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Key Benefits
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Samsung admits to making misleading water-resistance claims
about 7 phones

The company now has to pay a $9.7 million fine in Australia.
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Methodology to find the
satisfaction drivers and their
relative importance from UGC.



Text-mining and topic

Web-scrapping and/or modelling

social listening Natural language processing
Find aspect-wise
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Find action points Competitive Analysis

Econometrics and
Machine Learning
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Other solutions for big brands:

e How social media mentions contribute to offline brand
image/brand equity?

* What is the relative performance of my hotel chain/retail chain
(intra-chain and inter-chain comparisons)?

 What is the short-term and long-term effect of the action points
on brand image/brand equity/customer satisfaction? (Time series

modelling)



* Customer Segmentation:

* Segment 1: Focuses on
aspect 1 and aspect 3

* Segment 2: Focuses on
aspect 3 and aspect 4

* Segment 3: Focuses only on
aspect 2




How cultural variations In
consumer behaviour can be
easlly tracked



Cultural

Differences

54
I 35

Power
Distance

United Kingdom x

89 95 92
66
46
I 35
Individualism Masculinity Uncertainty
Avoidance

* estimated

88
| 51

Long Term
Orientation

42

Indulgence



Sample |dea

Brand
Trustworthiness

\

Brand
Favourability

Brand
Usefulness

Brand Advocacy

Brand
Innovativeness




What Is Its Impact on sales?
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Related solutions:

 What is the monetary effect of a review on sales?

 What aspects should be written in a review which can increase
sales?

 What aspects of user-generated vs company-generated content
will increases sales?

 How much should | pay to a particular influencer for his/her social
media post/review on my brand?



Dark social media



Additional problems
* |dentify fake reviews
* |dentify rumours/click-baits

* What are the engagement drivers of social media posts (company
generated vs user generated)

 Predict the future engagement in a negative rumour/click-bait about
my brand



hank You

Dr. Swagato Chatterjee
+44-7459886527
swagato1987@gmail.com



