 Video @ social (7) networking [7) (h [ ] [ ] 2 sa3s [
Published on Sep 9, 2013
Entersoft Social CRM 17/09/2013 161553 @ Entersoft Socisl CRM Posted [ Video a Social Mediz [ | [ ] 3 7o [N
Inastor[.]
Entersoft Social CRM 02/09/2013 12:55:10 @ Entersoft Social CRM Posted &) Link @ facebook | shared photo 2 Social Mediz [ | 1 2865 [
AD Enterseft 25/09/2013 12:53:59 @ RD Entersoft Posted [@] Photo @ 40500z Ko o1 TEROL Xy Entersoft [ | 1 cos% [
Entersoft Social CRM 29/0%/2013 22:02:28 @ Entersoft Social CRM Posted [3] Photo @ Entersoft Social CRM dde [ ] [ | 4 1290% [
Entersoft Social CRM 04/0/2013 14:55:17 @ Entersoft Social CRM Posted &) Link @ Entersoft Social CRM shar Social Medic [ ] 1 333 [
AD Entersaft 26/09/201317:13:40 @ RD Entersoft Posted #] Link @ RD Entersoft created an & [ | 1 ssex
RD Entersaft 01/08/201315:00:32 @ RD Entersoft Posted Contest B Facebook contest Sacial Mediz 5.56% = The number of Engaged Users in relation to the Total Reach (i.e. unique
RD Entersoft 26/09/2013 194559 @ RD Entersont Posted [0) Upcatestaty @ 1111 peosimerson)
AD Enterseft 26/09/2013 19:45:59 @ RD Entersoft Posted [5) Updatestatu @ 1111 0 ooox [N
RD Entersoft 04/09/201312:32:38 @ RD Entersoft Posted [E Album @ xepiZovra yeTaxia fyaw 0 ooox [N
“‘ Download insights for [13] pests
This action will be executed for the posts listed above, if these are ne 100

Top activity

Similar information is provided by the “Top activities” list; however, on this list the emphasis is on both the post content and the

fundamental post insights, including: likes, comments, shares, reach (viral, paid, organic, and total) and the engagement rate. The

top activities are sorted by engagement rate (Social networking / Insights & Analysis / Top activities; Image 83). This list is

primarily intended for reporting this information in a structured format that can be easily shared for high-level, focused monitoring.

Image 83: Top activities

Top adiities X |
Top activities - ¥ = B} B 9 Usts - Layouts - & Actions - <y Send.. & Reporis
Activity date [01/10/2013-31/1072013 || Top Nrecords 6 Company account [Entersoft Social CRM {Facebo. \F Accept
« Entersoft Social CRM (Facebook)
Link Po: 3-10-22 124506 Comments: 0 Total reach: 20 Engagement rate
Entersoft Social CRM shared ENTERSOFT's ntersoft AE., Meyéhos Xopnyés oto  Liked by: 3 people Viral: 2
ZEuvédpio IT Directors Forum "13. % Shared: 0 times Paid: 0 2500%
Entersoft A E.. Meydhoc Xopnyée oto ZuvéSpio IT Directors Forum 13 Engaged users: 5 Organic: 18
HE oft. & & y & IT Directors Forum "13
nou Blopyavivel To neploduké NetWeek v Tetdprn 23 OxtwBpiou 2013, oo ouvebpiakd
L '<vipo Aaic.
To katafwpévo Bo et
ink Posted on: 2013-10-08 10:22:25 Comments: 0 Total reach: 17 Engagement rate
acebook's Company Town Liked by: 3 people Viral: 2
http:/ionli /articl Il/ISB10001424052702303492504579111792834660.
plonline.ws] com/article_emai Sharad: 0 times paict 0 23.53%
Facebook is building a housing community near its offices. Engaged users: 4 Organic: 15

$ oriinc.wsi.com
Facebook is working with a local developer to build a $120 million, 394-unit housing co.
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Page overview
This dashboard (Social networking / Insights & Analysis / Facebook | Page overview) summarizes, on a monthly basis, all of the
metrics that are considered as fundamental in order to appreciate the effectiveness of the content you post on a specific

facebook page, in terms of reach and engagement.

