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(57) ABSTRACT 

According to various exemplary embodiments, a Social 
media message posted by a user on a social media system is 
accessed, and a prioritization level is determined based on the 
Social media message. The prioritization level may indicate a 
measurement of importance of the Social media message. 
Further, the Social media message may be inserted into a 
prioritized message queue, based on the determined prioriti 
Zation level associated with the Social media message. 
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SYSTEMIS AND METHODS FOR CUSTOMER 
RELATIONSHIP MANAGEMENT 

CROSS REFERENCE TO RELATED 
APPLICATIONS 

0001. This application claims the priority benefits of U.S. 
Provisional Application No. 61/618,541, filed Mar. 30, 2012 
and U.S. Provisional Application No. 61/646,052, filed May 
11, 2012 which are both incorporated herein by reference in 
their entirety. 

TECHNICAL FIELD 

0002 This patent document pertains generally to tools for 
customer service, and more particularly, but not by way of 
limitation, to systems and methods for customer relationship 
management. 

BACKGROUND 

0003. In conventional approaches to customer service, 
customer relationship management (“CRM) call centers of 
companies receive customer inquiries via traditional chan 
nels of communication, such as telephone calls and emails. 
The customer service agents of the company typically 
respond to the customers via the same channels of commu 
nication, which allows the company to address any customer 
issues with a degree of privacy and confidentiality. 
0004. Now, a new channel for expressing customer issues 

is emerging the Social Media space. For example, many 
companies and other organizations have their own social 
media presence, such as a TWITTER(R) feed, or a FACE 
BOOKR) page with a wall, such that users can post messages 
regarding that company and its products that are widely view 
able. 

BRIEF DESCRIPTION OF THE DRAWINGS 

0005. Some embodiments are illustrated by way of 
example and not limitation in the figures of the accompanying 
drawings in which: 
0006 FIG. 1 is a schematic diagram depicting a data flow, 
within which one example embodiment may be deployed. 
0007 FIG. 2 is a block diagram of an example system, 
according to various embodiments. 
0008 FIG. 3 is a block diagram of a social activity man 
agement platform, according to various embodiments. 
0009 FIG. 4 is a block diagram of a database, according to 
various embodiments. 
0010 FIG. 5 illustrates an example portion of a user inter 
face, according to various embodiments. 
0011 FIG. 6 illustrates an example portion of a user inter 
face, according to various embodiments. 
0012 FIG. 7 illustrates an example portion of a user inter 
face, according to various embodiments. 
0013 FIG. 8 illustrates an example portion of a user inter 
face, according to various embodiments. 
0014 FIG.9 is a flowchart illustrating an example method, 
according to various embodiments. 
0015 FIG. 10 is a flowchart illustrating an example 
method, according to various embodiments. 
0016 FIG. 11 illustrates an example of social media iden 

tity information and an example of an internal customer 
record, according to various embodiments. 
0017 FIG. 12 illustrates an example portion of a user 
interface, according to various embodiments. 
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0018 FIG. 13 illustrates an example portion of a user 
interface, according to various embodiments. 
0019 FIG. 14 is a flowchart illustrating an example 
method, according to various embodiments. 
0020 FIG. 15 is a diagrammatic representation of a 
machine in the example form of a computer system within 
which a set of instructions, for causing the machine to per 
formany one or more of the methodologies discussed herein, 
may be executed. 

DETAILED DESCRIPTION 

0021. In the following description, for purposes of expla 
nation, numerous specific details are set forth in order to 
provide a thorough understanding of some example embodi 
ments. It may be evident, however, to one skilled in the art that 
the present invention may be practiced without these specific 
details. 

