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BACKGROUND OF THE INVENTION

{8003} As used herein, the term “Consumer Generated Media” (hereinafier CGM)
is a phrase that describes a wide variety of lIuternet web pages or sites, which are
sometimes mdividually labeled as web logs or “blogs”, mobile phone blogs or “mo-
blogs”, video hosting blogs or “viegs” or *‘vblogs”, forums, clectronic discussion
nmessages, Usenet, message boards, BBS emulating services, product review and
discussion web sties, online retail sites that sapport customer coroments, social networks,
media repositories, audio and video sharing sttes/networks and digital hibraries. Private
non-Internet information systems can host CGM content as well, via environments like
Sharepoint, Wiki, Jira, CRM systems, ERP systems, and advertising systems. Other
acronytos that describe this space are CCC (consumer created content), WSM (weblogs
and social media), WOMM (Word of Mouth Media) or OWOM, {(online word of mouth),
and many others.

{0804} As used herein, the term “Keyphrase” refers to a word, string of words, or
groups of words with Boolean modifiers that are used as models for discovering CGM
countent that roight be relevant to a given topic. Could also be an exaruple image, andio
file or video file that has characteristics that would be used for content discovery and
matching.

{6005} As used herein, the term “Post” refers to a single piece of CGM content.
This might be a literal weblog posting, a comment, a forum reply, a product review, or
any other single element of CGM content,

{06006} As used herein, the term “Site” refers to an Internet site which containg

{COGM content.
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{3007] As used herein, the term “Blog” refers to an Internet site which contains
CGM content.

{0008} As used berein, the term “Content” refers to media that resides on CGM
sites, CGM 18 often text, but includes audio files and streams {podeasts, mp3, streamcasts,
Internet radio, cte.) video files and streams, animations (flash, java) and other forms of
multimedia.

{6009] As used herein, the torm “UT” refers to a User Interface, that users interact
with comaputer software, perform work, and review results,

{6010] As used herein, the torm “IM” refers to an Instant Moessenger, which is 2
class of software applications that allow direct text based comnmnication between known
peers.

{6011} As used herein, the term “Thread” vefers to an “original” post and all of
the comments connected to i, present on a blog or forum. A discussion thread holds the
information of content display order, so this message came first, followed by this,
followed by this.

{3012} As used herein, the term “Permahnk” refers to a URL which persistently
points to an individual CGM thread

{36013] The Internet and other computer networks are communication systems,
The sophistication of this communication has improved and the primary modes
differentiated over time and technological progress. Hach primary mode of online
communication varics based on a combination of three basic values: privacy and

persistence and control. Email as a communications medmm is private {communications
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are mnitially exchanged only between named recipients), persistent (saved m inboxes or
mail servers) but lacks control (once you send the message, you can’t take it back, or edit
it, or limit re~use of it). lustant messaging is private, typically not persistent (some newer
clients are vow allowing users to save history, so this mode is changing) and lacks
control, Message boards are public (typically all members, and often all Internet users,
can access your message} persistent, but lack control (they are typically moderated by a

central owner of the board). Chat rooms are public (again, some are membership based)

typically not persistent, and lack coutrol.

privacy persistence author control
Chat Rooms/IRC no no no
Instant Messaging S no no
Forums no ves no
Ematl Ves ves no
Blogs 10 Yo YOS
social networks yesino s yes
Second Life yes VEs yest

{3014] Blogs and Social Networks are the predominant communications mediums
that permit author control. By reducing the cost, technical sophistication, and experience
required to create and adnmunister a web site, blogs and other persistent online
communication have given an unprecedented amount of editorial control to millions of
online authors, This has created a unique new environment for creative cxpression,
commentary, discourse, and criticism without the historical limits of cditorial control,
cost, technical expertise, or distribution/exposure.

{3015} There s significant value in the information contained within this public

media. Because the opinions, topics of discussion, brands and celebritics mentioned and
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relationships evinced are typically totally unsolicited, the information presented, if well
studied, represents an amazing new source of social insight, consumer feedback, opinion
measurement, popularity analysis and messaging data. [t also represents a fully exposed,
gravular network of peer and hierarchical relationships rich with authority and wnfluence.
The marketing, advertising, and PR value of this information is unprecedented.

{3016} This new medium represents a significant challenge for interested parties
to comprehensively understand and interact with. As of Q1 2007 estimates for the number
of active, unique onhne COM sites (forums, blogs, social networks, ete.) range from 50 to
71 milhion, with growth rates in the hundreds of thousands of new sites per day.
Compared to the typical mediums that PR, Advertising and Marketing businesses and
divisions interact with (<1000 TV channels, <1000 radio stations, <1000 major news
publications, <10-20 major pundils on any given subject, etc.) this represents a nearly
10,000-told merease in the number of potential targets for interaction.

{3017] Businesses and other motivated communicators have come to depend on
software that perform Business Intelligence, Customer Relationship Management, and
Enterprise Resource Planning tasks to facililate accelerated, organized, prioritized,
tracked and analyzed interaction with customers and other target groups (voters,
consumers, pundits, opinion icaders, analysts, reporters, etc.). These systems have been
extended to facilitate IM, E-mail, and telephone mteractions. These media have been
successtully integrated because of standards (jabber, pop3, swtp, pots, imap) that require
that all participant applications conform to a set data format that allows interaction with

this data in a predictable way.
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{3018 Blogs and other CGM generate business value for their owners, both on
private sites that use custom or open source software to manage thelr communications,
and for massive public hosts. Because these sites can generate advertising revenue, there
s a drive by authot/owners to protect the content oun  these sites, s0
readers/subscribers/pecrs have to visit the site, and become cxposed to revenue gencrating
advertising, in order to participate in/observe the communication. Because of this
financial disincentive, there i3 no unifying standard for blogs which contains complete
data. RSS and Atom feeds allow structured communication of some portion of the
communication on sites, but arc ofien very mcomplete ropresentations of the data
available on a given site. Sites also protect their content from being “stolen” by
automated systems with an array of CAPTCHASs, ("Completely Automated Public Turing
test to tell Coroputers and Humans Apart”)y email verification, mobile phoune text message
verification, password authentication, cookic tracking, Uniform Resource Locator (URL)
obfuscation, timeouts and Internet Protocol (1P} address tracking.

{3419} The result is a massively diverse community that it would be very valuable
to understand and mteract with, which resists aggregation and unified wnteraction by way
of significant technical diversity, resistance to complete information data standards, and
tests that attempt to require one-to-one human interaction with content.

BrIEF DESCRIPTION OF THE DRAWINGS
{3020} The preferred and alternative embodiments of the present invention are

deseribed in detail below with reference to the following drawings.

-6 -
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{0021} FIGURES 1A-IB shows an example system for consumer generated
nmedia reputation management; and,

{3022] FIGURE 2 shows a method for consumer generated media reputation
management;

{6623} FIGURE 3 shows a incommng data from collection being delivered to an
ingestion system in one embodiment;

{6624} FIGURE 4 is a depiction of one embodiment of a CGM site discovery
systen;

{6025} FIGURE 35 provides an overview of ingestion in one embodiment;

{3026] FIGURE 6 shows manual scoring in one embodiment;

{3027] FIGURES 7-9 show the smooth transition between user scoring and
automated scoring, 1o one emboditient;

{3028} FIGURE 10 1s a depiction of one embodiment of a CGM response enging;

{0029} FIGURES 11-13 show screen shots of a registration and response feature;

{6030} FIGURE 14 shows an example screenshot of the TruCast Login
Authentication screen;

{6031} FIGURE 15 shows an example screenshot of a user interface homepage;

{6032} FIGURE 16 shows an example screenshot of an account manager panel;

{3033] FIGURE 17 shows an example screenshot of a user manager pancl;

{6834} FIGURE 18 shows an example screenshot of a topic manager panel;

{6035} FIGURE [9 shows an example screcushot of a topic manager panel with

the keyphrase tab activated;
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{0036} FIGURE 20 shows an example screenshot of a sorting manager;

{6637} FIGURE 21 shows an example screenshot of the sorting manager with the
user tab activated;

{6038} FIGURE 22 shows an example screenshot of a scoring manager;

{6039} FIGURE 23 shows an cxample screenshot of a scoring manager with a
new topic creator screenshot activated;

{6848} FIGURE 24 shows an example screenshot of a response manager;

{3041} FIGURE 25 shows an example screenshot of an admimstrative queue;

{0042] FIGURE 26 shows an example screenshot of a dashboard launcher;

{3043] FIGURE 27 shows an example screenshot of an impact dashboard;

{3044] FIGURE 28 shows an example screenshot of a sentiment dashboard;

{6045} FIGURE 29 shows an example screen shot of a sentiment husiory
dashboard;

{0046} FIGURE 30 shows an example screenshot of an authority map dashboard;

{3047] FIGURE 31 shows an example screenshot of a data drilldown dashboard;

{0048} FIGURE 32 shows an example screcushot of an ecosystemy map
dashboard;

{3049] FIGURE 33 shows an example screenshot of an ecosystem map zoom out
View;

{6038} FIGURE 34 shows an example screenshot of a sentiment suriroary;

{6051} FIGURE 35 shows an example screenshot of a set of top lists;

{00521 FIGURE 36 shows an example screenshot of reporting;
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{0053} FIGURE 37 shows an cxample screenshot of an aggregate performance
dashboard:

{3054] FIGURE 38 shows a system overview in detail;

{6035} FIGURE 39 shows a graphical user interface generaled 1o accordance with
an embodiment;

{0056} FIGURE 40 shows an exemplary screenshot of a graphical user interface
according to an embodiment;