Page fans
On the first tab (Image 84), the dashboard presents some basic information about the number of the page fans, the new fans

acquired in the selected period and the lost fans within the same period of time.

Note that the dashboard also presents the percentage of change for each distinct metric in relation to one month earlier. Moreover
it offers a diagrammatical view of the progress of each metric in time. This applies to all metrics presented, in any of the

dashboard tabs, i.e. the Page engagement and Page Impressions (Reach) tab.

Image 84: Page overview | Page fans

Greece
Pagetins | Page engagement | Page mpressions (Resch)
i Page fans b New fans i Fan removes

57,376 3,889 410

Selact a metric 1o view its progress in time, diagrammatically.

e Greece | Poge fans [Page fans, 3/2013]

Page engagement
On the second tab (Image 85), the dashboard presents engagement-related information; i.e. information about the engagement

rate, the engaged users, the people talking about this, and the unique page consumptions.

Note that the dashboard provides rich informative tooltips for all of the presented metrics, regardless the dashboard tab under
study. Therefore, if some of the presented metrics are not clear to the user, contextual information is provided in order to ensure

that there are clarified.

Additionally, this dashboard tab presents information related to the stories and the consumptions about the selected facebook page

analyzed by type.
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Image 85: Page overview | Page engagement
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Page impressions (Reach)

The third tab (Image 86) presents impression-related information; i.e. information about the Total (i.e. unique page impressions)
the organic (i.e. unique organic page impressions), the viral (i.e. unique viral page impressions), and the paid reach (i.e. unique

paid page impressions) of the selected Facebook page. Moreover, the dashboard tab includes information about the page

Parameters

Greece

1,284,884

evious montr: 18,443

~ SdINTERACTION
e Bl Greece
Page mpressions
Unique page impressions

Paid impressior

Unique paid impressions

Organic page impressions

i Unique page impressions

f peopie who saw any page content

Image 86: Page overview | Page impressions (Reach)

September 2013

Select a metric to view its progress in time, diagrammatically.

Metric

31,251,247
1,254,884
31032278
1256678
164939

25221

Selected month  Previous month

5217

15,443

58439

15,709

i) Unique organic page impressions i) Unique viral page impressions i Unique paid impressions

Paid
Unig pressions

1,256,678

wvious montr: 0

vz« .

sasesr= [
000%
0.00 %

17749% |

6055% |

Viral page impressions

Unique viral page impressions

Page demographics

The analysis of the fans’ demographics constitutes one of the most fundamental analyses that can be performed for a social media

account.
Metrics such as:
e The gender of the fans
e Their age group
e Their country
e Their city

e And their locale

...can vastly determine the content that is to be posted.

Unique virsl page impressions

38250

19438

pe——

s |

The specific dashboard (Social networking / Insights & Analysis / Facebook | Page demographics) also provides:

e Information about the percentage change in relation to the previous period time.

e Functionality for comparing the performance (in terms of fan base growth) of any number of facebook pages within

the same bundle (group).

e Interactive maps (by Google or/and Bing) for the effective visualization of the fans’ distribution in countries and cities.
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Image 87: Facebook | Page demographics

" Facebook | Fage demographics anabysis X |
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8 Update map data

Facebook analytics that refer to Countries and Cities are also available on maps in order to facilitate the purposes of a concise and
meaningful presentation. Entersoft Social CRM allows you to obtain the latitude - longitude data for the cities (city descriptions)
and the countries (country ISO codes) that have been downloaded in the context of facebook insights.

