
The words “Social” and “Prediction” has been two of the most used terms last 

year. Combining the two is just the logical next step, which is what is attempted 

here.  

This paper tries to do a “Paul, The Octopus” on the future of social networking 

& social CRM and tries to paint the end-game for the guessing game that is 

going on where most of stake holders (corporate organizations) are sitting on the 

fence and are deciding where to jump and at what time. 

That social CRM is no longer a term that needs to be explained, thanks to 

chatter created by the self-proclaimed Social Gurus who have blogged, tweeted 

and what-not to glory about why corporate houses need to uninhibitedly 

embrace social CRM, gives us the perfect setting to dive directly into the 

matters as to why and what they should watch out for, how the social networks 

may  evolve in the near future, which networks to go with and which not to (or 

if one has all the money, then why not simply Create one Instead) and what is it 

that they need to do now. 
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CRM Functions in 

Financial Services 

Social CRM Channels 

Sanitized Mass Social Networks Niche Social Networks 

Sales Twitter, Face Book Accounts to Attract User 

Attention to Redirect Enquiries to Corporate 

Web Sites. Analytics/ Business Intelligence 

Lead Targeted Sales in Social Zones of the 

Social Networks based on User Discussions 

Adopt the “I know, I Like, I Follow" principle of 

Viral Marketing- 

Identify Ambassadors, Advocates and Leaders 

In Niche Social Networks, Provide Unmatched 

delight in Online/ Offline Services in a Legal 

Manner. The Influencers will automatically 

keep the cash register ringing with more sales 

and inquiries.  

CRM Functions in 

Financial Services 

Social CRM Channels 

Sanitized Mass Social Networks Niche Social Networks 

Marketing Online Campaigns, Surveys, Targeted 

Advertisements. Season Based Marketing 

Campaigns  

Examples:  

Health Insurance Offers on Social Networks 

on Father’s Day, Mother’s Day.  

Free Tax Filing Software During Tax Season 

with a Report Showing How user could have 

a Save More Tax and Links to Investment 

Plans for the next Financial year 

Sponsor Offline Events for Niche Online 

Communities to Come Together. For Example a 

Banking firm Organizes a Real Estate Property 

Spotting Opportunities for a Select Community 

of Users.  

Service Accounts in Popular Social Network  as  

Service Channels- "Reply Once, Support For 

Ever" 

Online Communities In Niche Social Networks 

to act as an Extended Service Organization  

 

Selective Response to Complaints or 

Discussions which can taint your organization 

in Forums and Online Communities 

MDM - Master Data 

Management 

Obtain rights to access User Base from the 

Social Network and Import it in to  Master 

Data(Customers, Partners, Organizational 

Contacts, Potential Hires) of the Internal ERP 

Applications for Sales and Marketing 

Import Key Users in Niche Communities who 

are looked up as Leaders as Parties into your 

ERP and send Collaterals and Information in 

advance to them so that they could Champion 

your Brand on the Networks. 

New Product 

Development/Launch 

Product Launch Announcements. Crowd 

Sourced New Product Development 

Community Sourced Research and Product 

Development- Customer Championed New 

Product Creation for making Brands and 

Products with a Cult Following.  



 

 

 

 



Many of the world’s most successful organizations rely on Infosys to deliver measurable business 

value. Infosys provides business consulting, technology, engineering and outsourcing services to 

help clients in over 30 countries build tomorrow’s enterprise. 

For more information about Infosys (NASDAQ:INFY), visit www.infosys.com. 
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