Overview 

0022 
various 
0023 embodiments may receive social media postings 
from Social media users and facilitate the management of a 
company's resources to resolve the problems that are 
described in the Social media postings. The description of 
problems in the Social media postings may be related to a 
company's products/services. The problems may be resolved 
by utilizing the resources of the social activity management 
system including agents, experts, local and third party knowl 
edgebases as well as a multiplicity of internal systems that 
facilitate the prioritization, management, and resolution of 
customer problems. To this end, the Social activity manage 
ment system (also referred to as “Service OnDemand 
throughout this disclosure) may be utilized to manage inter 
actions with the customer until the problem is resolved. 
0024 FIG. 1 is a schematic diagram depicting a data flow 
with respect to various Social activity management systems, 
Such as the aforementioned social activity management sys 
tem. In particular, FIG. 1 illustrates user case scenarios 10 
anticipated in the utilization of the Social activity manage 
ment system to resolve customer problems. The user case 
scenarios 10 may include Social media systems 22 (e.g., 
Social media platforms or Social networking platforms) on the 
left and a social activity management system 26 on the right. 
A typical problem resolution is illustrated. Broadly, a cus 
tomer 101 on the left posts a Social media message (such as a 
“social feed 102 about a problem) to the social media sys 
tems 22 that, in turn, communicate the Social media message 
102 to the social activity management system 26 where it is 
analyzed and prioritized 103 before being inserted into a 
queue. A service agent 104 may review the queue and assign 
the social media message to his/her self for resolution. The 
service agent 104 may clarify the problem by utilizing the 
Social media systems 22 to further communicate with the 
customer in 105, where the customer may participate in this 
discussion in 106. Not shown are various systems/services 
that the service agent 104 may utilize to resolve the problem 
and provide a solution at 107. These systems are briefly 
described below and extensively described later in this dis 
closure. Towards resolution of the problem, the service agent 
may invite a support engineer 108 to collaborate in 109, 
where the support engineer 108 may accept the collaboration 
request at 110. The support engineer 108 may accept the 
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invitation to collaborate at 110 and collaborate with the ser 
vice agent at 111 in finding a solution to the problem at 107. 
Finally, the Solution may be communicated in Social media to 
the customer at 112. While the service agent 104 and support 
engineer 108 are shown as being external to the social activity 
management system 26 in FIG.1. Such agents and engineers 
may also be viewed as being included in the Social activity 
management system 26, as described in more detail below. 
0025 FIG. 2 is a block diagram illustrating a customer 
relationship management system 20, according to an embodi 
ment that may be implemented to address the previously 
described user case scenarios 10 (see FIG. 1). The customer 
relationship management system 20 may include the Social 
media systems 22 (e.g., social media platforms or social 
networking platforms), a network 24 (e.g., Internet), and the 
Social activity management system 26. The Social media sys 
tem 22 may be utilized by Social media users (e.g., users) who 
operate client computers (not shown) that are connected over 
the network 24 with the Social media system 22 to exchange 
Social media messages/postings with the Social activity man 
agement system 26. The Social media system 22 may be 
embodied as FACEBOOKOR), a social networking service and 
website launched in February 2004, operated and privately 
owned by Facebook Inc. of Menlo Park, Calif. or TWIT 
TER(R), an online Social networking service and microblog 
ging service that enables its users to send and read text-based 
posts of up to 140 characters, known as “tweets, operated by 
Twitter Inc. of San Francisco, Calif. A Social media message 
may be communicated by the customer via one of multiple 
portals on the Social media system 22 (e.g., company wall 
etc.) to a particular company and describe a problem with a 
product or service that is provided by the company. The social 
media system 22, in turn, may communicate the Social media 
message over the network 24 to the Social activity manage 
ment system 26. 
0026. The social activity management system 26 may 
include a social activity management platform 28 that is 
coupled to a database 30, and a third party system 32 that is 
coupled to another database 34. The Social activity manage 
ment platform 28 may communicate over the network 24 with 
the Social media system 22, the third party system 32, and 
company personal 31 (e.g., service agent) who operate client 
computers that are connected with the Social activity manage 
ment platform 28. The Social activity management platform 
28 is further shown to be coupled to a database 30 that stores 
information. 
0027. The social activity management system 26 may 
communicate contextual content in a single user interface. 
For example, content identified by the Social activity manage 
ment system 26 (e.g., similar messages, knowledgebase 
articles, product, customer) may be included in a single user 
interface, as described in various embodiments below. 
0028 FIG. 3 is a block diagram illustrating the social 
activity management, platform 28, according to an embodi 
ment. The Social activity management platform 28 may 
include a prioritized message queue 28a that includes social 
media messages 28a 1, 28a2, 28a3, etc., as well as multiple 
systems 2811-2818 respectively including hardware or soft 
ware modules 2811a-2818a that are utilized to manage social 
media messages, a communication module 2819 that is uti 
lized to communicate with the Social media system 22 and a 
text analysis system 2820, as described below. The systems 
2811-2818 may include a queue prioritization system 2811 
that includes a queue prioritization module 2811a, a customer 
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identification system 2812 that includes a customer identifi 
cation module 2812a, a similar message system 2813 that 
includes a similar message module 2813a, a recommended 
knowledgebase system 2814 that includes recommended 
knowledgebase module 2814a, an interaction history system 
2815 that includes an interaction history module 2815a, a 
collaboration system 2816 that includes a collaboration mod 
ule 2816a, an expert finder system 2817 that includes an 
expert finder module 2817a, and a consistent experience sys 
tem 2818 that includes a consistent experience module 
28.18a. 
0029. The queue prioritization system 2811 may be uti 
lized to provide auto prioritization of the message queue 
containing incoming Social media messages to help agents 
focus on high profile customers and key issues. The queue 
prioritization system may be utilized to evaluate incoming 
Social media messages based on different parameters includ 
ing but not limited to customer influence, message sentiment, 
customer level and service level agreement (SLA). These 
parameters may be computed into a single priority score 
which determines and assigns a priority (e.g., Urgent, Normal 
and Low) to each message. 
0030 The customer identification system 2812 may be 
utilized to automatically identify the customer and create a 
customer record in the database 30. The customer record may 
be created with information in the customers’ social profile. 
The customer identification system may further map the 
Social customeridentity (e.g., social media system identity) to 
an internal customer record. If there are multiple customers 
with same name, the customer identification system may 
display a list of matching customers thereby enabling a ser 
Vice agent to identify a customer based on the available infor 
mation. 
0031. The similar message system 2813 may be utilized to 
display messages that are similar to the Social media message 
that is presently being processed by the service agent. The 
similar message may include a response/solution that may be 
applicable to the Social media message and utilized by the 
service agent to resolve the problem. 
0032. The recommended knowledgebase system 2814 
may be utilized to recommend articles and other documents 
to the customer that may be helpful in resolving the problem 
of the customer. The recommended knowledgebase system 
may utilize the text analysis system 2820 to perform a text 
analysis and keyword identification of the Social media mes 
sage to identify a product and issue(s) in the Social media 
message. The recommended knowledgebase system 2814 
may utilize the identified product and issue to provide a 
recommendation of articles to the customer that may be 
attached as links in a response that is communicated to the 
customer. The recommended knowledgebase system 2814 
may retrieve articles from a knowledgebase repository 3004 
that is stored on the database 30 (see FIG. 4) or, via the third 
party system 32, from a knowledgebase repository that is 
stored on the database 34 (see FIG. 3). 
0033. The interaction history system 2815 may be utilized 
to respond to the customer, takes notes and collaborate inter 
nally with other agents in Such a way that all the information 
is recorded to show a complete history of interactions with the 
customerinachronological order. Accordingly, reassignment 
of the Social media message to another agent or escalation to 
another agent may not hinder the newly assigned agent in 
responding to the customer because the newly assigned agent 
may utilize the history of interactions. 
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0034. The collaboration system 2816 may be utilized to 
locate specific colleagues and then collaborate with them to 
resolve the problem described in the Social media message. 
The collaboration system 2816 may ensure that all collabo 
rators have access to information regarding the problem 
described in the Social media message. The collaboration 
system 281.6 may further ensure that interactions between 
collaborators are contained within the interaction history 
associated with the Social media message. 
0035. The expert finder system 2817 may be utilized to 
automatically identify and present a list of experts that are 
available to the company based on the text analysis of social 
media message. The expert finder system 2817 may utilize 
the text analysis system 2820 to identify the product and other 
keywords mentioned in the Social media message and provide 
a list of recommended experts within the context of the social 
media message. 
0036. The consistent experience system 2818 may be uti 
lized to automatically aggregate information about the Social 
media messages, other types of messages (e.g., email, tele 
phone, etc.), and interaction history for a particular customer 
and automatically present this information to the service 
agent. 
0037 According to various embodiments, the above 
described aspects and/or functions of each of the systems 
2811-2818 may be performed and/or implemented by the 
modules 2811a-28.18a, respectively (see FIG. 3), which may 
correspond to hardware modules or Software modules 
executed by one or more processors. 
0038 FIG. 4 is a block diagram illustrating the database 
30, according to an embodiment. The database 30 may store 
customer information 3001, company resource information 
3002, product information 3003, a knowledgebase repository 
3004, configuration information 3005 and message informa 
tion 3006. The customer information 3001 may be customer 
records that include information that describe the customer 
(e.g., identity information) and information that, describes 
interactions with the customer. The company resource infor 
mation 3002 may include a personal profile for each of the 
employees of the company including the domains in which a 
particular employee has acquired knowledge that may be 
useful in resolving problems and a level of sufficiency for 
each of the domains. The product information 3003 may 
include product catalogues including profiles describing 
products. The knowledgebase repository 3004 may be uti 
lized to store articles and other documents that may be com 
municated to customers to facilitate a resolution of a problem. 
The configuration information 3005 may include parameters 
that may be configured by an administrator of the Social 
activity management platform, to customize one of the above 
mentioned systems. 