This can be achieved through the “Update map data from Google” automation that is provided on the “Insights: Update
map data” list (menu: Tools and Configuration / Customization / Social Networking / Update map data). The action obtains the

latitude - longitude data using a Google service® and updates the Entersoft Social CRM Database.

a Show on map

You may also use the framework action “Show map” (that is available under the Action menu on the “Insights:
Update map data” list) fo review the listed information on a Bing or Google map.

8 The Google Geocoding API

It is strongly recommended fo carefully read the conditions
google.com/geocoding e.g. to avoid penalties for excessive use efc.

and restrictions described in

® The Google Geocoding API: google.com/geocoding
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Page impressions and views

Another crucial set of metrics is this of page impressions and views. These can be examined through this interactive dashboard

(Social networking / Insights & Analysis / Facebook | Impressions & Views) which:
e Includes all facebook metrics related to impressions and views

e  Provides the definitions of all metrics in order to facilitate comprehension

e By clicking on a measurement on a specific date, the dashboard allows you to access the “Social media activity” view

(scroller) in order to review the posts in the time period from three days before the selected date and until that

specific date.

e  Presents the maximum and minimum measurements within the selected period of time.

e Lists the external referrals, if any.

e Finally, it allows you to examine how many viewed your posts, grouped by number of post views (i.e. frequency

distribution of unique post impressions).

Image 88: Facebook | Impressions & views

Facebook | Page impressions & views X

Parameters

A% —|| Unique viral page impressions
The number of people who engaged with your \(\
voveeed o

——
The number of impressions of any page conter /_/

your Place.
-
The number of people who saw any page cont J— — .
e a0
Viral page impressions '\{J_/_ .

Unigue viral page impressions

%

Unique viral page impressions

QOrganic page impressions
The number of people who saw your Page or one of its posts from a story published

- d = e =
commenting on or sharing one of your Page posts, answering a Question you 2, "f/z_; Q% &,

Unigue organic page impressions N
posted, RSVPing to one of your events, mentioning your Page, phototagging your

Post impressions

J_/: PR L 30
Viral post impressions Q\ 20
10
nnnnnnnnn aa . - 2 2 2
N 2, 2. ¢ 2. ‘2
Unigue viral post impressions {_/ \ /D . N ’f%_;? "t.'g,’ {224:
2, % % % %

Click on a line to view the progress of the total number of fans in time, for the selected metric,

Frequency distribution of unique post impressions
Haw many viewd your posts grouped by number of post views {01/09/2013 - 30/09/2013)

150

100

Metrics: | per 28days " Group: |Mamet|ng w4 Page: ‘Entersuﬁ Social CRM

The number of people who saw your Page or one of its posts from a story published by a friend. These stories include
- liking your Page, posting to your Page Wall, liking, commenting on or sharing one of your Page posts, answering a
Question you posted, RSVPing to one of your events, mentioning your Page, phototagging your Page or checking in at

B
I MII

r:'_,r’: e, \-3,3‘-3, e, % B b

==
II25 lS.iilllll II

by a friend. These stories include liking your Page, posting to your Page Wall, liking, "o qg‘l‘)a_g 2z <”(39 (’759 "% ("’7& ’Q&JQ%J!% %0, D-J.
%, %, 'f"za 0, %, R,

=,
T T R R T Y

Page or checking in at your Place. te, on any of the two charts on this dashboard, to automatically access
ITOTOET T TETE T I POS T I e T eriod starting from three days before the selected date and until that specific date.

the main view “Soeial media activity”

Maximum - Minimum mesurements (descending order) Page views by external referrals

I
Unigue past impressions I = (Number of referrals = 0)

| — ————————— ——
— s ———

eE
| II
% 0 %

m W
11-20.4

N: N

.21+ .e-m
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Image 89: Frequency distribution of unique post impressions

5

5

«

Page negative feedback

This dashboard (Social networking / Insights & Analysis / Facebook | Page negative feedback) allows you to examine the negative
feedback by your page fans and other users.
Image 90: Page negative feedback

