
Reach your customers where 
they are – on social media!



Social networks like Facebook and 

Twitter have grown at a staggering 

pace – and that means millions of 

people are online and connected at 

any given moment.

As fast as someone can grab a 

smartphone and start typing, people 

can air their opinions about your 

products or organization.

How do you stay on top of what 

people are saying, so that you can 

build their loyalty and win their 

business?

Interesting fact: Radio took 38 years to reach 50 million users – Facebook took less 

than 9 months to reach 100 million users!

Source: socialnomics.net, Social Media Revolution video (Refreshed), by Erik Qualman



Get the details about social listening and other exciting features in the latest release. 

http://www.bing.com/http:/go.microsoft.com/fwlink/p/?LinkID=397298










positive

negative

neutral



Want help to improve your odds of 
closing more deals?

Let’s say you’re running a special 
offer on one of your products. A 
prospect received the offer, and has 
posted a question about it on Twitter.

With Microsoft Social Listening, you 
can click a post to go straight to it, 
answer the question, and maximize 
your chances of winning the 
business.



positive

negative

neutral

About Competitors



Now that you know a bit more about what 

Microsoft Social Listening can do, you’re 

probably ready to set up your own searches.

There are two places where you can see the 

social listening charts in CRM:

• Dashboards

• Account, contact, or competitor screens 

(or on other types of records, depending 

on how your system is set up)
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On the nav bar, click or tap the Microsoft Dynamics CRM logo.1

2

If you’re the CRM admin at your organization, and you want to 

create a dashboard that everyone can use, click or tap Settings.

If you’re in sales, service, or marketing, and you want to create 

a dashboard for yourself, click or tap the tile for your work area. 

-OR-



If you’re in sales, service, or marketing, 

click or tap Dashboards.

If you’re the CRM admin, click or tap 

Customizations > Customize the System

> Dashboards.



If you’re the CRM admin, click or tap 

New on the toolbar.

If you’re in sales, service, or marketing, 

click or tap New on the command bar.





CRM Online Spring ’14 only



an example that shows 
you how 
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launch the Social Listening wizard
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On the nav bar, click or tap the 

Microsoft Dynamics CRM logo.
1

2 Click or tap your work area,

3 and then click or tap Accounts.
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an example showing you how 
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Analytics Summary

Get details about how many posts are showing 

up, and how the search topic or category 

you're interested in is trending. 

You'll also see the sentiment that is being 

associated with your topic--positive, negative, 

or neutral--and what languages are being used 

to discuss your topic or category. 



Sources Summary

Compare where the posts are coming 

from. Quickly check sources like blogs, 

Facebook, Twitter, and videos.

Click or tap an arrow to get more details.



Buzz report

Check the buzz on your search topic or 

category. See the total number of posts and 

the average number of posts per week. 

(You can also choose a different time frame.)

The Buzz report helps you keep track of the 

volume of posts overall on all active sources for 

your search terms.



Trend report

See how the number of posts is trending 

over time.

The Trend change compares the past five 

time frames (days, weeks, or months) to 

the most current time frame. 



Sources Share of Voice

See a chart that compares where the posts are 

coming from, and shows you which sources are 

the most active.

In this example, all the posts are from Twitter.
Twitter

Facebook

Blogs

Video



Sentiment Share of Voice

See a chart that compares the positive, negative, 

or neutral posts about your search terms.



Languages

See the top 5 languages with the most posts 

about your search topic or category.

At a glance, see which languages were used 

the most for posts about your search terms.
en English

de German

fr French

sp Spanish

it Italian



Volume history

See peaks and valleys in the volume of posts 

for all sources over time.



Sentiment history

Correlate sentiment about the search topic 

with dates and events. 

The black line indicates the sentiment index. 

The green line indicates the average sentiment 

index in your time frame. 



Sentiment summary by sources

See how the sentiment varies among sources. Are 

posts on Facebook trending positive while Twitter 

is neutral? 

In this example, all the posts in the past week are 

on Twitter, and they’re all positive.



Sentiment volume

See a bar graph comparing the number of 

positive and negative posts. 

This example shows the data by day, but you 

can also see weekly or monthly comparisons. 

Click or tap        at the top of the chart to select 

a different time frame.



Recent posts

See an excerpt of the 5 most recent posts on Twitter. 



Most active authors

See which people are mentioning your search 

terms the most. You'll find details about the the

number of posts, the author's share of voice, and 

the trend change. 



Thanks for reading!

Did this eBook help you? 
Send us a quick note. 

We’d love to know what you think.

Find more eBooks at 
CRMCustomerCenter.com

Version 6.1.1
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