1: Queue Prioritization 
0039. In current customer relationship management sys 
tems, customer service agents (e.g. call center agents) of a 
company have no way to prioritize the large number of social 
media messages of the company, Such as messages posted on 
the FACEBOOKR) or TWITTER(R) pages. 
0040. Moreover, companies tend to deal with such cus 
tomer issues in an ad-hoc manner. For example, often it is not 
customer service agents, but rather information technology 
(IT) and/or marketing staff that monitor the social media 
space for customer feedback and messages regarding the 
company and its products. Moreover, the staff may have to 
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access multiple internal and external systems to gather infor 
mation and respond appropriately. In addition, the staff are 
forced to monitor the company’s Social media profile by 
attempting to parse through all of the messages and posts 
from customers regarding the company, which may become 
extremely time consuming. Moreover, once the company's 
staff does find a customer issue, they may copy the customer's 
messages and pass it on to other customer service represen 
tatives, in an informal, ad-hoc process. Thus, the Social media 
messages of the customer are not routed to customer service 
agents in a formal, consistent, efficient and transparent man 
ner nor are they automatically prioritized to facilitate triage 
by the customer service agents. 
0041 According to an exemplary embodiment described 
herein, a queue prioritization system 2811 of a customer 
relationship management system 20 automatically prioritizes 
a set of incoming Social media messages into a prioritized 
queue of messages, to help agents identify and triage prob 
lems for resolution. For example, the high priority messages 
may be identified to address the most important products or 
issues, or those messages originating from customers identi 
fied as important or customers identified as having the great 
est influence in one or more social media systems. 
0042 Broadly, the queue prioritization system 2811 may 
receive incoming Social media messages, and then automati 
cally evaluate the incoming messages for their importance 
using one or more procedures and based on one or more 
parameters including message source, message sentiment, 
message following, customer influence, customer level, cus 
tomer service level agreement product classification, problem 
level, and social amplification. All of the above mentioned 
parameters may be utilized to compute a single overall mes 
sage score for a message which, in turn, may be utilized to 
assign apriority level (e.g. Urgent, Normal and Low) to the 
message. 
0043. The queue prioritization system 2811 first collects 
and accesses all customer messages and posts relevant to a 
company. For example, in one embodiment, the communica 
tion module 2819 may crawl through all the social media 
messages posted on a social media system 22 (e.g., Social 
media platform) such as FACEBOOKR) and TWITTER(R) 
that refer to the company or its products, and/or crawl through 
all the messages/posts on the company's own stream, page or 
wall. In yet another embodiment, the communication module 
2819 may retrieve or be fed the messages from application 
programming interfaces that are exposed by the respective 
Social medial platforms. Thereafter, the queue prioritization 
system 2811 may analyze each message to determine an 
overall message score for the message. The queue prioritiza 
tion system 2811 may utilize the overall message score may 
to determine a priority level indicating the message’s impor 
tance, using a combination of the above mentioned param 
eters as follows: 
0044) 1.) Message Source: The queue prioritization sys 
tem 2811 may determine a message source score based on a 
location in a social media system 22 (e.g., social networking 
platform). For example, if the message is posted on a user's 
own Social networking page then the message may have a 
lower score than if it is posted on one of the Social networking 
pages that are owned by a company. In addition, a specific 
Social networking page of the company may further be uti 
lized to determine the score associated with the message 
Source. For example, if the message is posted on a product 
Support page of the company (or a product-specific page or 
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service-specific page of the company) the score may have a 
lower importance than if it is posted directly on the main 
Social network profile page that is associated with the com 
pany. Accordingly, a message source score may be factored 
into the overall determination of the overall message score of 
the message. 
0045 2) Message Sentiment: The queue prioritization sys 
tem 2811 may utilize text analysis system 2820 to perform a 
text analysis (e.g. words) of the message to determine a mes 
sage sentiment score. For example, the system may include a 
list or database of words or phrases such as “disappointed’, 
"angry”, “waiting,” “junk,” and “excellent” to determine the 
sentiment of the author of the message. Words or phrases that 
signify a bad or poor sentiment may result in a message 
sentiment score that contributes towards a higher overall mes 
sage score, rather than words or phrases that are neutral or 
positive. For example, the identification of a bad or poor 
sentiment may result in a higher message sentiment score and 
higher overall message score that causes the message to be 
assigned to an agent more quickly and processed with greater 
urgency. On the other hand, a good sentiment may result in a 
lower message sentiment score and lower overall message 
score that results in a greater amount of time for assignment 
and resolution. 
0046 According to various exemplary embodiments, a 
similar type of message sentiment score may also be calcu 
lated for other comments responding to the original Social 
media message. Such as an average message sentiment score 
indicating the average sentiment of all the comments 
responding to the original Social media message. This mes 
sage sentiment score for responses/comments to the original 
Social media message may also be factored into the determi 
nation of the message sentiment score and/or the overall 
message score for the original Social media message. For 
example, the identification of bar or poor sentiment in the 
response comments may result in a higher message sentiment 
score and/or overall message score for the message that 
causes the message to be assigned to an agent more quickly 
and processed with greater urgency. 
0047 According to various exemplary embodiments, a 
Social sentiment aggregate score indicating a history of the 
sentiment of the user's other messages posted on Social media 
platforms may be generated. This social sentiment aggregate 
score may also be factored into the determination of the 
message sentiment score and/or overall message score for the 
original Social media message. 
0048. According to various exemplary embodiments, an 
internal sentiment aggregate score indicating a sentiment of 
the user's other private communications with a specific com 
pany (e.g., complaints, requests for service, customer feed 
back) may be generated. This internal sentiment aggregate 
score may also be factored into the determination of the 
message sentiment score and/or overall message score for the 
original Social media message. 
0049. 3.) Message Following: The queue prioritization sys 
tem 2811 may determine a message following score of the 
message/post based on a number of views, feedback indica 
tors (e.g., "likes'), messages, follow-up comments, shares, 
reposts, etc. that are posted by other users in association with 
the original message. For example, other messages posted in 
association with the original message may include a quantity 
of messages authored by other users that “like the message/ 
post, “share the message/pest, re-post the message/post, 
“follow the message/post, view the message/post and so on. 
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The message following score may also take into account a 
number of views, likes, comments, or other feedback associ 
ated with the comments to the original message. The queue 
prioritization system 2811 may access an application pro 
gramming interlace that is provided by a social networking 
platform to retrieve such information. Based on this informa 
tion, the system may determine a message following score of 
the message and this information may be factored into the 
overall message score. 
0050. 4) Problem Classification: The queue prioritization 
system 2811 may utilize text analysis system 2820 to perform 
a text analysis of the content (e.g. words) of the Social media 
message, in order to determine a problem classification or 
issue that is communicated in the message. For example, the 
queue prioritization system 2811 may access multiple lists of 
known problem classification words that are stored en the 
database 30. A list for identifying a malfunctioning classifi 
cation may include words such as “broken”, “fix”, “trouble 
shooting.” “documentation' and so forth that, if identified in 
the message with the text analysis system 2820, may be 
utilized to associate the message with a problem classification 
type for a malfunctioning product. Similarly, the queue pri 
oritization system 2811 may access a list for identifying an 
overpricing classification and may include words, such as 
“expensive”, “overpriced”, “ripoff and so forth that, if iden 
tified in the message with the text analysis system 2820 may 
be utilized to associate the message with a problem classifi 
cation type for an overpriced product. A particular problem 
classification (e.g., “malfunctioning product’) may result in a 
problem classification score that contributes towards a higher 
message score rather than another problem classification 
(e.g., “overpriced product”), based on the severity of the 
problem reported in the message. Accordingly, the problem 
classification score may be used by the queue prioritization 
system 2811 to prioritize the type of problem related in the 
message, whether it is a minor problem or major problem, 
etc., and may be factored into the determination of the mes 
Sage Score. 