Facebook | Page negative feedback X

Parameters

Metrics: [';;grdav ; v|

The number of times pecple took a negative action \w ‘

The number of people who took a negative action

Group: | ServiceSupport

Page: | RD Entersoft

IS

"
[FR T

w

)

i

o I
3 & &
% N %
%, =, %,
i< % L

click on the measurement of a specific date, on any of the two charts on this dashboard, to outomatically access the main view ~Social media
activity” in order to review the posts in the time period starting from three days before the selected date and until that specific date.
Page negative feedbacks

Click on a line to view the progress of the total number of fans in time, for the selected metric. | 1he Number of times people took a negative action (e.qg., un-liked or hid a post)
Negative feedback by type

=
The number of times people tock a negative action broken down by type (26/10/2012 - 10/10/2013)

=

w

ra

Measured on: 26/10/2012

"

xhutton_clicks
How many: 1 .
d ] hidea_all_clicks
L I e cice
o S !
< ) 2
%y 2 X
< % )
U % P
hide_all_clicks Hide all stories from a Page Hide all stories from a page
hide_clicks Hide a story Hide this story
xbutten_clicks

The number of times the "x" button was clicked

Refers to the number of times a user clicked the "x" button next to a post, but did not necessarily go through with actually taking an

Similarly to the other dashboards:

Includes all facebook metrics related to page negative feedback
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e  Provides the definitions of all metrics and measurements in order to facilitate comprehension

e By clicking on a measurement on a specific date, the dashboard allows you to access the “Social media activity” view

(scroller) in order to review the posts in the time period from three days before the selected date and until that

specific date.

e And allows you to focus on the number of times people took a negative action broken down by time, within the selected

period of time.

Watch other pages

The public insights of Facebook pages not owned by us that we have chosen to monitor (see: public insights) are reported

through the new dashboard: Facebook | Watch other pages, which is available on the menu: Social Networking / Insights and

Analysis. The reported insights include a comparison chart of the total number of page fans of the pages we have decided to watch

and any Facebook company account we monitor in the Entersoft Social CRM. Moreover, the dashboard allows you to focus on a

specific page you watch and review its fans per country, for a specified period of time.

Image 91: Facebook | Watch other pages

Page performance comparison

N .-' e ﬁ! ﬁ_E'-ﬁ__h-h-h-h-h------

Insights by pags sad country
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15. 8 Connecting to your Twitter accounts & Facebook pages

One or more Facebook and / or Twitter accounts can be monitored at the same time. You may select the Social Media Accounts
you wish to manage by Entersoft Social CRM and connect to them (menu: Tools and Configuration / Customization / Social
Networking / Company Accounts). In order to connect to a Social Media Account, first you need to select the Social Network
(Facebook / Twitter are currently supported) and, then, the corresponding connector. Click on the “Connect” button and provide

the account credentials. You can “Renew access approval” in the future, if necessary.

Creating a Connector on facebook| The role of facebook apps

SocialCRM and facebook fan pages are associated
through a facebook applicafion that handles the Basic Advanced Migrations
accessibility and cooperation of the two systems.

Native or deskiop app? N Is App Secret embedded in the client?
Enable if your app is a native or deskiop . This restricts the app secretusage to
app methods allowed by  client token [7]

Deauthorize Callback URL

This means that Connectors are actually facebook
applications: at least one facebook application needs to
be created and associated to SocialCRM for every
implementation / installation.

What should we ping when a user deauthorizes your app?

