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A flood of new data from customers

A Media Usage
A Relationships and Networks

A Social Media -
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A Advertising, PR and Direct Marketing Exposures

A Search Engine Usage

A Web Store Browsing/Physical Retail Shopping

A Transactions
A Product Reviews & Other Prode8pecific UGC
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Wharton Customer Analytics Initiative

Bringing together practitioners and

academics to develop new analytics tools
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Research Programs

A Traditional GranPrograms

I SociaNetworks
I UserGeneratedContent (UGC)
I Multi-Channel/MultiPlatform
I Mobile
Al 2t 1 02N GADBS aGwSaSIk NJ
I Search andDisplay Advertising (Organic)
I ProductSarch Results (Expedia)
I Relationship MarketingStubHub
i d dz(i 2 Y Test AnO Eearn (Charming Shoppes
I ServiceUsage andubscriptionRenewal SiriusXM
I Converting Disaster Donors (American Red Cross/Russ Reid)
I UGC and Product Design (General Motors)
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Modeling Connectivity in Online Networks

Ansari, Koenigsberg & Stahl

A Social network data helps to improve
predictions of behavior above those
based on past behavior alone

A More connected social networkers a
also more active purchasers

A Online connectedness is a more
Important correlate of online behavic
than offline

Knowing a customers social graph helps predict their purc
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Econometric Modeling of Social Interactions

Promote to Michael alA OKI

Michael goes golfing friends golf
more more

Fractionofc u st o me¢
value that derives from
others in the group

Direct Value Indirect Value
35%
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Consumers bring additional value through their commu
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Opinion Leadership and Social Contagion in New Product Diffusion
lyengar, Van den Bulte, Valente

Target social influencers

Physician most often nominated by his
peers as influential is targeted and is
persuaded to increase his/her

prescription by 10 units

V.

Across the board promotion
Each physician is given an
additional detailer visit
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Does Chatter Really Matter?

Dynamics of UseGenerated Content and Stock Performance
Tirunillai and Tellis
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What your customers are saying matters (if you own st
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7,100+ ideas : . e
4.3004ideators # prior goqd |dea}s not s!gn!f!cant
= _ # prior reviewed ideas not significant
170 ideas implemented # prior ideas not significant
# prior comments not significant
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Mine Your Own Business

Market Structure Surveillance through Text Mining
Feldman, Goldenberg, Netzer

Text mine consumer posts Use analyticso explore the
e e relationship between brands
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