0051 5) Product Classification: The queue prioritization 
system 2811 may utilize text analysis system 2820 to perform 
a text analysis of the content (e.g. words) of the message, in 
order to determine a particular product that is the subject of 
the message. For example, the queue prioritization system 
2811 may access a list that is stored in the database 30 and 
utilize words or phrases in the list that describe known prod 
ucts such as “TV”, “processor”, “camera' and so forth that, if 
identified in the message with the text analysis system 2820 
may contribute towards the identification of a particular prod 
uct classification that is associated with the message. Further, 
for example, the system may include a list of words or phrases 
that describe model numbers or signature features that con 
tribute towards the identification of the particular product 
classification such as “ZOS600D.” “auto-lighting optimizer.” 
or “ZX7000D. One product classification may result in a 
higher product classification score as compared to another 
product classification. For example, a product classification 
score for a recently released product may be greater than a 
product classification score for a product that has been in the 
field for an extended period of time and considered stable. 
Accordingly, the product classification score may be used by 
the queue prioritization system 2811 to prioritize the type of 
product related in the message and factored into the determi 
nation of the overall message score. 
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0052 6) Customer Level: The queue prioritization system 
2811 may determine the customer level of the customer based 
on the identity of the customer that authored the message. The 
queue prioritization system 2811 may determine the identity 
of the customer by, for example, utilizing, the text analysis 
system 2820 to perform a text analysis of the message to 
identify social media identity information for the customer 
(e.g. name, telephone number, facsimile number, email 
address, username, etc.), which may be compared to a data 
base of individuals, such as directory, or the company's own 
database of customer records to identify the customer. In yet 
another embodiment the queue prioritization system 2811 
may access an application programming interface that is pro 
vided by the social media system 22 to retrieve the social 
media identity information for the user as registered on the 
Social media system 22 based on a message identifier or some 
other identification information obtained from a text analysis 
of the message. 
0053) Once the customer is identified, the queue prioriti 
Zation system may also determine the internal or external 
importance of the customer. Internal importance refers to the 
importance of the customer, based on their specific relations 
with the organization. For example, many companies may 
store information or history regarding known customers in an 
internal customer record or customer relationship manage 
ment (CRM) record (e.g., how long has the user been a cus 
tomer, what is the quantity of products/services they have 
procured from the company, a user's previous purchase his 
tory with respect to the company, what is the sentiment his 
tory of messages/posts from the customer, etc.), which may 
be used to determine an internal importance of the customer. 
Also for example, the internal importance of the customer 
may be represented in internal customer records as a cus 
tomer level (e.g., platinum, gold, sliver, etc.) that may be 
associated with a score that may be used to compute a cus 
tomer level score. 