App Restrictions

Contains Alcohol Age Restriction
Restricts age in some locations (7]
b Anyone (13+) v

So, in order to create a Connector as a facebook Social Distovery | Goutry Restited
application it is needed to: e e
(a) Become a ‘facebook verified developer'.
And make sure that you have access to
developers.facebook.com and that you are allowed Server [P Uihtelst
to create new apps and so forth. [ R e R o e PR

d countries

Security

Update Settings IP Whitelist

App Setiings can only be updated from these IP addresses

Update Notification Email

(o) Create the facebook app.
|.e. visit developers.facebook.com/apps and let

A notification email will be sent to this address when updates are made to app settings

Client Token
facebook know about the new Connector you wish P — Resst
TO CreOTeThe fO|IOW|ng Steps WI” gUIde yOU ThrOUgh wo | Reauire App Secret ‘ Require 2-Factor Reauthorization
The Configuro.ﬁon Of O ﬂeW fOCGbOOk Opp for the Require app secret for server API calls Require 2-fac to change application setings
e . Allow AP| Access to App Settings
specific purpose: St No prevertshanges 35 st
e Goto My apps :
. Add a new app > Facebook canvas Client OAuth Settings
e Type the name for new app, Create new app id &
Client OAuth Lngm
Save = Enables OAuth client token flow. Secure your application and prevent abuse by locking down

y N o which token re: ct URIs are allowed with the options below. Disable globally ifnotused. [2]
° GOT. The Opp s BOSIC Se'tlngs Web OAuth Lngm Force Web OAuth Reauthentication
. Define the Display Name & the Namespace = Enables web based OAuth client login for ™ | When on, prompts people to enter their
L. building custom login flows. (21 Facebook password in order to log in on the

. If the app isintended to be used for contests as well wep. (2

then Add Platform too (see section: 8 on page: 34). Embedded Broser OAUN Login
e Ensure that advanced settings are as in the image on ORuentiogn. 1

fhe nghT Walid OAuth redirect URIs
e Finally, make sure that the Fan Page/Company [

Account Administrator is also defined as the Facebook W | OO DMeS o

Application Administrator (in the Roles tab). gedes ke asman v

e Do not forget to publish the application (Status &
review / Status: published)

Business Manager

ASsotiate your app to a business to use the Business Mapping

APl and access direct develaper support Get Started
(c) Define the Connector in the Entersoft Application Advertising Accounts % Ads APY
context Authorized Ad Account IDs
In the ESNoSync folder of the Entersoft Application
create a plain text file:
SocialMediaConnectors.config, with the following Analyties for Apps
contents. Replace the apild and the apiSecret with Cotect e Appe ACUeriing iaentner (DFA) Whh App Eerts
the ones that Facebook assigned to your 108 developer prograr -

r e mol app

a pplicoﬂon collected through the Facebook SDK, even if this sefting is set to o
Allow All Analytics Users to See Sensitive Info

Turning this on allows anyone with access to this Analytics account to see il data for this app, including
sensitive ino like purchases, revenue and more.
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File 1: SocialMediaConnectors.config in the ESNoSync application folder

<?xml version="1.0" encoding="utf-8"?>
<configuration>
<configSections>
<section name="connectorsSettings"
type="Entersoft.Framework.Platform.SocialMedia.ConnectorsConfigurationSection,
ESSocialMediaConnector"/>
</configSections>
<connectorsSettings>
<connectors>
<add connectorId="XXX connector"
connectorTitle="MyCompanyName Facebook Connector"
socialMedia="Facebook"
apiId="000000000000000"
apiSecret="00000000000000000000000000000000"
/>
</connectors>
</connectorsSettings>
</configuration>

(d) Associate SocialCRM with your fan page using the new connector.

Image 92: Company account | Online insights expander

Compary 03

Page
]
RD Ersersct

RD Erterscht

CAM_ Markeseghomi, CRM_Swhes, CAM_ Managessent, CRM_Seies masagesnt. CAM_Mickating 2

ups SINTERACTION )

Oniine imights

Fage  Messages  Notficalions  Insights  Publishing Tools Export  Sellings  Helpr

Viss  Posis  Videos  People

Showing data from 08M 0201514102015

Page Likes > PostReach > Engagement >
140 489 82
1 456 81 —
=
e | 2
6 N
84

In case of Facebook, if the account includes more than one Pages / Users, the system will return a list of these and you are

expected to select one (Image 93). Some additional account info, provided by the selected social network, will be automatically

filled in.