{30587} FIGURE 41 shows an excemplary screenshot of a graphical user interface
according to an cmbodiment;

{6038} FIGURE 42 shows an cxemplary screenshot of a graphical user interface
according to an embodiment;

{6038} FIGURE 43 shows an exeruplary screenshot of a graphical user interface
according o an embodiment;

{0068} FIGURE 44 shows an exemplary screenshot of a graphical user interface
according to an embodiment;

{3061} FIGURE 45 illustrates an imvoked eruail message window according to au
embodiment;

{6062} FIGURE 46 shows an cxemplary screenshot of a graphical user interface
according to an embodiment;

{6063} FIGURE 47 illustrates a labeled mgssage according to an embodiment;

{6064} FIGURE 48 shows an excemplary screenshot of a graphical user interface

according to an embodiment;

-9
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{0065} FIGURE 49 shows an exemplary screenshot of a graphical user interface
according to an embodiment; and
{3066] FIGURE 50 shows an exemplary screenshot of a dashboard according to

an ermmbodiment of the invention,

Brraed DESCRIPTION OF THE PREFERRED EMBODIMENT

{6067} Embodiments described hercin provide enhanced computer- and network-
based methods, techniques, and systems for maintaining social intelligence of the social
media space. Hxemplary embodiments provide a Social Intelligence System (“SIS”),
which enables users to search, roonitor, export, compare, discover, engage, and or manage
social media, In one embodiment the SIS includes a content collection and ingestion
system, stored in the memory and configured, when executed on a computer processor, 0
communicate with one or more computing systems to direct a search of a content source
using a received collection request and to ngest the results of the directed search into a
data store; and a content management system, stored in the memory and configured, when
executed on a computer processor, to display the ingested resulis on a display, One such
example of such techniques is described in U.S, Patent No. 7,720,835, filed May 7, 2007,
and entitled “SYSTEMS AND METHODS FOR CONSUMER-GENERATED MEDIA
REPUTATION MANAGEMENT,” which is wncorporated herein by reference in its
entirety.

{6068] The following sections describe various architectural components, data
flows, and other aspects of an example embodiment of a SIS, inchuding various processes

used to implement an exaraple SIS, Ut further describes various alternative or additional

-1 -
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techniques that may be cmployed by varicus embodiments of an SIS, Other system
organizations and process flows could also be used to implement the capabilities of an
SIS,

{6069} Embodiments include platform and services designed to enable Global
2000 customers, agencies and integration partners o more profitably engage their
markets. Embodiments transform masses of unstructured social media data into
actionable business insights that drive purchase behavior, improved customer service and
brand loyalty.

{6070] In onc embodiment, social data 1s collected from blogs, microblogs, social
networks, social news sites, message boards & forums, social video sites. This includes
the social must-have sites: Twitter, Facebook, YouTube and Linkedin. Details include,
but are not himited to, the following examples:

& Twitter—Twitter data may be according to the specific scarch torms

entered mio the saved searches.

® Facebook-—Discussion areas of Facebook.
& Blog—access and crawl well over 200 million English-language blogs and

13 mullion foreign language blogs.

& Microblogs

® Social Network—discussion and blog areas of Facebook, MySpace,
Linkedin, and other smaller sites.

& Forums—nearly 200k unique discussion boards and the nullions of forums

they contain.

-1 -
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8 Video/Photo—YouTube data may be coilected directly via YouTube APL
@ News and MSM (mainstream media},

8 Bookmarking/Sharing.

® Reviews/Shopping—Historical data—dating back to 2005 for blog and

forum content,

8 Content in over 50 languages.
® Full post collection—collection of the full thread, or search matched posts

on a thread.

® Social Video—using Google’s video search engine with well over 20 sites
covered including all YouTube content (truncated results, pinging like Pulse}.

& Global News feed——over 35,000 news sources, all languages, inchludes
historical, providing essentially “all” public news coutent (Moreover/Effvis).

& Faccbook API Integration—connect to at lcast one, but preferably four,
key Facebook Graph APUs to collect wall posts/comiments on all public pages.

® Global Hotsites—custom collection with our proprietary crawler in
priority languages to improve global coverage,

{6071] The capability cxasts for an embodiment to add additional RSS data
sources that may be keyword matched.

{0872} Data may be collected in languages available for that media type. For
example, Twitter 1s available in English, Japanese, French, Halian, German and Spanish,

which is what an embodiment, in turn, is able to collect.
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{0073} Threaded content is available and includes the original post and all the
comments written against that post.

{0874} Hyperlinks {aka permalinks} to a video or picture are preferably presented
with the post for easy one-~click view to the source site.

{6075} An embodiment regularly searches the Internet 24x7x3635 for keywords to
match the saved searches created for cach of your workspaces, and also does full-site
collection from popular areas of the social that are hotbeds of social conversation. An
emabodiment also builds costornized templates for sites {(aka “hot sites™) that are of
relevanee to you, which may come at addutional costs to implement.

{6076} An embodiment has the ability to collect from password-protected sites on
a case-by-case basis provided (1) the client gives permission o access them with their
user name and password (e.g., Linkedin), and (2) a special template 1s constracted for that
stte and user to implement collection.

{80771 Data collection is an ongoing process that takes place 24x7x365. Most
content 18 identified and collected within minutes or hours of appearing publicly on the
internet. Once the data 1s 1o a system according to an embodiment, it i cleaned and
enriched, as discussed i greater detatl below, and 1s available to users anywhere from 30
nunutes to 5 hours.

{B078] All content that an embodiment collects from different media sources goes
through a common ipgestion and QA process that wncludes: data normalization,
de-duplication, SPAM filtering and auto-scoring.

{6079} Filtering options for any secarch inciude:
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8 Advanced Boolean Logic, which may include:
® Keyword and phrase include/exclude
8 No limit to size of exact phrases

® i(AND’?//??OR’?

& Grouping

® “WNEAR” (user specified distance from keyword)

® Wildeard searches (single and multiple wild character searches)

& Fuzzy searches

® Special characters

e Domain

& Post title

® Author pame

& Media type

® Author ~ Include/Exclude. Multiple values can be entered separated by
COmmas.

& Site — Include/Exchude.  Multiple values can be entered separated by
COTNINAS,

& Time

8 Sentiment

{6088} Data can be segmented by three punciple subjects — author, site and
content — and further by sentiment, volume, lists, trend, media type, geo and period. Data

can be segmented further with keyword includes and excludes using filters.
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{0081} In an cmbodiment, a word cloud identifies the most common word and
terms occurring within filtered search results. The cloud is interactive, and as a user clicks
on 8 word or phrase, the search is {teraporarily) revised to include that word or term and
narrow the search results. This can be a very useful method to quickly determine growing
topic trends within a brand or 1ssue before they become viral and help keep the user’s
finger on the pulse of what people are talking about in specific time periods.

{6082] Influencers can be identified using a2 number of methods in the tool
including the most active authors, authors on top websites.

{6083} Analytics provide the ability to ideuntify trends, drill nto the drivers behind
shifts in the trends and tag appropriate insights to be handled as required by a user’s
social media team, product innovation tean, brand managers and marketing specialists.

{06084] Auto-sentiment (aka automated sentiment) is the programmatic review and
analysis of status updates, tweets and blog posts through Natural Language Processing
and assignment of positive, negative, neutral or mixed sentiment.

{6085] An embodiment utilizes proprietary algorithms, rich Natural Language
Processing and machine learning to provide mdustry leading sentiment scoring for every
picce of content collected. All data may be automatically scored for sentiment (some
competitors only score a sample} for positive, negative, neutral (gray circle) and mixed
{yellow face).

{6086} Scarches may include the ability to search based on multi-word phrases (in
guotations) and to use compound scarch operators and wildeards (proximity like “NEAR”

may be included) to find the data you are looking for.
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{0087} Geographical source of data may be identified at the country-level using P
identification {of the hosted domain/URL) and manual site validation for the highest
volume sites.

{6088} Data may be collected from both localized and global websites,  An
erbodiment collects some specific geographical data at the latitude and longitude level,

{0089} In an embodiment, custom tagging provides the ability to define a strategy
that works best for a user. These tags can then be added to any post, providing a basis for
workflow as tagged posts are filtered and surfaced for users according to the specific tag
they are looking for. Any post can also be forwarded as an email from within the
application to users that are cutside the system, providing exposure to the specific data
and enabling action.

{6699] Users may engage with Twitter directly through the tool and promote any
post to Facchook as well.

{3091} Users may promote by clicking the drop down while on a post and then
fogging in to their selected site, or if logged in, an embodiment copies the body of the
post for them with the appropriate (@wention or RT notation to help a user save time.

{0692] For example, directly from a displayed post, a user may:

® Retweet to Twitter

8 Reply to Twitter

® Promote to Facebook
& Promote to Digg

» Promote to Delicious

- 16 -
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® Promote to MySpace

{6093} Additionally, a user can select to email any post they are reviewing. The
post body auto fills in their email too! and allows them to euter the "To" address.

{3094] In an erubodiment, the Monitoring Tab 18 where a user may view saved
scarches and drill mto the data sets, track changes over time and uncover potential
insights and arcas for deeper research. There is at least one but preferably at least 27
distinct views that allow a user to drill down from high-level metrics to granular post-
level view details. A user can slice and dice data based on multiple pivots:

{0095} By Focus arcas

e Content — what people are talking about
® Sites — the places where people are having conversations
® Authors — who the people are that are having conversations

{3096] By View arcas

® List

® Volume (further drillable with additional pivots like Trend, Geo, Period,
Time, Media Type)

» Sentiment (further drillable with additional pivots like Trend, Geo, Period,
Time, Media Type)

{3097] Dashboards can provide the ability to select the Search and Monitor views
that are most relevant to the user and combine those views and searches on a single screen

View,

17 -
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{0098} When selecting and clicking on a data point, the drill down may show the
content {posts} that drove the specific data point value for the respective time frame. So a
user may see all of the posts related to that point, for the selected time period.