0054 External importance of the customer, notwithstand 
ing any specific relationship the customer may have with the 
organization, may further be identified and utilized by the 
queue prioritization system 2811 to identify a customer level. 
For example, even if the customer has never conducted busi 
ness with the company before, the queue prioritization system 
2811 may crawl a database or network (such as web pages 
accessible via the worldwide web) for Information regarding 
the customer. Depending on the quantity, Sources and nature 
of information received, the queue prioritization system 2811 
may determine that the customer is an “externally important” 
individual (e.g. a politician, celebrity, high profile business 
executive, etc.) that is associated with a score that may be 
used to compute a customer level score. 
0055 Based on this information, the queue prioritization 
system 2811 may identify a score for the customer level of the 
customer that posted the message, and this customer level 
score may be factored into the determination of the overall 
message score of the message. 
0056 7) Customer Influence: The queue prioritization 
system 2811 may determine a score for customer influence of 
the customer that approximates the influence of the customer 
on various Social media systems 22 (e.g., social networking 
platforms). The queue prioritization system 2811 may deter 
mine the customer influence score based on criteria that may 
or may not be tied to the particularities of a message. Such 
criteria may include the number of “friends”, “followers', 
“fans', etc., of the customer in one or more of the social media 
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systems 22. This is an important factor in the Social media 
space for the reason that the quantity of friends, followers or 
fans of the user may indicate their influence and ability to 
spread their opinions to other users. Accordingly, customer 
service agents may enhance the public image of their com 
pany by addressing the concerns of Such people in a timely 
fashion. The queue prioritization system 2811 may access an 
application programming interface that is provided by a 
Social media system 22 to retrieve Such information. Based on 
this information, the queue prioritization system 2811 may 
determine a score for the customer influence of the customer 
that approximates the influence of the customer on Social 
networking platforms, and this score may be factored into the 
determination of the overall message score of the message. A 
Klout score may be used as the customer influence score. 
0057 According to various embodiments, the queue pri 
oritization system 2811 may determine an aggregate Social 
influence score which may be similar to the customer influ 
ence described above, except that it applies to the importance 
or Social influence of the users that commented, liked, re 
tweeted, or provided other feedback or comments associated 
with the original message. This aggregate Social influence 
score may also be factored into the determination of the 
overall message score for the original Social media message. 
0.058 8) Customer Service Level Agreement: The queue 
prioritization system 2811 may determine a customer service 
level agreement for a customer based on the identity of the 
customer. For example, the queue prioritization system 2811 
may utilize the identify of the customer, as described above, 
to identity an internal customer record that includes a service 
level agreement that is associated with the customer. A cus 
tomer who pays a premium for service may be associated with 
a higher service level agreement score than one who pays less 
thereby entitling the customer to immediate or enhanced 
access to agents. For example, in one embodiment, a service 
level agreement may be characterized as “Very important 
Customer” (VIC), “Important Customer” (IC) and “Valued 
Customer (VC). Accordingly, the queue prioritization sys 
tem 2811 may determine a customer service level agreement 
score for the message that may be factored into the determi 
nation of the overall message score of the message. 
0059 9) Social Amplification: The queue prioritization 
system 2811 may determine a social amplification score of 
the message/post based on a number of same or similar mes 
sages/posts as reported by other users on Social media sys 
tems. For example, the problem and product classification for 
the present message may be utilized to identify a quantity 
messages that are received on the same or other social net 
working problems that report the same or similar problem, 
deal with the same or similar product or service, etc. Accord 
ingly, the queue prioritization system 2811 may determine a 
Social amplification score for the message that may be fac 
tored into the determination of the message score of the 
message. 

