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8)  Web 2.0 & CRM
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CRM

Management of all aspects of the interaction of a 
customer with you, your brand and your organization

Including the capture, storage & analysis of:

• customer process information

• customer feedback and behavior
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CRM in Web 2.0

• Customers talking to each other about you

• Customers giving their opinion and voting

• A dialogue with the individual customer

• In a addition to what they say their profiles contain a vast 
amount of value

• What the customer is looking at

• All the places the customer is being exposed to your message 
or a message about you
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CRM 2.0

• What we have is really CRM 2.0
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CRM 2.0

• Whether the discussion is valid or not it is 
going on

• Things you can do in response to reviews:
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• 10. Read them: As simple as it is to say, monitoring these sites 
occasionally may not be enough! It is recommended sites be visited 
regularly. 

• 9. Audit them: Make sure the review is of the correct outlet to which it 
was attached.  Especially for photos this is a common issue. 

• 8. Study them: Look for trends.  The information provided can be
utilized like comment card or survey information in aggregate to provide 
trends.

• 7. Celebrate them : Leverage positive reviews as far and wide as 
possible. 

• 6. Correlate them: Combine them with other research to validate and 
enhance
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• 5. Distribute them: Website comments should be shared at all levels.  
There are many areas within your organizations that thee could impact.

• 4. Compare them: Competitive research

• 3. Analyze them: The main evaluation needs to be made between 
price and experience

• 2. Track them: The longer the period of time the more informationally
rich and valuable

• 1. Respond to them: Leverage the response mechanism wherever 
possible 
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Web 2.0 & Monitoring

• The technology behind Web 2.0 can be leveraged to assist in 
this process:
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Reputation Management Exercise

1. Sign into Google

2. Click “Add Stuff”

4. Go to Google News, and do a search for your home country

5. Copy URL 

6. Go back to Google Home page and Click “Add by URL”

7. Paste URL

8. This can be done with any content that is one RSS

Go to travel


