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Abstract: The main purpose of the paper is to illustrate the importance of new software tools that can
help your business to monitor all social networks and combat all negative messages about your products
or services. We really need this kind of software to see where all viral messages are in every social network
of your products or services and take all measures necessary to diminish negative feelings. In the past we
had seen some companies that have ignored negative viral messages and in the end that ended in negative

profit figures.
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Today is obvious that business means
to be able to deliver what a client needs any
time anywhere and to see where is your cus-
tomers feeling in every social networks may
exists.

Today, if you own a business, is
a must to monitor social networks about

negative viral messages may appear about
your products or services. All international
companies have a specialized department
about social networks and insights informa-
tion of customers likes or dislikes.
Companies have always focused on
customer satisfaction and improve efficiency
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within the organization. They were oriented
toward identifying and understanding cus-
tomer needs, in order to avoid the risk of
launching campaigns of products with nega-
tive perceptions. In addition, an important
contribution is to use of customer relation-
ship management new software tool within
existing systems, able to contribute to the
effective management of relationships with
customers and thus to achieve marketing
objectives.

If entrepreneurs would use software to
monitor social media, then they really can
improve both services and company image
and if they consider not to ignore comments
and viral messages of social media environ-
ment than their profit would be in positive
limits.

Monitoring software “Oracle Social
Engagement and Monitoring Cloud Service”
is part of “Oracle Social Relationship
Management” and allowed the transition to
a new kind of customer relationship: hearing
their needs and wishes, identify key influenc-
es and ongoing monitoring of key competi-
tors [1].

The benefits of the software mentioned:
capture relevant information from the web or
social media channels , search threads inter-
esting, relevant, trend curves and influencers
, response gave an effective channel for both
business and consumers , engaging in social
conversations across the globe , improving

United
Airlines

productivity, response time and the ROI and
not least providing a complete experience
with the brand [1].

Only if they receive relevant informa-
tion in real time, brand managers can under-
stand what consumers want and provide the
information to match. Social function led to
CRM and so-called “experience” of the user.
Ability to listen, to engage directly through
social media channels, scaling and measur-
ing results and learning from each experience
with each user is the foundation connections
between businesses and consumers in the
new digital era[1].

Social networks sites helps online con-
sumers to get an idea of products or ser-
vices from other consumers experiences.
Comments and suggestions are very im-
portant for both regular customers and for
entrepreneurs.

A variety of factors related to the quali-
ty of the site and information from social net-
works sites have been shown to significantly
affect local online consumers in terms of their
attitude and behavior, the impact being de-
livered finally in receipts and stores active on
the Internet.

United Airlines “breaks guitar” incident
promoted by social networks (Youtube) was
in 2009 the most controversial one. This con-
tributed to the decline of the profit for United
Airlines over a period of several months.

Fig. 1 - United Airlines
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Loses in terms of money, arose from a
movie, become viral, of a customer who ex-
pressed dissatisfaction about the services of-
fered by the company.

In summer of 2008, David Carroll, gui-
tarist of Mexwell band, claimed that during a
flight stopover in Chicago, his guitar evalu-
ated at $ 3,500, was broken.

For a year, he unsuccessfully tried to
get his damages paid. Because he failed to

obtain anything he composed a song enti-
tled “United Breaks Guitars”. The video was
posted on YouTube and became viral in less
than a week collecting 3,143,801 views and
15,343 comments praising the singer. Film
clip illustrates how these bags are thrown
away without being protected as the compa-
ny’s management said to be and to provide
safety to customers goods.

Fig 2— Viral video of David Caroll on Youtube

Video statistics Through Jun 4, 2014 @

VIEWS
14,018,855
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Fig 3- Youtube statistics on ,, United Breaks Guitars” video
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Today , about seven years later, the video reached 14 million views .

United Breaks Guitars
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Fig 4 — Youtube Views

David Carroll wanted to prove that
customer service department doesn’'t work
properly and so he had to walk from airport
to airport because no one assumes guilt.

“United Breaks Guitar” became an in-
ternet phenomenon. Soon newspapers and
mass-media in North America began to make
known this video and the impact of David ‘s
song went far beyond YouTube .

This negative ad was shortly followed
by others not to choose anymore that airline.
BBC reported that United Airlines selling fig-
ures decreased by 10% within three to four
weeks after posting the video. A decline in
sales valued at just over 180 million $.

Negative advertise, posts or com-
ments on social networks can lead to profit
losses within a company and even to insol-
vency. But all this can be prevented by en-
trepreneurs by continuous monitoring social
networks. This thing can be achieved by
implementing a monitoring software that

allows real-time posting where we can see
reactions of users about products or services
offered by companies.