0060. The various parameters scores for each of the afore 
mentioned parameters may each be associated with a weight 
that may be individually configured to customize the compu 
tation of respective weighted scores that are utilized to com 
pute the overall message score for the message. Alternatively, 
the various parameters scores may each be associated with a 
default weight for the computation of respective weighted 
scores. In one embodiment, a parameter score may be multi 
plied by its associated weight before the product of the mul 
tiplication is utilized to compute the overall message score. 
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0061 For example, FIG. 5 illustrates an example of a user 
interface screen 500, according to an embodiment. The user 
interface 500 may be displayed by the queue prioritization 
system 2811 to enable a user (such as a customer service 
agent) to adjust weighting for each of the aforementioned 
parameter Scores (e.g., message source score, message senti 
ment score, message following score, problem classification 
score, product classification score, customer level score, cus 
tomer influence score, customer service level agreement 
score, and social amplification score). The user interface 50 
may be utilized to increase or decrease the importance of each 
parameter score relative to the other parameter scores. For 
example, the user interface 500 lists a parameter score (e.g., 
501) for each of the aforementioned parameters, which in the 
example of FIG.5 is a number from 0 to 2 (e.g., 0 correspond 
ing to a low priority), (e.g., 1 corresponding to a medium 
priority), and (e.g., 2 corresponding to a high priority). The 
user interface 500 may also include slide rules (e.g., 502) 
allowing the user to adjust the weight for each parameter 
score (e.g., a weighting from 0 to 1), and also indicates the 
weighted score (e.g., 503) for each parameter (e.g., the cus 
tomer influence score of 2 multiplied by the weight of 0.5 
produces the weighted score of 1). Configuring a weight to 0 
turns off a parameter, configuring a weight to 0.5 gives the 
parameter half of the importance relative to other weights of 
1, and configuring a weight to Some number greater than 1 
(not shown in the user interface 500) may proportionally 
increase the importance of a particular parameter relative to 
other weights of 1. 
0062. In one embodiment the overall message score for the 
message may be the Sum of each of the weighted parameter 
scores (i.e., the sum of each of the parameter scores multi 
plied by each of the associated weights). For example, as seen 
in FIG. 5, the overall message score 504 is 12/15, since the 
maximum possible score given the user-adjusted weights is 
(2x7)+(1x1)+(1x0)=15, and the overall message score is 
(2+2+2+2+2+1+1)=12. In another embodiment, the overall 
message score for the message may be the product of the 
weighted parameter scores. In another embodiment, the over 
all message score for the message may be the average of the 
of the weighted parameter scores. The overall message score 
may be calculated in other ways that reflect the parameters 
and/or weighted scores. 
0063. Once the overall message score 504 for the social 
media message is calculated, the priority level 505 of the 
message may be determined. For example, assignment of a 
priority level 505 that is assigned to the message (e.g., low, 
medium, high) for display in a message queue may be based 
on thresholds values for the overall, message score 504 that 
are configured by the user. 
0064. For example, FIG. 6 illustrates an example of a user 
interface 600, according to an embodiment, that is displayed 
by the queue prioritization system 2811. The user interface 
600 may include a threshold slider tool that allows the user 
(e.g., customer service agent) to specify that, if the relevant 
overall message score 504 is between threshold score A and 
threshold score B, this corresponds to a score for a medium 
priority, everything below threshold score A corresponds to a 
score for a low priority, and everything above threshold score 
B corresponds to a score for a high priority. 
0065. The user interfaces of FIGS. 5 and 6 are merely 
exemplary, and the user of the queue prioritization system 
2811 (e.g., a customer service agent) may define the contri 
bution of each of the parameter scores to the calculation of the 
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overall message score. For example, according to another 
embodiment, the queue prioritization system 2811 may dis 
play a user interface that allows the user to define the contri 
bution of the problem classification score as 10% towards the 
overall message score, the contribution of the message senti 
ment score as 15% towards the overall message score, and so 
O 