Note that...

In case of Facebook, only “Fan Pages” are supported.

Image 93: List of Facebook Pages / Users under a single Facebook Account

Name on the accourt Account code
4 Account type: User

100003479440870

4 Aocount type: Page
RD Entersoft 386581068026018
New 505139339501147
Just testing 212253905563330

Page: 65/ 69



u...
o/
... ENTERSOFT Entersoft Social CRM

When connected to a Company Account you may schedule the downloading of the account activity (by clicking on:
&2 Download posts - scheduling )

In case of Facebook accounts only, you may also:

Download the page level insights and schedule the frequency of future downloads of the statistical data. Moreover,
you may download past insights. The Entersoft Social CRM will download all insights starting from as many days ago as
defined in the company parameter: "Number of days for downloading past insights” and until the most recent
available. Note that the default period of time is set to be 90 days (3 months approximately); the number of days can be

theoretically as large as you wish; however it is recommended not to exceed the 365 days (1 year).

Access the online account insights as these are provided by Facebook (Image 92, “Online Insights” expander) and the

list of your fans (“"Fans” expander).

Note that...

In order to access the Insights / List of fans (i.e. any social media data that is not publically accessible) it is
required to login to your facebook/Twitter account. The facebook / Twitter login session will be closed after
exiting the application; therefore Social CRM users are advised to login to the social media accounts they
manage, within the ES Application. In case of Facebook in particular, make sure that you login as a page
manager rather than the page per se.

e Moreover, here you define the User Groups that may access the account activity or/and create new posts. Granting user

privileges at this level provides effective and meaningful row-level security; hence, different users can access different social

media activity when accessing the same lists and forms.

e Additionally, the customizable workflow groups allow you to focus on purpose-specific social media accounts e.g. on a

Twitter account specialized for providing advanced online customer service and support. These can be defined in

customization (menu: Tools and Configuration / Customization / Social Networking / Company Accounts — Workflow groups).

It is recommended to link any Social Media Accounts, primarily used for Service purposes, to the Service workflow group that

is defined in the corresponding Company Parameter (Image 94).

Image 94: Company parameters: Defining the workflow group that sets a Company Account as Service Account

# CATEGORY: Social CRM - Social networking
i Set Social Media Company Account as Service Account Vertical SERVICE

Note that...

When inserting a Company Account, a regular Social Media Account is also created. You can access this by
clicking on the View account | button and vice versa; i.e. you can access the Company Account (if any) from

a Social Media Account, by clicking on the | Related company account | button.

@ Recommendation

For reporting purposes, it is strongly recommended to associate the Social Media Accounts of your Company
Accounts to the Person that represents your Company.
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16. & Downloading social media activity

The social media activity is downloaded per company account either automatically, based on the scheduling settings you have
defined (see section: 15), or on demand. In order to download the activity on demand, one should go to the list of Facebook posts
or the list of Tweets correspondingly.

By selecting the “"Download posts” action which is available on these two lists, a dialogue similar to the one presented in Image
95 will be displayed. Only the accounts accessible by the current user are available, similarly to any other Social CRM list. Note that
the specific dialogue is presented only when meaningful, i.e. only if more than one Facebook / Twitter company accounts exist.

Image 95: Downloading posts on demand

Select accounts @
[C] Just testing D Iedida 212293905563330
RD Entersoft [ Zediga 386581068026018
[C] Entersoft Social CRM D Zedida 541026522592050
‘ Accept Cancel

The Entersoft Social CRM ensures the automatic registration of the downloaded posts as Social Media Activity Tasks in order to
allow the substantial integration with the standard Entersoft CRM.

The downloaded posts are automatically registered as Activity Tasks based on the results of the customizable “Auto-registration
list” (Tools and Configuration / Customization / Social Networking / Auto-registration). This approach ensures the substantial
reduction of ‘noise’ and, by default, the exclusion of any (typically many) Facebook auto-created stories, which do not convey any
particular CRM value.