{3089] An embodiment mcludes an event detection feature called Intelligent
Alerts, that may track volume and tone changes that are out of the “normal” range as
defined. It is highly uscful for scenarios like monitoring a potential crisis cutbreak,
forecasting trends and campaign outcomes, etc.

10610061 According to one or more embodiments, the combination of
software or computer-cxecutable 1nstructions with a corputer-readable medium results in
the creation of a machine or apparatus. Similarly, the execution of software or computer-
executable instructions by a processing device results in the creation of a machine or
apparatus, which may be distinguishable from the processing device, itself, according to
an embodiment.

{60161} Correspondingly, it is to be understood that a computer-readable
medium is transformed by storing software or computer-executable instructions thereon.
Likewise, a processing device s transformed in the course of execuling software or
computer-executable instructions, Additionally, it 18 to be understood that a first set of
data input to a processing device during, or otherwise in association with, the exccution of
software or computer-executable instructions by the processing device is transformed into
a second set of data as a counseguence of such execution. This second data set may
subsequently be stored, displayed, or otherwise communicated. Such transformation,

alluded to in cach of the above examples, may be a consequence of, or otherwise involve,

- 18-
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the physical alteration of portions of a computer-readable medium. Such transformation,
alluded to in cach of the above examples, may also be a consequence of, or otherwise
involve, the physical alteration of, for example, the states of registers and/or counters
associated with a processing device during execution of sofiware or coruputer-executabie
instructions by the processing device,

{60162} As used herein, a process that is performed “automatically” may
nmiean that the process is performed as a result of machine-executed instructions and does
not, other than the establishmeut of user prefercuces, require manual effort.

{60103} FIG. 1A illustrates an cxample of a suitable computing system
environment 100 on which an embodiment of the invention may be tmplemented. The
computing system environment 100 is only one example of a suitable computing
epvironrent and is not intended to suggest any hmitation as o the scope of use or
functionality of cmbodiments of the invention, Netther should the computing
environment 100 be interpreted as having any dependency or requirement relating to any
one or combination of components illustrated in the exemplary operating environment
100,

{00104 Embodiments of the mvention are operational with numerous other
general-purpose or special-purpose computing-system environments or configurations.
Examples of well-known computing systems, environments, and/or configurations that
may be suitable for use with embodiments of the mvention include, but are not limited to,
personal computers, server computers, hand-held or laptop devices, multiprocessor

systems, microprocessor-based systems, sci-top boxes, programmable consumer
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clectronics, network PCs, minicomputers, mainframe computers, distributed-computing
envirgnments that include any of the above systems or devices, and the like.

IB0165] Embodiments of the invention may be described in the general
countext of computer-executable nstructions, such as program modules, being executed by
a compuler. Geunerally, program modules include routines, programs, objocts,
components, data structures, ctc. that perform particular tasks or implement particular
abstract data types. Embodiments of the mvention may also be practiced m distributed-
computing environments where tasks are performed by remote processing devices that are
tinked through a communications network., In a distributed-computing environment,
program modules may be located in both local- and remote-computer storage media
inchiding memory storage devices.

{60106] With refercuce to FIG. 1A, an exeraplary systern for umplerenting
an embodiment of the nvention includes a computing device, such as computing device
100. In its most basic configuration, computing device 100 typically includes at least one
processing unit 102 and memory 104.

{60167} Depending ou the exact configuration and type of computing
device, memory 104 may be volatile (such as randome-access memory (RAM)), non-
volatile (such as read-only memory (ROM), flash memory, etc.} or some combination of
the two. This most basic configuration is tllustrated in FIG. 1A by dashed line 106.

{G0108] Additionally, device 100 may have additional
featurcs/functionality, For example, device 100 may also include additional storage

{removable and/or non-removable} including, but not limited to, magnetic or optical disks
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or tape. Such additional storage is illustrated in FIG. 1A by removable storage 108 and
non-removable storage 110. Computer storage media includes volatile and nonvolatile,
removable and non-removable media implemented in any method or technology for
storage of wnforruation such as coroputer-readable instructions, data siructures, program
modules or other data. Memory 104, removable storage 108 and non-removable storage
116 are all examples of computer storage media. Computer storage media includes, but is
not limited to, RAM, ROM, EEPROM, flash memory or other memory techuology, CD-
ROM, digital versatile disks {DVD) or other optical storage, magnetic cassettes, magnetic
tape, magnetic disk storage or other magunetic storage devices, or any other medium
which can be used to store the desired information and which can be accessed by device
100, Any such computer storage media may be part of device 100

{60109] Device 100 may also contain communications connection{s) 112
that allow the device to communicate with other devices. Communications connection(s)
112 is an example of communication media. Communication media typically embodies
computer-readable instructions, data structures, program modules or other data in a
modulated data signal such as a carrier wave or other transport mechanism and includes
any information delivery media. The term “modulated data signal” means a signal that
has one or more of its characteristics set or changed in such a manner as to encode
information in the signal. By way of example, and not limitation, communication media
nchudes wired media such as a wired network or direct-wired connection, and wireless

media such as acoustic, radio-frequency (RF), wmfrared and other wireless media. The
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term computer-readable media as used hercin includes both storage media and
communication media.

00118 Device 100 may also have input device{(s} 114 such as keyboard,
mouse, pen, voice-input device, touch-input device, efe. Gutput device(s) 116 such as a
display, speakers, printer, efc. may also be mncluded. Al such devices are well-known in
the art and need not be discussed at length here,

{60111} Referring now to FIG. 1B, an embodiment of the present invention
can be described n the coutext of an exeruplary cowputer vetwork system 200 as
thustrated. System 200 includes an clectromic client device 210, such as a personal
computer or workstation, that is linked via a communication medium, such as a network
228 {e.g., the Internet), to an electronic device or system, such as a server 230. The server
230 may further be coupled, or otherwise have access, to a database 240 and a comaputer
systern 260, Although the embodiment illustrated 1 FIG. 1B includes one server 230
coupled to one client device 210 via the network 220, it should be recognized that
embodiments of the invention may be implemented using one or more such client devices
coupled to one or more such servers,

{00112] In an embodiment, cach of the client device 210 and sorver 230
nay inclhude all or fewer than all of the features associated with the device 100 illustrated
in and discussed with reference to FIG. 1A, Chient device 210 inchudes or is otherwise
coupled to a computer screen or display 250, As is well known in the art, chient device
210 can be used for various purposes including both network- and local-computing

ProCesses,
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{00113 The client device 210 is linked via the network 220 to server 230
so that computer programs, such as, for example, a browser, running on the client device
2104 can cooperate in two-way communication with server 230. Server 230 may be
coupled to database 240 to retrieve information therefrom and to store information
thercto, Patabase 240 may mclude a plurality of dufferent tables (not shown) that can be
used by server 230 to enable performance of various aspects of embodiments of the
invention. Additionally, the server 230 may be coupled to the computer system 260 in a
manner allowing the server to delegate certain processing functions to the computer
system.

{60114} In one embodiment, the methods and systems are implemented by
a coordinated software and hardware computer system. This system is comprised of a set
of dedicated networked servers controlled by TruCast. The servers are installed with a
combination of commercially available software, custom configurations, and custom
software. A web server is one of those modules, which exposes a web based client-side
Ul to customer web browsers. The Ul interacts with the dedicated servers to deliver
information to users. The cumulative logical function of these systems results in a system
and method reterred to as TruCast.

{60115] In alternate embodiments, the servers could be placed client side,
could be shared or publicly owned, could be located together or separately. The servers
could be the aggregation of nou-dedicated corapute resources from a Peer to Peer (P2P),
grid, or other distributed network computing environments. The servers could run

different commercial applications, different configurations with the same or simular
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cumulative logical function. The client to this system could be run directly from the
server, could be a client side executable, could reside on a mobile phone or mobile media
device, could be a plug-in to other Line of Business applications or management systems.
This sysiern could operate wn a client-less mode where only Application Programming
Interface (API) or cXtensible Markup Language (XML) or Web-Services or other
formatted network connections are made directly to the server system. These outside
consumers could be installed on the same servers as the custom application components.
The custom server-side engine applications could be written 1o ditferent languages, using
different constructs, foundations, architectural methodologies, storage and processing
behaviors while retaining the same or similar cumulative logical function. The Ul could
be bult i different languages, using different constructs, foundations, architectural
methodologies, storage and processing behaviors while retaining the same or simular
cumulative logical function.

i00116] FIGURE 2 shows a method for consumer generated media
reputation management. The TruCast system can be broken down into elements, the
elements are, but are not hmtted to the following: collection, ingestion, analysis, reporting

and response.

Collection
{30117} In one embodiment, the Collection system gathers the majority of
mformation about all CGM content online. This is a weighted, prioritized goal because
TruCast functions in a weighted, prioritized way. This prioritization system is an

optionally advantageous clement of the collection system, called the Collection Manager.
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The Collection Manager receives input from internal and external sources about what
sites have information of value, weights that information against a set of pre-described
and manipulatable co-factors to allow tuning, and prioritizes the execution of collection
against those sites.