0.066 Moreover, according to another embodiment, the 
queue prioritization system 2811 may display a user interface 
that allows the user to define different contribution settings 
for different channels or social media platforms. For example, 
if the original Social media message is posted on FACE 
BOOKOR), the contribution the customer SLA score may be 
defined by the agent as 0% of the overall message score for the 
original Social media message, whereas if the original Social 
media message is posted on TWITTER(R), the contribution of 
customer SLA score may be defined by the agent as 20% of 
the overall message score for the original Social media mes 
sage, and so on. Similarly, the user may define different 
weights for a given parameter value of a message (see FIG. 5), 
for different channels or social media systems (e.g., depend 
ing on whether the message is posted on FACEBOOKCR or 
TWITTER(R). 
0067 Assignment of the various parameter scores by the 
queue prioritization system 2811 may be further customized 
by the user. For example, the queue prioritization system 
2811 may display a user interface enabling the user to define 
product classification scores for various products that may be 
described in the message, or problem classification scores for 
various problems that may be described in the message, or 
message source scores for various webpages where the mes 
sage may be posted, or message sentiment scores for various 
message sentiments, or various customer level scores or cus 
tomer service level agreement scores for particular internal 
customer level of platinum, gold, etc., and so forth. Further, 
the queue prioritization system 2811 may permit the user to 
set a threshold number of friends for a given customer influ 
ence score, or a threshold number of views for a given mes 
sage following score, and so forth. Since it may be difficult for 
the customer Service agents to set an upper threshold (e.g. 
difficult to contemplate the number of views of a post that 
corresponds to a “high score or “normal score), a user 
interface of the system may include a threshold slider tool that 
allows the customer agent to specify that, if the relevant value 
is between score A and score B, this corresponds to a score for 
a medium priority, everything below that corresponds to a 
score for a low priority, above that corresponds to a score for 
a high priority. 
0068. For example, FIG. 7 illustrates a user interface 700, 
according to an embodiment. The user interface 700 may 
include a threshold slider tool that allows the customer agent 
to specify that, if the relevant number of likes is between score 
A and score B, this corresponds to a message following score 
for a medium priority (Such as a message following score of 
1), everything below that corresponds to a message following 
score for a low priority (such as a message following score of 
0), above that corresponds to a message following score for a 
high priority (such as a message following score of 2). The 
user interface 700 also permits the user to specific whether the 
thresholds apply to views, likes, shares, comments, etc., or 
some combination thereof. A similar slide rule may be uti 
lized to set thresholds for other parameters scores, such as a 
slide rule for user configuration of thresholds for the customer 
influence score, and so on. 
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0069. Thus, the queue prioritization system 2811 of this 
exemplary embodiment automatically combines and ana 
lyzes all the aforementioned parameter scores (e.g., see 501 in 
FIG. 5) in order to determine a single overall message score of 
the message (504) and, ultimately, the assigned priority level 
of the message (505). Thereafter, the queue prioritization 
system 2811 may insert the Social media message into a 
prioritized message queue based on the determined prioriti 
Zation level corresponding to the Social media message, and 
display the prioritized message queue to the user via a user 
interface. 