Nevertheless, the non-registered posts are also included in the recent activity analysis dashboard. Such posts are not accompanied

by the E.i" icon, as shown in Image 96. In any case, the manual / ad hoc registration of the downloaded posts is fully supported.

Image 96: Recent activity dashboard | registered and non-registered activity

From account activity Type Post content
@ RD Entersoft Like Photo RD Entersoft shared ENTERSOFT's pho [.]
@ RD Entersoft Posted j Update status RD Entersoft likes a photo.
. — Keihr xpowic!l!
= " %
& Spyros Dedes Like =7 Update status e

For the (auto-) registration to be completed successfully, the Social CRM task types and the related customization must have been

imported in advance.

@ Baseline social CRM configuration

Use the Entersoft migration fool, which can be accessed from the Tools and Configuration / Import-Export data /
Import data (advanced mode) and execute migration scenario that is available under the
ESMigration\ESCRMZero application folder.
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Image 97: Social media activity class - Task types

9 -

[ E SMA Facebook - album ES.SMA SMA
[ L] SMDM Facebook - direct message ES.SMDM SMOM
[ E SME Facebook - event ES.SME SME
[ @ SML Facebook - link post ES.SML SML
[ |___I| SMM Facebook - milestone ES.SMM SMM
[ D SMN Facebook - notes ES.SMN SMMN
[ SMF Facebook - photo post ES.SMF SMF
] SMP Facebook - status update ES.SMP SMP
[ B:E SMV Facebook - video ES.SMY SMY
[ “_ SMCo Facebook contest ES.5MCo SMCo
[ @ SMD Twitter - direct message ES.5MD SMD
[ @ SMT Twitter - tweet ES.5MT SMT
(=) Template

b SMCT Facebook - template comment ES.SMCT SMCT
(=) Uses template

bR SMC Facebook - comment ES.SMC SMC
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& Appendix October 2015: Upgrading to Facebook version 2.x

Since 2014, Facebook proceeded to a series of major upgrades related to the way it communicates with third party applications

through its API (see: https://developers.facebook.com/docs/apps/changelog). These upgrades vastly affected Entersoft SocialCRM.

One of the most important changes was that facebook made available to 3™ party apps a App-scoped AccountID for Page Fan
Interactors rather than their one, universal (and, until then, public) AccountID. This means that Entersoft had to update the IDs of
all of the listed Facebook User Accounts. This update is invoked manually and your consultant will guide you through it. The

following are needed for this process:
e An Entersoft application of version 4.0.38.1 or later.
¢ A new Facebook Connector. For registering a new, installation specific connector: see section 15.

e The MigrateSocialMediaAccountTool.exe which needs to be installed in the Entersoft application folder.

When executed, you need to login using administrative Entersoft Application Credentials and then define the following:
o Configuration

(a) Folder: a temporary folder for saving User Account data. Create a new, empty one and assign it to the

migration tool.

(b) Connectors: select the old Entersoft Facebook Connector to the one - specific to the

installation/implementation.
o Execution

(a) First, download new app scoped IDs. On Start, you will be asked to login to your Facebook Account.

Make sure you use administrative credentials.
(b) when completed, Update the Database

Image 98: MigrateSocialMediaAccountTool.exe

r N
a2 Sacial Media Account Migmu_ [ e
Corfiguration
Selact ths working drsctory
Folder: ~ F:\FaceboolAccourt|DMigration =
Select the connectors
From  Entersoft Facebaok Connector -
T Ertersoft Facebook Connector 2 -
Selsct ths action
@ Download new app scoped ids
The new ids wil be stored 3= files in the working directory
) Update database
Tables ‘ESTMSMAccount’ and 'ESTMSMCompanyAccount
will b2 updatad
Click *Stat'to begin action..

This will result any registered company accounts to be associated the new Connector and any related User Accounts will be

correspondingly updated.
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