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How consumers communicate in 2021

Stats Show That WhatsApp & Facebook Are Most Widely Used Messenger Apps.

@) WhatsApp
@ Facebook

@ Viber

@ WecChat
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The Solution

Bilendi discuss is a multichannel
conversation and analytics platform used for
agile qualitative and customer experience
research.

Bilendi discuss enables to collect data from
consumers in real time through real-life multi- ' |
channel conversations, anywhere, anytime,

In the moment.

Bilendi discuss allows you to generate real-
time insights that can be activated via large-
scale bespoke conversations via Whatsapp,
Messenger, Slack, Linkedin
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Our case Study — Samsung Insiders



Samsung Insiders Bilendi gyjpies

S ’\ IVI s u N G Samsung’s briefing

Create a community of Samsung consumers

>INSIDERS< Aiming to

_m

* Collect immediate feedback

* Gather in the moment insights (Need for a mobile only
solution)

* Provide ease of use and easy engagement with
consumers (No need to install and addon or a new app)

* Minimise external recruitment costs

Easy to integrate with the current solutions used for
consumer feedback
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s ’\ IVI s u N G Samsung’s briefing

INSIDERS« Objective:

e 1. Validate concepts and ideas in an immediate and
ae . interactive way with Samsung consumers

2. Set an interactive conversation between the insights
team and the brand’s (and competitor brands)
costumers

Length: Running the community during the entire year

Incentive: None
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Samsung Insiders

SANMISUNG

)INSIDERS(
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Samsung Insiders

The creation of Samsung Insiders

Bilendi girKs

Discuss

Via two internal channels

Actualite Assistance Audio & Video Autres Communaute Decouvertes IT Maison & Electromenager News

@SamsungFR

Tweets

2
X g o
-
Direc ancrs
ste ve S

SAMSUNG

>INSIDERS«<
UNPACKED | 023120 | ive on e samsunc com
[HEBDOTOPIC] Vous [HEBDOTOPIC] Ce que vous Galaxy UNPACKED : & quoi
souhaitez participer a devez savoir sur la vous attendre ? G | xy
rameélioration de nos garantie et la version Ly 2 une semaine
prodiits et services ? logicielle Q
Cestparici! a une sema
y 3 une heure

nouveautes UNPA zo
@ 05 O 1

Envoyé par Adelinel

- ° Samsung FR @
Envoyé par RachelP Envoyé par RachelP

Recruitment via Samsung.com
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SHOP MY SAMSUNG s AMSUNG EXPLORE ASSISTANCE

Dites-nous tout !

Votre expérience nous est précieuse !

Envie doffres et solutions toujours plus personnalisées ?
S10+ vous accompagne. Nous espérons qud vous donne
faction et vous r c

1 moss, c'est également loccasion de vous exprimer, afin de nous permettre de mieux
cemer vos attentes et continuer 3 vous fournir les medlleurs services possibles

PARLONS DEMOI!

“always-on” recruitment via Samsung’s

newsletter



Samsung Insiders Bilendi gujaks

After registering in the community

Segmentation of the respondents

Segmenting the participants with a

GROUPE(S) _ _ _
: recruitment queStlonnalre
LY CSP: EMPLOYE SMARTPHONE: SAMSUNG
I O O SOMIE O Recruitment questionnaire, segmenting by:
s TV: PHILIPS TABLETTE: NON
BARRE DE SON / HOME CINEMA: NON Age
MICRO-ONDES: NON NPS: 8 Gender
REFRIGERATEUR: SAMSUNG Location

Mobile brand and model (Samsung vs competitors)
Other Electronics brands and models

MACHINE A LAVER: INCONNU MODELE: S10+

akownE

AGE: DE 18 A 24 ANS

REGION: AUVERGNE-RHONE-ALPES

Targeting costumers and competitor costumers.
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The creation of Samsung Insiders

Users register in the community and choose their preferred messaging platform

Canaux

| . Giving the consumer the possibility to
Liste des canaux les plus utilisés.

choose

© Messenger 35% Preference:

1. Respondents given the chance to use Facebook
Email 24% Messenger, email and Whatsapp
2. The preferred channel is WhatsApp followed by

———
Facebook Messenger.
9 Whatsapp 42% _ _ _
Multiple channels and one collection tool: Three different

channels used. Data gathered by one single solution.
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Collecting rich data

IMAGES VIDEOS AND AUDIO TEXT

Using the camera, the respondent is able to Providing Ease of use means giving respondents the chance Some respondents still prefer to type their
provide context to some of the answers to record an audio instead of typing an answer answers.
given in text

Some of the respondents prefer recording a video to save
time and better explain a process or an action

Over 5,000 images collected so far. _ _
Over 1,000 audios and videos collected so far
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Collecting and analysing data in real-time

