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®. . John Belchamber
' A Head of Capability i CRM at 02 (UK)
A Part of Telefonica 38.2Million customers worldwide
A No 1in Uk Market (18.4Million)
A Postpay @ 6.8M spend @ £60-65
A PrePay @ 11.5M spend @ £15-20
A Strong SMS market i 160-170 Average
A Over 200M Marketing Messages Targeted in last 12 Months.
A Innovation: IPhone, Broadband.

A Top Mobile operator in independent CSI measure in Uk for last 24 Months
I Turning customers into Fans

Why am | here?
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Fast forward to 1950
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How do we start this approach?

Basic Calling Circles Cleansed Calling Circles

A Ccall more frequently (
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This provides the basis for the first new approach in CRM this
technology delivers: Fingerprinting
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But imagine how we could better anticipate

customer needs if we knew what role people
played in a social network?

Calling Circles give Rating different styles of Scores translate into
Volume and Social interaction creates individuals influence in

Network scores Community
| “Parochial

o

This turns social networks into hierarchical communities

o

Idiro, a start-up Irish company, have developed a best in class capability which is
being used by a number of organisations in the UK and across Europe

A Wedve evaluated their solution against
gives us the best capability to discriminate social networks.
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What does this look like?

“onal
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T

Creates a Large, Interconnected
Network.

Millions of Nodes
Network is Interconnected mass

Some nodes are well connected

o Do Io I

But éto better wunder
¥ network sociologically we have
Ty to

A Break it down into smaller

components
i A Use specific network-based
o7 ., ,\ measurements.
i L
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* Distant Nodes

* Neighbourhood Nodes

Community Nodes

generate an i ndividual
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From the 7.8M communities we have identified we then
apply the Key Soci al Net wor k Me
A Size
A Number of Subscribers in the community
A Density
A Connectivity of Community
A Cohesion
A Fragility of the Community
A Communication Roles
A Connectors, Networkers, Parochials, Self- Reliants
A Traffic Roles

A Source, Repeater, Sink.

To tell us about connectivity and social relationships of that
group and hence pull everything together.
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Wh a t do these meaneé. Si ze

A This reflects the number of personal
relationships that mobile phone

networks support. (Cummings, Lee
and Kraut 2005),.

A Most Individuals maintain 107 20

close relationships from a set of o
approximately 1000 interaction o larger

partners (Wellman 1999)

A Relations are also enacted. They are
maintained through communication

and the exchange of support as well
as concrete actions (Cummings, Lee, O2 average is 7
Kraut 1994).
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What does this mean - Cohesion

A Cohesion reflects the fragility of the community or the number of nodes
that need to be removed in order for the community to break apart.

A In this example the right hand cluster is more cohesive because it has
more links between individuals. Removal of the central node in the
cluster on the left would create large disruption and hence has an

greater degree of fragility.
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What does this mean i Community Roles.

Networker

A Higher External connection and few internal
connections. Want to reach out of their Social
Circle.

Connector

A High Internal connections and higher external
connections

Parochial

A High Internal connections and few external
connections

Self-Reliant
A Few connections inside or outside the
network.

A

A

Networker

A Good for retention and satisfaction messages.

Connector

A Influencer, brand messages.

Parochial

A Good for retention and satisfaction messages.

A
Self-Reliant

A Blogger, avoid creating bad experiences.

= Conmector
m MNetworicer
O Self Reliant
O Paracchial
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Community Rol ese.
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