{00118] In order to collect data from a blog sile, an auwtomated web
scripting and parsing system called a robot is built. An individual “robot” is a
sophisticated, coordinated script which informs a software engine of how to navigate,
parse, and return web wnformation. Every web site 1s cormaprised of code n one of several
popular languages, which software applications called web browsers “render” or convert
to a visually appealing “web site”. A robot, similar to a browser, interprets site code to
render an output. The desired output is not the “web site” that a browser would create, but
an XML document, with columns of nformation about the content stored on a given site,
Because robots are accessing the code, and not the rendered page, they have access o
markup structures in the code which identify where specific content of interest is stored
within the code. Robots use navigation based on Document Object Model (DOM) trees,
regular expression pattern watching, conditional parsing, pre~coded transformatious,
mathematical and logical rules, tags, comments, formatting, and probability statistics {0
extract the specific content TruCast, in one embodiment, uses from raw web site code.
Functions which perform this parsing are abstracted and codified in the robot engine,
which is justracted oun specific actions by a specific robot script. In pseudo-code, a robot
designed to gather all of the blog content on a wordpress site would be scripted thusly:

Load X URL, read code until “<bodytext>" is found, return all text until “</bodytext>" is
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found. I it is found create row 1, store this text in column A row 1. Find link with the
word “next” in it, follow this link. Read code until “<bodytext>" is found, return all text
unti] “</bodytext>" is found. I it is found create row 2, store this text in column A row 2.

{60119] This is a clearly incoraplete example, as a plarality of robots have
the ability to gather and transform a very complete set of knowable information from
every website we visit, including the full body text, author’s name, date of the post,
pernalink to the post, title of the post, it’s posttion on the page, how many comments it
has, the full information about those comments, mchiding author, date, order, body, any
hypertinks, graphics, scripts, emoticons, or other multimedia files ncluded i a post,
comment or site, Robots can be designed to gather data from only an individual site, or
made more general to accommodate variation amongst similar sites. Robots parse the
gamut non-structured web site code into XML encoded text that meets a predefined data
specification of the design. The system, in one embodimuent, collects all posis, all
comments, and all desired content from every page that a robot visits.

{00128 Robots are not limited to these methods for content parsing.
hierarchical teraporal memory analysis, probability-based positive heunstics, aund
structural inference technologies can be used to make robots are capable of collecting
information from a wider variety of sites.

{08121 Some sites have full-data RSS or Atom feeds (different than the
typically truncated feeds), for which a specific set of robots exist. We also have data
vendors who deliver full-data {eeds in several formats, these feeds are converted io the

XML data spec by another class of robots. Robots are not himited to web content
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collection, but represent a scriptable system for parsing and transforming incoming and
outgoing data based on pre-defined rules.

{60122} FIGURE 3 depicts one embodiment of a UGM data coliection
system. In one embodument, the first step of this system 1s to prioritize possible targets for
collection. Inputs to this prioritization include, but are not limtted to, sites specifically
requested by customers (305) and the number of responses the system is written to a
given stte (310}, the number of accounts that find content from this site relevant {315}, the
total count of relevant content available on the site (320}, the date of the most recent post
written on the site (325} and the historical performance of the system at gathering content
from this site {330). The priority database maintains an updated list of co-factors which
are calculated priorities for each site based on these inputs. When the Collection manager
{340} determines that it has excess bandwidth/resources to execute more robots, it polls
the prionity database (335) to determine which robots (345) and then executes them. The
coliection manager also stores the records of robot activity so that it can add this
information to the prionity database (335). Robots, once launched by the Collection
Mauager, 1nterface with their targets (358} to return XML-formatted CGM content to the
Ingestion system (355).

{60123} FIGURE 4 i3 a depiction of one embodiment of a CGM site
discovery systeni. Site discovery is the process of finding the URLS of new blog sites on
the Internet. The coordination is performed by the Discovery Robot Mauvager (372). This
systern retains performance mformation of the three methods, and detormines what

percentage of available resources {cpu time, bandwidth) to spend running cach of the
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three methods in order to discover the most new URLs possible. The Discovery Robot
Manager receives input from the Dscovery Targets DB (378} which stores all of the
information required to execute cach of the three methods, most notably the URL targets
for cach method. This system 18 fed wformation from customer or wternal research
discovered URLs (362) URLs of known search engines (364) URLs found in the post
bodies of CGM content (366) and the URLs of the directory pages for cach of the major
blog hosts (368). Hach method uses this information and a script for web interaction,
called a robot, to discover new CGM URLs, The first method 1s called the “Real Estate”
method. When the Discovery Robot Manager (372) determines that it is efficient to do
so, it will launch a Real Estate robot for a specific search engine (374), and supply it with
a list of keywords from all account topics which s held in the Discovery Targets
DBB(370). This robot will visit the search engine and fill in the search form with ecach
keyword, and gather, by way of regular expression patiern exiraction, the URLs of the
results from the first 4 pages of results. This information will be delivered in XML
format to the de-duplicator (388}, which will eliminate known URLs, and then be stored
in the Collection Prioritization DB (390} for collection. The second method, Site Search,
1s very similar to the Real Estate method, uses the same robots, but behaves in a different
way with different input. The Real Estate robots use keywords from the topics in the
accounts. The Site Search method has a pre-determined list of keyphrases designed to be
representative of the full garut of discussion on the web. The Discovery Robot Manager
(372} coliects this information from the Discovery Targets DB (370) and exccutes a Site

Search robot, which searches the input keyphrases to retrieve the first 20 pages of results.
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Because of the much larger number of searches, these robots are designed to heavily
obfuscate and avoid patterned interaction with Search Hngine servers. The URLs
discovered by Site Search robots are delivered to the de-duplicator (388}, and from there
to the Collection Prioritization DB(390). Siue Search robots can also aliernately be sent
input URLs that arc blog sites mstead of search engines. Within this context they will
visit every hyperlink on the site, searching for new links to previously-unknown sites,
This be debivered as new URL output similar to the other methods. The third method,
called Host Crawl, uses different robots to vistt the divectory listing pages on major CGM
hosting engines. These directory pages” URLs are stored in the Discovery Targets
DB(370). The Discovery Robot Manager (372) launches a Host Crawl Robot (376)
which visits a UGM Host directory page (382) and visits all of the hyperlinks on that page
vetrieving all of the URLs that are avalable. This information is seut to the de-duplicator

(388) and on to the Collection Prioritization DB (390},

ngestion

{60124] FIGURE 3 depicts one embodiment of a data wngestion system.
This system recetves input from the XML data outputs of robots launched and
administered by the Collection Manager (800). These XML data sources are queued in
an Ingestion Queue (805}, This queuing process is a buffering function because all of the
remaning steps are a siream processing method which requires a steady stream of content
to work at maximum efficiency. Due to the dynamic nature of the volume of XML data
input, the Ingestion queue holds a backlog of incoming data and outputs it at a steady rate,

currently 500 docs/second. This flow of data is delivered first to a system which
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compares incoming CGM content information to all previously collected content, based
on posted date, permalink URL, and post body to ensure that the data does not already
exist i the systen. This is the de-duplicator (810}, Once this system has culled duplicate
documents, i hands those documents to a UREF constructor (815) which creates a new
uniguelD number to easily index and track unigue content within the system in one
embodiment of the invention. Next, content is delivered to a GMT time aligner, which
converts all date and time stamps to be relative to Greenwich Mean Time {8203 Next,
this XML format jaformation is transforroed using an XSLT (825) or eXteusible Style
Language Transtormation processor, which reformats the data for rapid delivery mto the
indexing system and relational DB systems (830}, In one embodiment, TruCast performs
several cleaning and refining steps upon incoming CGM content enclosed in the XML
format. The systern elirainates daplicate content using a fuzzy logic comparison between
existing stored content and mcoming new coutent based on post body, pormalink, and
date information. This comparison is tunable and weighted, where positive matches are
clear indicators of duplication, but agreement is required across multiple values to
confirm duplication. For example, if two posts care from exactly the same date and time
to the second, 1t's unlikely, but possible, that they are truly different unigue posts. If]
however, the body text 18 90% the same, and the URL 1s 90% the same, it’s extremely
unlikely that the two posts are unique. On body text, this comparison includes text
clustering analysis, to use word counts as a computationally inexpensive way o further
evaluate uniqueness, Content that is malformed or incomplete according to the data spec

is removed and warnings sent to the responsible collection manager clement. Once a
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document s deternuned to be unique a UREF (unique reference) value is created and
appended to it so that there is a relevant single vahie to index this information within the
systems. All incoming post dates are aligned to GMT. In one embodiment, TruCast
delivers all prepared coutent into an indexing system which formats the data n such a
way that it can be rapidly scarched based on relationships to other data, keyword
presence, account relevance, and date, This structure includes storage of data within a
distributed indexed data repository as well as several SQL databases. Bach SQL database
is optimiized for a different consuming system: the Ul, the visualization systems, the
reporting and statistics systems, the collection priority database, and the target discovery

database, as well as the individual account level data stores.