JU'  Julia * 4 months ago

Bilendi Discuss enables us to
automatically code the image content

Participants have uploaded so far more than
five thousand pictures which were
automatically coded by the Al engine in real
time

This enabled us to process multimedia content
faster and focus on the insights analysis rather
than in preparing the data set.
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Collecting and analysing data in real-time

Over 1,000 audios sent. Bilendi Discuss allowed us to automatically transcribe all
the audios recorded by the participants of the community

O
AN Andrea * a month ago

{J'aimerais avoir un nouveau Samsung mais je préfére attendre que le nouveau modéle soit moins ]
cher

P 0:00/0:09 m—m—m——— )

Ranl Tae
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Collecting and analysing data in real-time

Transcribing and...also automatically tagging the content

AN Andrea + a month ago
J'aimerais avoir un nouveau Samsung mais je préfére attendre que le nouveau modéle soit moins
cher

P 0:00/0:00 mm—m—m—— )

{ samsung X modele : nouveau samsung : cher : ]

Reply Tag
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Collecting and analysing data in real-time

L0  Lorenzo * 2 months ago
We could moderate a discussion, asking

individual questions or group questions to the
entire group.

It's very easy and simple.

> 0:02/0:02 e————— )

We were able to set one to one conversations
with participants. This enables us to:

easy . simple
* Get a more granular feedback Reply Tag

. . .. DA . . ~ fowmr cornnde aon
* Have an open dialogue with participants Danielcunill Moderator - a few seconds ago

Thanks Lorenzo! Is there anything you'd improve?
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Mobile Focus Groups

) ()
LO Lorenzo * 2 months ago

Samsung had the ability to create Whatsapp It's very easy and simple.
groups where the communication was
indivi | (r ndents wer I nly hol .

d dua_(esp_o dents were able to only qd > 0:02/0:02 0
conversations with the moderator) or collective
(respondents able to hold a conversation with
the moderator and other respondents) casy | X simple

. - Reply Tag
* Focus Groups with specific clusters
= Danielcunill Moderator + a few seconds ago

Thanks Lorenzo! Is there anything you'd improve?
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Data analysis

All posted content is automatically analysed
in real time by our Al engine and accessible to
customizable dashboards

* Content auto-tagging: verbatims, image
* Sentiment analysis for all answers

* Word cloud

* Tops and Flops w, ©, ®

* Fans detection

* Filterable views

Confidential - Property of Bilendi

E John Smith

Video On Demand

2 Overview

# Members
¢ Insights

il Settings

2 | 2 Members

7 | 7 Discussions

@ Feedback

& Admin

Discussions

Score

Represent the global satisfaction of
members.

, 6.02

Sentiments

Overall sentiments computed for
all posts.

5
12
B8
Posts
Number of posts aggregated.
29
Members
Number of registered
2

Groups

& Tops
Posts with the best scores.
Time to say goodbye!
Happy | was selected. Bye

Naomie afew seconds ago

Being able to do it from whatsapp
was a smart move

Naomie a few seconds age

It was fun to participate to this
project. Hit me up for more.
Naomie afew seconds age

Thanks & and see you soon

John a minute ago

| really loved participating to this
nrniact acnaciallv whila haing ahla tn

Wordcloud

Aggregate of tags by number of occurence.
many

whatsapp gesture season

things tv

Bilend

Discuss

Fans
Most positive members

NA Naomie 645

Jo  John 620

Images

QUIRK'S

o Flops

Posts with the worst scores.

Tonight's program

| will not be watching TV tonight. |
am working.

Naomie 4 minutes age
| am not sure what's on tonight.
John 4 minutes ag
Movies and TV shows
That's a bummer &
John 7 minutes ago
Screen time

According to my phone B. | spent
around Shours per day watching
videos. This is scary

List of all images posted.

tonight phone

7. L Al

See all (4)



Key Take Aways B”gﬂgl

e We were able to achieve a high level of engagement

e Using a tool fully adapted to how consumers
communicate today
Using the preferred messenger app for the respondent
No need to download a mobile app

As a result, we reduced the participant recruitment TRY ME AND
costs vs other solutions WIN A £200
VOUCHER!
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Key Take Aways B”QQQJ

100% Mobile, 100% in the moment
The moderation feature enabled us to get more granularity
e Easily collecting data via multiple apps in more than 20
languages
Having the ability to process insights faster thanks to the use of
the automated tagging and transcription of videos and pictures
e Getting the ability to run a community during an entire year

without incentives TRY ME AND

WIN A £200
Confidential - Property of Bilendi A

VOUCHER!
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Discuss

TRY ME AND Daniel Cunill
Director for UK Market Research Services
WIN A Email: d.cunill@bilendi.com
VOUCHER

WORTH £200!
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With Bilendi discuss you can generate instant
Insights through online, large-scale, personalised

conversations on participants audience’s preferred
messaging channels