BuzzBundle is a software for monitor-
ing and managing social accounts that al-
lows real-time display of comments, pictures
or videos posted on social networks. 1 have
chosen to illustrate the results of this soft-
ware by analysis of one United Airlines due
to the incident mentioned above. Monitoring
was conducted over three months.

To obtain a credible monitoring results
I have watched official Facebook pages of
these companies and I have built a table with
multiple keywords commonly addressed in
discussions where users were interested or
had concerns about the services. These key-
words I have entered in the required fields
of the software in order to find and combat
negative “advertising” on social sites.

Figure 5 illustrates the official Facebook
page of the company’s United Airlines. Here
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I realized that most customers are dissatis- I have entered the following key words:
fied with the services provided by United, “United Airlines, flight , disappointed , cus-
namely: flight delays and poor relations de- tomer service, tickets . “

partment customer. From user comments,

Lisa McConnell-McGrath Don't fiy United if you wand an Alrdine that cares about
s cuslomers or Ifs reputaion Afber 3 harowing Bight experiance filled with
dalays related to no Créw, standby, being stranded cvemight in an foreign ahand
a sleepless night with my family in a hotel that was catering to prostitutes, we
couldn® even get a friendly voice on the other end of the phone. Mada o fill out
request for compensation on an impérsonal computer followed Dy more requasts
wia email for proofivecelpts for hodel and shuttle sendoe only 1o have it all
dismissed | am so disappoimed in how | have been freated by Unitad

imi place - Rispunde ' &% 11 - 12 lunle Ia

United Mrs. MoConnell-McGrath, if you're unhappy with Cusiomer
Care's decision you can reply to their email requesting us to reconsider
“Michella

imi place - led la 01:11

Linda Cheryl LaBelle | often order books for my Kindle frgm Amazon
One time, a book Gidn down-load propedy o | immediately requested a
refund. Mo guestions, no arguments, no debate _ just an immediate
rifund of rmy money. The boRom ling? Your customers Should NOT have
o fight, argue, and debale every penny. Senously, i's an indication that
United is in financial irpuble, thal absolutely every penny counts, that
United cannot afford 1o refund money for any reason whatsosver, and, in
fact, cannol éven aford 1o provide hall-wiy Gecent CusSIomer Senick
United ks not painting a very prefty picture of itsell

il place - &% 1 - ledi la 07:03

. Scrie U raspuns

Miranda Craig Reed After reading thiz page, | am surprized United is =tillin
ﬂ bugingss. | am somy (s not enough. We work hard, plan for months, and receive
senice that you can get by going to a Holel up the street We plan anniversary
trips, honaymoons, bifhdays, elc_ and we choosea you b get us to our destinaion
sale, sound, ontime and with good sendce, Inslead we are lucky if we get 3 smile,
and have a nice day The person the have responding to these post is just as bad
as the agents and customer sendce reps we all have encountered. Can someone
with a hiea please hidp. Really why reply if your cold, short to the poinl and with
no action
imi place - Raspunde - acum 9

. United Miranda, wa agres with you. You should absays gt great inendly
senvice. We appreciale you choosing 1o fy with us for whal ever the
accasion is. 1 can help with youwr resenvalion pléase private message tha
details, Will do my best bo assist you. “len

kil place - acum & one

Fig 6- Facebook comments of United Airlines

Adding all this information and key- of BuzzBundle software as part ofa system
words I have started testing the efficiency for monitoring the customer satisfaction.
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Fig 7 —United Airlines social networks results

The analysis of the data conducted over
three months respectively: February, March
and April I have obtained the following
results:

© To United Airlines I have obtained
1026 data, representing negative comments
become viral in February, 900 in March and
700 comments in April, that an entrepreneur
should combat and diminish their results in

a viral environment. The differences in the
terms of figures from one month to anoth-
er are relatively small witch shows us that
more and more users turn to online methods
to get their opinions heard. With enterprise
software implemented the differences from
month to month may become smaller in time
to almost nonexistent.

United Airlines

900

1026
m Martie

m Aprilie

Fig 8 —Results of negative viral posts of United Airlines over three months

I No. 19 ~ 2074



Mzra ger Leadership Prospects m

Conclusions by continuous monitoring social networks.

This thing can be achieved by implement-

Negative advertise, posts or comments ing a monitoring software that allows real-

on social networks can lead to profit losses . . .
time posting where we can see reactions of

within a company and even to insolvency. users about products or services offered by

But all this can be prevented by entrepreneurs .
companies.
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