Analysis

{08125] In one embodiment, TruCast 1s designed to determine, with a high
degree of confidence, the conceptual relevance of a given piece of CGM content to a
“topic” or concept space. Topics can be of any breadth (“"War” is just as sufficient a topic
as “2002 Chevy Silverado Hxtended Cab Door Hinge Bolt Rust™). Topics are abstract
identifiers of relevance information about a given piece of CGM content. Each topic can
also be understood as a list of “keyphrases” or keywords with Boolean modifiers. Each
topic can contain an unlimited number of keyphrases that work as the first tier of pattern
matching to identify content that s relevant to an mdividual account. Each post
discovered by the system, and, 1o one embodiment, could be relevant to one topic, many

topics, many Opics across many accounts, or no topics at all.
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{60126} FIGURE ¢ depicts onc embodiment of a system for manually
appending topic relevance and topical sentiment to blog posts. This process begins by
discovery of potentially relevant content by way of keyphrases. Keyphrases are grouped
into topics. Topics and keyphrases are created by users (405) in the Topic Manager panel
(410) within the UL Once a new topic and keyphrase is created, this information i
transmitted to the indexing system (415} which begins to examine all incoming data for
matches against this keyphrase. The information is also handed to the relational database
systemn {420} which is also the StoreDB comwponent of the Historical Data Processor as
thustrated in FIGURE 38, This system cxamuines all data that has already been processed
to see if it matches this new keyphrase. This separation accelerates both processes
because of optimized structure in (415) for stream processing and optimized structure in
{420} for varrow, deep searches agaimst a significantly larger dataset. Inforruation {rom
both of these systems are passed in gueue form to the Scoring Manager (425) which
provides a Ul for users to annotate topic relevance and topic sentiment information which
is stored in the relational DB (435). In one embodiment, TruCast contains a user interface
that allows users to create topics, create keyphrases that are used to search for potentially
relevant posts for that topic, place potentially relevant content into a queue for review,
review the text and context of individual content, mark that content as relevant to none,
one, or many topics, {thereby capturing human judgment of relevance), and store that

information i the relational database. This system s called the Scoring Manager.
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160127} This method, where a post i1s matched by keyphrase, scored by
bumans, and delivered to the outputs of TruCast, in one embodiment {(visualizations,
reports, and response), is the most basic “manual” behavior of the system.

{60128] The behavior of this niered aystermn of relevance discovery and
analysis changes over tume to refloct the maturation of the more sophisticated clements of
the system as their contextual requirements are mwch higher. A keyphrase match is
absolute; if a post contains an appropriate keyvphrase, there 1s no question as to if a match
exisis. The Counceptoal Categorization system is built to apply a senies of exerplar-based
prediction algorithms to determine the conceptual relevance of a given post independent
of exact keyphrase match. This makes the system, in one embodiment, more robust and
provides more human-relevant information. In an exemplary embodiment a blog post
body includes the following text: “I really enjov looking out iy windows to see the vista
out in {ront of my house. Buena! 1t is so great! I wish my computer was so nice, itis a
fittle broken edgy oft sadly.” (EX.1)

{30129] A topic for the Microsoft Corporation, looking for the words
“windows vista computer” mn order to find online discussion about their new operating
system would find this post by keyphrase match, despite the fact that the user discusses
using “edgy ¢ft” which is a code name for Ubuntu 6.08, a competitor’s operating system.
A topic for Milgard Windows and Doors Corporation that is looking for discussion about
windows in need of repair would find this same post looking for the keyphrase “broken
house windows” despite the fact that clearly the writer 1s enjoying loocking out of his

unbroken windows. The Disney Corporation, looking for discussion about their film
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company “Buena Vista” would find this post, which has nothing to do with them at all. A
biologist researcher looking for references to immature red newts would search for “Eft”
only to be sadly disappointed in another result about Ubuntu’s software. In all of these
cases keyphrase matches have proven wsufficient to successfully match relevant content
to interested partics. Boolean modifiers help (vista NOT Buena) but consistently fall far
short of expectations, and requirc non-intuitive and time consuming research and

expertise.

Automated Conceptual Catogorization

{00136 FIGURES 7-9 show the smooth transition between user scoring
and automated scoring and depict the progression of the operation of one embodiment for
an automated categorization and sentiment analysis systern, This progression occurs from
the carly state, where the automated systern performs poorly due to a lack of contextual
exampics, to a mature state where the automated system performs excellently as a result
of robust contextual examples. The system, in one embodiment, reacts to this
improvement by reducing the rate of post queue delivery to users and increasing the
accoptance of analyzed posts from the automated system as confidence ratings and
excmplar set sizes increase, This process accepts input from the ingestion system (350}
into two separate queues. The first queue delivers content to the scoring manager (610)
where it i3 scored by bumans (615) aud then dehivered to the per-topic exemplar sets
{620} based on topic relevance, the relational database (625) for storage and use in the
response, visualization and report sections, and 1o an agreement analysis system {6453, A

second queue delivers content to the automated categorization system which accepts input
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from the per-topic exemplar sets, as well as fopic performance and tuning information
from the agreement analysis system (645). This system passes conceptually relevant
content to the sentiment analysis systems which also has access to the exemplar and
agreement analysis tuning data.  The automated systerss append a “confidence” score to
their evaluations, which are used as a threshold to decide trust in the evaluation’s
accuracy. In the early behavior of the system, due to the lack of examples and agreement
analysis tuning data, often this confidence score is very low. As more manual scoring is
completed, and agreement analysis faproves, the percentage of data flowing into the
automated systems increases, and once performance s proven on the full data stream, the
flow of data to the manual scoring application begins to decrease. Continual tracking of
the agreement analysis system tracks for the varying level of inaccuracy that the
automated systems can create as a result of changes within topical vernacular, user
vocabulary, or new common phrascs, inflections, or other changes in the typical word
patterns present in incoming CGM content are reflected by the dynamic adjustment of the
percentages of data flowing into these two systeras. {ver time, given sufficient, accurate
scortng by humans, the astomated systems should be capable of accurate analysis on
100% of mcoming documents, which would reduce the role of required human nteraction
to only providing audit and contemporary vernacular updates by way of minimal scoring.
In one embodiment, TruCast, contains a Conceptual Categorization system which has
functionality to evaluate posts for relevaunce by way of statistical analysis on examples
provided by humans using the scoring system. Because humans are reviewing the content,

from a specific customer’s perspective, that content is reliably scored in context. If the
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above example post (EX.1) was scored by a human scorer for Microsoft, it would be
found irrelevant to the Windows Vista operating system. By statistical analysis of
hundreds of posts marked relevant or irrelevant to individual topics, the system can utilize
not just keywords, but the entire body of the post to determine relevance. This statistics
calculation leverages text clustering assisted by stop words exelusion, noun and pronoun
weighting, punctuation obscrvation, and stemming near-word cvaluations. For non-text
categorization analysis, Tru{Cast, in one embodiment can leverage Optical Character
Recognition (OCR) iruage to text conversion, Fast-Fourier Transform (FFT) and Granular
Synthesis (GS) analysis based specch-to-text conversion, as well as Hierarchical
Temporal Memory (HTM) processing. This comparison, and the resultant threshold
filtered probability that a given post 1s relevant to a given topic allows TruCast, in one
embodiment, to assign this meta-information. This method s vastly more accurate to
human analysis than keyphrase matching. It also has the optionally advantageous feature
of being continually tuned by ongoing scoring within the Ul, which provides fresh

exemplar data over time.

Automated Sentiment Analysis
00131} When users score content for relevance in the scoring manager,
they also may assert the sentiment of the content for each topic that it is relevant, from the
perspective of their account. Users will mark, from thewr perspective (as informed by a set
of scoring rules described by user administrators) the sentiment reflected about cach

topic. This information will be stored for later use in a relational database.
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{60132} These human markup actions serve two purposes. First is 1o
capture this data for direct use within a response system, and a series of data
visualizations that leverage topic and sentiment information to elucidate non-obvious
wnformmation about the content TruCast collecis, in one embodiment, This is the “manual”
path for data to tlow thru the system, in one embodiment,. The second use for these posts
is that they serve as example data for an exemplar driven antomated sentiment analysis
system that mirrors the conceptual categorization systeni.

{30133] Sioydar to the process of categorization, the system, in one
embodiment, loverages an exemaplar set of documents to perform an  automated
algorithmic comparison in order to determine the sentiment, per topic, contained within
an individual post. This requires a larger number of examples than categorization
analysis, (~100 per sentiment value per topic) due to the four different stored sentiroent
values, “good”, “bad” , “neutral” and “good/bad”. Due to the significant complexity of
sentiment language within human language, additional processing is performed upon each
document to improve the accuracy of the analysis. A lexicon of sentimental terms is
stored within the system, and their preseuce has a weighted impact on the analysis,
Negation terros and phrase structures also alter the valucs associated with sentimental
terms. A stop words list climinates connective terms, object nouns, and other non-
sentimental terms within the text, reducing the noise the comparison has to filter thru.
Senteuce detection uses lingustic analysis to subdivide posts mto sroaller sections for

individual analysis. A serics of algorithms are compared for accuracy and performance on
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a per topic basis, to allow the performance of the analysis system to be tuned to each

topic.

Automated Analysis Management

{60134} Both of these processes work upon the post-ingestion content,
directing antomatically analyzed documents into the remainder of the system workflow.
This process reacts to the number of exemplar documents that are available. If incoming
coutent 18 keyphrase-relevant to a specific topic, a determination is made if sufficient
exeruplar documents have been gathered by the system from users. If enough exemplary
documents are not available, that post is delivered to the scoring gueue which feeds
content to the scoring manager interface. If some documents are present as exemplars, the
systern will attempt automated categorization and sentiment avalysis, but still deliver
posts to the scoring manager. This creates a pair of analysis results, one from the
computer and one from the user. These are compared, and when a sufficient alignment
{agreement frequency) is reached, the system starts delivering auto-analyzed content
divectly to the reporting and respouse systerus, saving human effort.

