
© 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 1 © 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 1 

Elizabeth Rector 

October  2012 



© 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 2 



© 2010 Cisco and/or its affiliates. All rights reserved. Cisco Confidential 3 

Why Integrated Intelligence 

The beginning: Influencer Intelligence 

Evolution: Customer Intelligence 

Goal: Holistic Model 
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•  Enable accountability and drive strategic direction 
•  Identify key discussions to change perception and 

integrate Cisco messaging 
•  Understand trends to optimize communications mix 
•  Understand Voice of the Customer across multiple 

channels 
 

Visibility Into Stakeholder Conversations Drives  
Evidence-Based Business Strategy 
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Top 300 Traditional 
Media + Top 12 

countries  

Top 50 Social Media 

Financial Analyst 

Industry Analyst 

Cisco Internal 
Employee 

Discussions 

Communications Dashboard 
 
 
 
 
 
 
 
 
 
 

Cisco Q3 sentiment 

Q3 Peer Share of Voice 

Metrics: 
Sentiment 
 
Share of Voice 
 
 

Platform Inputs 
•  Quarterly integrated metrics reports 
•  Top 12 country analysis (includes non-English)  
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Zero Mindshare shows where competitors get coverage and Cisco is not included 

•  Cloud computing was 
identified as #1 area where 
Cisco was not present in 
the conversation 

•  Data presented to 
executives resulted in 
increased resources/focus 
on the cloud strategy. 

IBM Q4 topics where Cisco not included  

Data Center example 
 
HP Q4 topics where Cisco not included  
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Sentiment  and Theme Analysis can be carried out on any documented conversation/
source. 

Employee Sentiment 
Example 

•  Monthly pulse of 
employee discussion 

•  Analysis of 
Sentiment and 
Themes 

•  Presented to CEO/
Board to understand 
issues that need to 
be addressed 
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Combine analysis of 
customer conversation in 
multiple channels to drive 
insights: 
 
• Key Care-abouts 
• Message optimization 
• Integration with other data 
for a more holistic view 

Cisco 
advisory 
boards 

CSAT 
verbatims 

Customer Oriented Social 
Media 
• Discussion Forums  
• Cisco & Competitor Communities 
• Blogs 

Analyst & Media focused 
customer perception 

Customer Surveys 

Cisco Live/ 
Customer Events 

Integrated 
Customer 
View 

Source: Cisco Strategic Marketing 
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                         Influencer Insights 

Social Media 
• Blogs 
• YouTube 
• Facebook 
• Twitter 
•  Forums 
•  Linked IN 
•  Review sites 
 

Traditional 
Media 
• Both print 
and online 
• Includes 
global non-
English 
 

Industry 
Analyst 
Reports 
• Top 
industry 
analyst 
firms 
 

Financial  
Analyst 
Reports 
• Sell side 
analyst 
reports 
 

Partner 
Data: 
Partner  
Survey 
Verbatims 

Customer 
Data: 
CSAT 
verbatims 
Event 
verbatims 
Advisory 
board  

Employee 
Data 
• Blogs  
• Forums;  
• Email lists  
• Surveys 
• Video 
• Pulse 

Customer & Partner Insights 

Currently Analyzing Influencer Data 

Integrated market insights across influencers, partners and customers 

In Progress 

Integrated, holistic view drives strategy based on insights across 
all stakeholders using a common analysis methodology 
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Wow! I really 
get how my 

stakeholders 
can help the 

product 
teams 

 
fI have a whole 
new perspective 

of how my 
audience differs 
from the rest of 

the world 
  

I now have the 
full picture and 

can make 
better product 

decisions 

Thanks for 
collaborating! We are 
making a big impact! 

We’ve connected our silos! 
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