{60135] This is a shiding ratio from 100% being delivered to the UT and 0%
being auto-analyzed, to only 1-10% being delivered to the Ul and 100% being auto-
analyzed. Once the ratio of content being reviewed by human scorers reaches 10%, and
accurate performance of the astomated analysis is mainiained, mwature operation of the
automated systems has been achicved. This i1s the most efficient operation of the system,

in one embodiment,
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{30136} The system utilizes an aging and auditing system to ensure that the
oldest human scored posts are ejected from the exemplar set and replaced by new human
scored posts over time. The system also performs internal cluster analysis and ejects
significant outliers from the systern. Both of these processes are tunable by adminisirative
control pancls, The result of this aging and auditing should be that as the vernacular, word
usage, and issues discussed internal to a given topic change over time, exemplar

documents continue to reflect that change and accurately map relevance.

Reporting
{60137} The system, in one embodiment, of databases which receive topic
relevant, analyzed content is connected to a series of web- based visualizations to allow
users of the Ul to understand valuable information about the discassions captured by the

system, in one embodiment,. Visualizations are shown in FIGURES 27-38.

Respounse

{30138] FIGURE 18 is a depiction of one embodiment of a CGM response
engine. In this embodiment the Response Manager UT (752 1s populated with a written
response by a user {758). This user 1s evalnated for authorization permissions against a
stored value in the Account Database (754). 1If the user does not have appropriate
authornization, their response will be delivered to an authorization queus(756) to be
approved by an adnunistrator, If a response 1s not approved it 1s deleted. It a responder
has authorization, or their response is approved, it will be delivered to the Response
Priority Processor (7603 which determines if any delay or promotion is required for a

given approved post. It also observes the original posted date of the content that is being
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responded to and prioritizes based on most recent posted dates. The Response Engine
Manager (764} requests responses from the Response Priority Processor(760) to deliver to
the registration and respouse robots. The Response engine manager checks the response
performance DB (766) to see if a given URL has a response robot that has already been
created or not. I it has not, the response and all associated mformation is sent to the
Response Robot Constructor (772}, This tool provides an interactive Ul to allow semi-
automated interaction with a target CGM site’s registration and response systems to
deliver the respouse to the site, and record the mteraction. These interactions inchude
loading pages, tollowing hyperhinks, assigning mput data to site form fields, navigating to
web mail systems for authentication messages, completing CAPTCHA tests, interacting
with IM and SMS systems, performing sequential interactions in correct order and
submitting forms.  The result of these actions should be a newly registered user (if
required by the site) and a response written to the blog site. The interaction is recorded
and stored in the Registration and Response Robot sets(770, 774). If, when the Response
Engine Manager is sent a response, it determines that a robot already exists, it will
execute that robot without human ioteraction. This has the same effect, creating a new
registration if required, and writing the response to the CGM site. Success or fatlure of
robots and robot constructor actions are recorded in the Response Performance DB for
evaluation and manual code re~-work if required.

{60139] The respouse manager is a system to convert o a manageable,
scalable business process the task of responding to CGM content by way of comments.

Al CGM systems that allow interactivity (>90%}) have a web based system for allowing
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readers of content to respond by way of a comment, note, or other stored message. This
often requires that users register themselves on the site, by providing a username,
password, and other personal details. Sometimes this requires providing an e-mail
address, to which an activation link is sent, or an instant messenger account which is sent
a password. This 18u't too difficult for casual users to maintain, especially if they only
interact with a few sites. Professional users however often have to interact with thousands
of different sttes. The system, in one embodiment, aims to reduce this workload for

respounders by automating the registration and respouse process.

Response Workflow

{60140} In one embodiment, the TruCast Ul system facilitates a workflow
for many users to witeract in a coordinated, managed way with CGM content. Ouce a post
as been successfully analyzed by either a user in the scoring manager, or the automated
analysis systems it becomes available within the response manager. This is a Ul system
for a user to write a comment in response to relevant posts. The Ul two halves, one which
shows information about the post being responded to (author, date, body text, and other
comments from within the thread, as well as stats about the author and site responsible for
the content.}, and the second that contains the new response the user is writing. The
system provides an interface called the response vault for managers to pre-write message
components, fragroents of text, names, stats, and pieces of argument that they'd like
responders to focus on. These snippets can be copied mto the response body during
authoring. Once a user is done writing a response, the can click a “send” button which

delivers the newly written response to the relational database.
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Response Automation

{60141} FIGURES 11-13 show screen shots of a registration and response
feature. Once the system, in one embodiment, receives a response record from the
response manager, it determines which blog site contains the original message, and the
Huk to the response page for that site and wmessage. If the systew, in one erobodiruent, has
never written a response to that sitc before, the record is delivered to the response
interactor UL or Response Robot Constructor, which is run by company employees. This
U1 allows an employee to visit the appropriate site, navigate to the appropriate fields, and
assign the mformation from the record to fields on the site that will cause the sile to
record a response. This action 1s recorded, and converted mto a script, which s stored as a
new robot for later re-use. If TruCast has already written a response to a given site, this
script will be used eliminating the need for repeated human interaction.

{30142} This system utilizes a stmilar engine and scripting methodology as
the collection system. Registration and Response robots are scripted automations, which
interpret the code of CGM content pages, web pages, pop3 or web based e-mail systems,
and other data structures, and perform pre-determined, probabilistic, or rule driven
interactions with those structures. By interpreting page code and scripted mstructions,
they can tmitate the actions of human users of these structures, by executing on screen
navigation functions, inserting data, gathering data, and reporting success or fatlure. An
example registration robot would be given as a data input the registration information for
an mdividual user of the system, in one embodiment,, and given the URL to a site that the

user wishes to register on. The robot would visit the site, navigate by markers pre-
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identified in the page code to the appropriate form locations to insert this information,
confirm if's insertion, and report success, as well as any output information from the site.
Au example response robot would accept as input the registration information for a given
user of the system, 1 one embodiment,, the blog response they ve written, and the URL
to the site that the user wishes to respond to. The robot would load the site fnto memory,
navigate the page by way of hyperlinks or pre-determined, probabilistic or rule driven
information, examing the page source code to discover the appropriate form fields to
insert this 1woput data into, do so, and report success. Other emabodiments of this solution
could include purpose built scripts that perform the same assigmment and scripted
interaction with CGM sites to perform registration and response tasks, Smaller scale
systems would have users perform the manual field entry and navigation tasks, but
captures these interactions for conversation involverseut wdentification and waintenance
by the analysis systems.

i00143] Once the system, in one embodiment, reccives a response record
from the response manager, it determines which blog site contains the original message,
and the lnk to the response page for that site and message. If the system, in one
embodiment, has never written a response to that site betore, the record is delivered to the
response interactor Ul, which is run by company employees. This Ul allows an employee
to visit the appropriate site, navigate to the appropriate fields, and assign the information
from the record to fields on the site that will cause the site to record a response. This

action is recorded, and converted nto a script for later re-use. If TruCast has alrcady
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written a response to a given site, this script will be used climinating the need for repeated
buman interaction.

{60144} This system utilizes a similar engine and scripting methodology as
the collection system. Other embodiments of this solution could include purpose built
scripts that perform the same assignment and seripted interaction with CGM sites to
perform registration and response tasks. Smaller scale systems would have users perform
the wanual field entry and navigation tasks, but captures these interactions for
conversation wvolvement identification and maintenance by the analysis systems,

{60 145] There arc several sophisticated systems for preventing auntomated
interaction with registration and response forms on CGM sites. Because Tru{Cast is engine
and script driven, and each transaction happens by way of a modular execution system,
we can tie the process to outside support modales to defeat these antomation prevention
systerns. The response automation system has a complete pop3 ¢-mail iteraction system
which can generate o-mail addresses for use in registration, check those addresses for
incoming mail, and navigate the mail content as easily as more typical web content. The
respouse autoruation system uses advanced OCR processing along with human tuning to
defeat CAPTCHA protections, The systemn has access o jabber protocol interactions to
create automated IM accounts and interact by SMS with mobile phone systems. TruCast
also stores a significant body of information, in contact card format, about responders so

wmore complex regisiration questions can be correctly answered.
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Conversation

{60146} The response systermn within TruCast delivers posts to blog sites,
which are the target for the collection system. As the system, in one embodiment, coliects
content it matches incoming content to evaluate if that content belongs to a thread that the
systern has interacted with. When the system discovers posts that were written after a
response that TruCast wrote, it s returned to the queue of posts assigned to the user who
wrote the response, with a maximuim priority. This way a conversation can be facilitated.
We also allow review of conversations by way of an Audit Panel, which gives a timeline

of interaction for a conversation between a blogger and a TruCast user.

Transparency

{60147} (iven the volatility of the CGM space, the value it represents, and
the danger of negative publicity for any companies or other mterested parties who choose
to interact by way of responding by comment, it is very important to maintain the
appearance of correct atiribution. The users are responsible for the content they generate.
Because of the sophisticated analysis tools available for CGM site owners to evaluate the
source of ipcoming comments, 's iroportant that the system, in one embodiment,
correctly portrays correct atiribution. While using the TruCast system to automate
response delivery to blog sites, correct attribution of content origination is retained.

{00148] Indicators of origination include: (1} E-mail address used in
registration/response process; (2) Owuner of e-mail address domain’s as reported by the
WHOIS information; (3) Receipt of e~-mail sent to this address by the correct customer to

the system, in one embodiment; {4} IP Address used in the response/registration process;
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{5) Reverse DNS lockup on the IP Address used in the response/registration process, and
the resultant WHOIS information; and/or {6} Internal consistency of blog user registration
information.

{60149] Any given customer or user will divect a domain vame that’s
appropriate for blog post response, conncct this domain {(and its MX record) to web
accessible server. This server should make available the e-mail addresses hosted on it via
a pop3 connection. This resolves issues 1 and 2 by placing ownership of the domain from
which the e~-mails for registration are generated into the hands of the users,

j60150] A forwarding sysiem between o-mail addresses created by a robot
and the e-mail address listed in the User Manager cxists. Forwarding messages from this

TruCast controlled site to the customer’s e-mail ensures that customers receive any

messages from bloggers that reply by e-mail. This resolves issue 3.
{60151} The Response Automation tool receives port 80 from the IP

address used for the e-mail server installation, and the server hosts the Response
Automation Engine for use in executing the scripting that is created to perforn automated
respouse. This resolves issues 4 and 5 by ahgmng the 1P source of the comments with the
e-mail source of the comments.

{60152} The tool collects significantly more information about responders
than ts typically necessary. This includes obscure information like birth date, favortte car,
wother’s maiden name, {avorite popsicle flavor, wser pictare, etc, to ensure that
regisirations arc comaplete, feature rich, and transparent. The manual response app and

robots accept this data in the response and registration steps. This resolves issue 6.
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{30153} By way of this unified approach to transparency, attribution
accuracy should always be retained.

{00154 If customers or other users desire misattribution of message source,
IP and e-mail anonymization features caun be epabled. This obfuscates the source of
oulpul messages by way of a rotating IP proxy environment which leverages P2P and

onion topologies for maximum opacity.

Adwministration

{30155] It is valuable to keop blog-focused workers on message, saying
appropriate things, making persuasive arguments, and being considerate participants in
the community. In order to facilitate this, the system, in one embodiment, has a set of
authorization features. Adminisirators have access to a per-user toggle which forces the
posts that users write to be delivered to a review gueue nstead of the response automation
system when they press the “send” button. This quene is accessible by administrators to
allow review, editing, or rejection before messages are submitted.

{60156] Administrators can also create and manipulate sorting rules which
prioritize content within user scoring and response gucucs based on topie, site, cngine,
author, and date information. This forces users to work on appropriate content, and allows
administrators to segment scoring and responding tasks to SME’s who have the most

context for a given topie, site, engine or author.

Accounts
{06157} Users in the system, 1o one embodiment, are members of accounts,

and afforded perrmssions within the system based on the role assigued to them by
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administrative users on a per account basis. Roles are pre-bound permission sets.
Administrators can create, edit, and delete everything within the system, except accounts.
Group administrators, who have access to muitiple accounts, can create accounts, and can
edit and delete accounts that they've created or been given access to. System
admimstrators can add, edit, and delete all accounts, so this permission role s reserved
for internal support use only. Users within the system, in one embodiment, are intended to
perform the majority of the scoring and responding work, and as such have only access to
the scoring manager, response manager, and thefr own user wanager o review thelr own
performance. Group users can do these tasks for muliiple assigned accounts. Viewers
within the system, in one embodiment, have read only access to all Ul controls. Group
Viewers can review multiple accounts. Accounts as a whole can be enabled or disabled,
which blocks users from accessing the system if their account is disabled, and stops any
account specific collection, analysis or processing tasks.

{00158] FIGURE 15 shows an example screenshot of the user interface
homepage 1300. The homepage 1300 enables a user to navigate through the different
functions of the Ul The toolbar is located at the bottom of the screen and features two
menus (account menu and control panel) and a row of eight wcons: Account Manager
1305, User Manager 1310, Topic Manager 1315, Sorting 1320, Scoring Manager 1325,
Response Manager 1330, Dashboards 1335, and Reporting 1340, The account manager
1305 1s used to create/set-up accounts and deactivate/reactivate accounts. The user
manager 1310 is used to set-up/create users, establish group rights and permissions, and

to review user activity. The topic manager 1315 is used to set-up/create topics and to set-
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up/create key phrases. Sorting, 1320, is used to set-up/create scoring and responding rules
for a topic, site, author, engine, and/or date and assign nules to a specific user. The scoring
manager 1325 is used to read/score posts and create new topics while scoring a post. The
response manager 1330 respoud to posts in near real time and create/save persouas and
pre-determined responses, Dashboards 1335 is used to map and graph sentiment, impact,
authority and data. Reporting, 1340 is used to display statistical charts. Finally a control
panel 1345 is used to log out of TruCast and allows email to be sent directly to user
support.

{60159} FIGURE 16 shows an exaruple screenshot of the account manager
1305, The account manager is accessed by a user through button 1305 in FIGURE 15,
The account manager 1305 creates and manages accounts in TruCast. Accounts serve as
the logical groups of related users, topics, and other syster elements, This creation action
establishes a new GUID identified accountlD that is used by the backend systems to
identify data pertinent to this account. Account is often synonymous with customer for
TruCast.

{30160} FIGURE 17 shows an example screcushot of the user manager
1310, The user manager 1310 allows administrators to set-up users, to assign specific
rights/permissions to them and to evaluate their activity in TruCast. This is how a work
team is created to address a specific target issue within the CGM space. Each new user is
assigned a userlld value to track their activities, and dentify their actions at the database

level, enforce permissions and limit access, All users who login to TruCast already have a
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userlD. The response authorization required flag determines if a user’s responses need to
be approved by an administrator via the authorization systent.

{00161] FIGURE 18 shows an example screenshot of a topic manager
1315, FIGURE 19 shows an example screcushot of the topic manager 1315 with the
Keyphrases tab activated, The Topic Manager 1315 18 where administrators define topic
titles, create topic descriptions, determine key phrases, and exclude specific phrases from
the assigned topic. This will determine the content that is matched by the keyphrase tier
of relevaunce analysis in TruCast. Topics are also analysis potnts, so they’re used later to
compare and countrast in the visualization systerns. Each topic and keyphrase has a GUID
value distinguishing it within the database systems.

{60162} FIGURE 20 shows an example screenshot of a sorting manager
1320, FIGURE 21 shows an exaruple screenshot of the sorting manager with the users tab
activated. Sorting 1320 cnables admmistrators to define scoring and responding
guidelines. Administrators can create rules that either impacts all users or a specific user’s
scoring or responding quene will be sorted. These sorts impact the queue by matching, so
all posts that match the rule are sorted to the top of the gueue, which allows users to score
tlerns that are of general importance after completing scoring the posts that were
specifically assigned to them by an administrator.

{30163} FIGURE 22 shows an example screenshot of a scoring manager
1325, The analysis system, baving determined that a post matching either keyphrase or
conceptual categorization, filtered by the sorting system, delivers posts in g sequential

queue to the scoring system. Scoring is the central method for ysers to impact the function
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of the automated systems, providing examples and context for their operation and it's the
shortest path for a post to make it from ingestion to visualizations and response. The post
is placed in text box 20035, the topics that the post relates to are in box 2010, which a user
will rate using the radio buttous presented. Fionally the site information related to the post
is placed m box 2015,

{30164} FIGURE 23 shows an example screenshot of creating a new topic
2110 in the scoring manager 1325, Because pre-determined topics may not cover the
scope or issues that exist in the discussion discovered by TruCast, TruCast allows scoring
users to create topics, in the new topic text box 2110, on the fly to capture the observation
that a new loci of discussion exists. Thesc topics are not populated with keyphrases at this
step. fnstead, adminisirators have the capability to merge and delete topics from the Topic
wmanager to ensure that all the team merobers who may have simoltancously discovered
this new topic can recetve direction from the administrator as to what the tinal topic title
will be, and instructions by way of descriptions and scoring rules about how to interpret
i,

{30165} FIGURE 24 shows an example screenshot of a response manager
13390, The output from the analysis system and the scoring manager 1325 feed wnto the
response manager 1330 based on applicable sorting rules as assigned by administrators.
Writing the response, in block 2210, and clicking “post” is all that’s required to ensure
that the roessage you typed makes it out as a corament on the target site. . Your writing
process is supported by significant contextual information, from the topic relevance and

sentiment score information to stats about the original author and the site they posted on.

i
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Once you submit one response, the next item for your review is available immediately in
the same panel, no need to navigate to other pages or sites to find the next place to
communicate.

{08166} FIGURE 25 shows an example screeunshot of an administrative
gueue 2300, The adminstrative gueue tools allow administrators to cxercise control over
User response activities. These queues can be used for managerial oversight, legal review,
tactical analysis, training, feedback and performance auditing. They create the framework
for admumistrative anthority over the response process,

{60167} FIGURE 26 1s an example screenshot of a dashboard manager
1335, The Dashboard displays data in dynamic graphical charts and graphs. It maps and
reports information based on impact, sentiment, authority and data. This allows users to
casily wdentify critical issues, compare topics of discussion for volume, breadth, depth,
tone and interconnectedness of CGM discussions, as well as other useful insights about
the CGM space,

{30168} FEGURE 27 is an example screenshot of an frmpact Dashboard
2500 and 1t refers 1o a set of three hine graphs which show daily totals over tume that
depicts the breadth, depth, and participation of the discussions contained within one or
many topics. This information is combined with a polar chart that shows the combined
values of the three graphs for one period.

{60169 FIGURE 28 is an example screenshot of a Sentiment Dashboard:
refers 1o a snapshot view of a single period, showing the relative post volurme versus the

average sentiment of your selected topics. FIGURE 29 is an example screenshot of a
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Sentiment History Dashboard. This display is connected to a history view which displays
this information over time.

{60176 FIGURE 30 is an example screenshot of an Authority Map
Bashboard: refers to a node and edge style interactive display which shows the
interconnectedness and relative authority of mdividual authors within a given topic. It
shows topic as the center node, sites that contain relevant content as first edge nodes, and
authors as second edge nodes. Edges between authors connote comments, links, quotes,
and trackbacks as methods of identifying counection and cormmunication. A hist view on
the right side of the screen allows you to quickly find specific authors or sites within the
display. Adjustable level of depth controls allow users to establish constraints (show only
authors with more than 2 Hoks, show only positive authors, etc.) that effect the visibility
of nodes n the display.

{60171} FIGURE 31 is an example screenshot of a Data Dashboard: refors
to a display that shows a tabular result set of posts that matched the topics selected. This
table shows one post per row with columns for date, author name, permalink, site name,
sentimsent, and topic. This view can show only information based on keyphrase-relevaunce,
or full analyzed relevance, or show those two together. In several other dashboards there
are links to more information about a given topic or author. Those links point to this
display.

{60172} FEGURE 32 s an example screenshot of an Heosystem Map: refers
to an Ecosystern map 18 a node and edge style display of all of the sites that make up the

discussion ccosystem for a given topic or topics. It shows a node for cach site that
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contains posts or comments relevant to the topics selected and date ranges selected in the
dashboard launcher panel. Between nodes, there should be an edge for each link that
connects nodes together,

{60173] FIGURES 31-32 show example screenshots of Nodes and are size
scaled depending on how many posts/relevant posts they have, and colored by average
sentiment. Edges are thicker depending on how many links exist between two nodes, and
have size scaled arrows showing the predominant direction or ratio of links. Nedes, if
chicked on should show the site narue, # of posts total, # of relevaut posts, and sentiment
%. The name 1s a hyperlink to the site. By sclecting an individual topic a more detailed
display with the sites and authors most important to a given topic displayed. Double click
on the node would lead to the data dashboard with a list of all the titles and permalinks to
the relevant posts on that stte. Hdges, if clicked on, show the # of Huks represeunted, %
directionality.

{60174} FIGURE 35 is an example screenshot of a2 Sentiment Summary:
refers to a single topic display that shows the number of authors per sentimental category
on a given topic or sum of topics.

{60175] FIGURE 36 1s an example screenshot of Top Lists: This provides
users with a set of ranked lists of sites, authors, and posts that are the most relevant, most
popular, most negative, most positive, most authoritative, most influential, most linked to,
most commented on, or most responded to depending on user selection,

{60176} FIGURE 37 15 an cxample screenshot of a Reporting: The reporting

system provides a series of charts based on selection criteria revolving around CGM
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content. Daily or total values of posts by keyphrase match or post-analysis match, per
topic or topics, site, author, by date range. Performance metrics on scorers and responders
are also available, per site, topic, or date range.

{66177} FIGURE 38 18 an example screemshot of an  Aggregate
Performance Dashboard: This dashboard supplics a cluster of configurable widgets for
tracking the relationships between several KPP's associated with the data available within
TruCast, in one embodiment.

{60178} FIGURE 39 is a graphical user interface 3900 geverated 1o
accordance with an cmbodiment. The interface 3900 includes a view scloction menn
3805, a filter selection menu 39210 and a timeframe selector 3915, As illustrated in
FIGURE 39, selection from the view menu 3905 of the “volume” setting, the timeframe
selector 3915 of the “7 days” setiing, and the flter menu 3910 of the “rend” setting
yields a graph 3920 of the number of times a user-selected search term/phrase has been
mentioned, as determined by a system according to an embodiment described herein, over
a seven-day span.

{30179} FIGURE 40 i3 an exemplary screenshot of the graphical user
mterface 3900 according to an embodiment. As ilustrated in FIGURE 40, selection from
the view menu 3905 of the “volume” setting, the timeframe selector 3915 of the *“7 days”

EE

setting, and the filter menu 3910 of the “geo” {i.e., geographical illustration) setting yields
a graphical illustration 4000 indicating in color coding, in the Ulustrated erabodiment, the

number of times a user-selected search term/phrase has been mentioned, as determined by

a system according to an embodiment described herein, over a seven-day span according
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to pre-defined geographic regions. A textual table 4010 indicating the number of times a
user-selected search terny/phrase has been mentioned over a seven~-day span according to
pre-defined geographic regions may also be generated.

{60180] FIGURE 41 s an exemplary screenshot of the graphical user
interface 3900 according to an embodiment, As illustrated m FIGURE 41, selection from
the view menu 3905 of the “volume” sctting, the timeframe selector 3915 of the “7 days”
setting, and the filter menu 3910 of the “period” setting yields a bar graph 4100
iltustrating a comparison of the number of times a user-selected search term/phrase has
been mentioned, as determined by a system according to an cmbodiment described
herein, over two different user-selected seven-day spans,

{60181} FIGURE 42 is an exemplary screenshot of the graphical user
wnterface 3900 according to an embodiment. As illustrated in FIGURE 42, selection from
the view menu 3905 of the “volume” setting, the timeframe selector 3915 of the 7 days”

>

setting, and the filter menu 3910 of the “media type” sctting yields a bar graph 4200
tustrating a comparison of the number of times a user-selected search termy/phrase has
been mentioned, as determined by a system according to an embodiment described
herein, according to the type of pre-defined social or other media over a seven-day span.
{60182} FIGURE 43 is an exemplary screenshot of the graphical user
interface 3900 according to an embodiment. As illustrated in FIGURE 43, selection from
the view mena 3905 of the “sentiment” setting, the timeframe selector 3915 of the 7

days” setting, and the filer menu 3910 of the “trend” setting yields a graph 4300

ilhustrating a comparison, over a user-selected seven-day span, of the number of times a
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user-selected search term/phrase has been mentioned, as determined by a system
according to an embodiment described herein, according to the sentiment expressed in
connection with the search term/phrase.

{60183] FIGURE 44 s an exemplary screenshot of the graphical user
interface 3900 according to an embodiment. As illustrated m FIGURE 44, selection from
the view menu 3905 of the “list” sctting, the timeframe selector 3915 of the 7 days”
setting, and the filter menu 3910 of the “content detail” setting yields a user-selected
message 4400 of a plurality of messages, posted within a user-selected seven-day span,
concerning a user-selected search ternvphrase. In an embodiment, the message 4400, as
well as any other user-selected message of the plurality, is displayed to include an actions
menu 4410,

{60184} Referrng to FIGURE 45, sclection of the “email” option frow the
actions menu 4410 causes an cmail application associated with the computing device by
which the mterface 3900 is generated to invoke an email message window 4500.
Window 4500 enables the user to email the contents of message 4400 to the recipient of
his/her choice.

G0 185] Referring to FIGURE 46, sclection of the “tags” option from the
actions menu 4410 invokes a tag menu 4600, Selection by the user of an option from the
tag menu 4600 cnables the user to label message 4400 in a manner designating the
message as belonging to a particular pre-defined category or otherwise as requiring sorue

type of folow-up action. For example, referring to FIGURE 47, selection of the



WO 2012/034136 PCT/US2011/051275

“opportunity” option from the tag menu 4600 causes a corresponding label 4700 to be
displayed within message 4400.

{08186} Referring to FIGURE 48, selection of the “promote” option from
the actions menu 4410 invokes a promote menu 4800, Selection by the user of an option
from the promote menu 4800 cnables the user to post/tweet message 4400 1n accordance
with a social networking or other platform corresponding to the sclected promote-menu
option,

{60187} FIGURE 49 18 an exemplary screenshot of the graphical user
mterface 3900 according to an cmbodiment. In the example iHustrated 1 FIGURE 49,
interface 3900 includes a comparison memn 4905 from which a user can select one or
more search terms/phrases.  Selection of an option from the comparison menu 4905
enables the simultaveous graphical llusiration of content data pertaining to multipie
scarch terms/phrases. As illustrated 1n FIGURE 49, for example, selection from the view
menu 3905 of the “volume” setting, the timeframe selector 3915 of the *7 days” setting,
the filter menu 3910 of the “wend” setting, and the comparison menu 4905 of the
“Lowe’s” setting yields a graph 4900 illustrating a comparison, over a seven-day span, of
the number of times cach user-sclected scarch termy/phrase has been mentioned, as
determined by a system according to an embodiment described herein. This simultancous
flhustration of data pertaining to multiple search terms/phrases may be configured by
mterface 3900 in a manner simmlar to that discussed above herein with regard to

FIGURES 39-48 in connection with singular scarch terms/phrases,

i
A
[e2a]

1
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{60188} FIGURE 50 is an excmplary screenshot of a dashboard 3000
according to an embodiment of the invention. As illustrated in FIGURE 508, dashboard
5600 may comprise a conglomeration of multiple ones of the graphical illustrations
ustrated in and discussed with reference to FIGURES 39-49.

{60189] While the preferred ombodiment of the invention has bheen
tlhustrated and described, as noted above, many changes can be made without departing
from the spirit and scope of the mvention. Accordingly, the scope of the invention is not
Hmited by the disclosure of the preferred embodiment. Instead, the invention should be
determined entirely by reference to the claims that follow.

{00196} The embodiments of the invention in which an exchusive property
or privilege ts claimed are defined as follows:
{0191} A computing systemy configured to gather social media contend,

comprising;

a memory;

100192} a content collection and ingestion system, stored i the memory
and configured, when exccuted on a computer processor, to conununicate with one or
more computing systems to direct a search of a content source using a recetved coliection
request and to ingest the results of the directed search into a data store; and

{30193} a content management system, stored o the mewory and
configured, when exccuted on a computer processor, to display the ingested results on a

display.
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The embodiments of the invention in which an excliusive property or privilege is

clainred are defined as follows:

I. A compuling systern configured to gather social media content,

comprising:

a memaory;

a content collection and mgestion system, stored in the memory and configared,
when executed on a coruputer processor, to communicate with oue or more computing
systerns to direct a search of a content source using a veceived collection request and to

ingest the results of the directed search into a data store; and

a content management system, stored in the memory and configured, when

executed on a computer processor, to display the ingested results on a display.

- 6{ -
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