0070 For example, FIG. 8 illustrates a user interface 800 
of the queue prioritization system 2811 of this exemplary 
embodiment. The queue prioritization interface 800 may 
include two user interface areas 801 and 802. User interface 
area 801 depicts plural social media messages received by the 
system, as well as priority levels that have been assigned to 
each message. The priority levels illustrated in the example of 
FIG. 8 include “Low”, “Medium' and “High', but such pri 
ority levels are merely exemplary, and other priority level 
naming schemes may be utilized. For example, the priority 
levels may be “Urgent”, “Normal” and “Not Urgent”, or 
instead may be alpha-numeric rankings. Such as 'A' through 
“Z”, or “1” through “10”, etc. 
0071. The user interface area 802 depicts a prioritized 
message queue of social media messages. That is, after all the 
messages have been assigned a priority level, as seen in user 
interface area 801, the messages are displayed based on their 
assigned priority level in the user interface area 802. For 
example, all the Social media messages may be sorted Such 
that the Social media messages having the highest priority 
level (e.g. “High') are displayed at the head or top of the 
queue as seen in FIG. 8, followed by the social media mes 
sages having the next highest priority (e.g. “Medium'), fol 
lowed by the Social media messages having the next highest 
priority (e.g. “Low'), and so forth. 
0072. As further seen to the right of FIG. 8, a user interface 
area 803 may indicate some of the factors used to determine 
the priority level of a currently selected message as "HIGH’. 
For example, the currently selected message, which may be 
the message at the top of the prioritized message queue in user 
interface area 802, may include a message sentiment score 
corresponding to a “Moderate Sentiment, a customer influ 
ence score corresponding to a user having more than 500 
friends, and a customer level score corresponding to the user 
having an internal importance of a “Gold Customer.” In this 
way, the customer service agents may be able to focus on the 
most Important messages that require the most immediate 
attention. 

0073 FIG.9 is a flowchart illustrating an example method 
900, according to various embodiments. The method 900 may 
be performed at least in part by, for example, the queue 
prioritization system 2811 illustrated in FIG. 3. In 901, the 
communication module 2819 may access a social media mes 
sage posted by a user on a social media system. In 902, the 
queue prioritization system 2811 may determine a prioritiza 
tion level based on the Social media message, the prioritiza 
tion level indicating a measurement of importance of the 
Social media message. For example, see prioritization level 
505 illustrated in FIG. 5. In 903, the queue prioritization 
system 2811 may insert the Social media message into a 
prioritized message queue based on the determined prioriti 
Zation level associated with the Social media message. The 
determination in 902 of the prioritization level corresponding 
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to a particular social media message is described in more 
detail with reference to FIG. 10. 

0074 FIG. 10 is a flowchart illustrating an example 
method 1000, according to various embodiments. The 
method 1000 may be performed at least in part by, for 
example, the queue prioritization system 2811 illustrated in 
FIG. 3. 

0075. In 1001, the queue prioritization system 2811 may 
determine a message source score based on a location of the 
posting of the Social media message on the Social media 
system 22. For example, the message source score may be 
determined based on whether the Social media message is 
posted on a user profile page in the Social media system 22 
that is associated with the user, a main profile page in the 
Social media system 22 that is associated with an entity, a 
product-specific page in the Social media system 22 that is 
associated with the entity, or a service-specific page in the 
Social media system 22 that is associated with the entity. In 
1002, the queue prioritization system 2811 may determine a 
message sentiment score indicating a measurement of senti 
ment of the content of the social media message. In 1003, the 
queue prioritization system 2811 may determine a message 
following score indicating a quantity of views, feedback indi 
cators, reposts or follow-up messages posted by other users in 
response to the Social media message. In 1004, the queue 
prioritization system 2811 may determines problem classifi 
cation score indicating a particular problem and/or issue 
described in the content of the social media message. In 1005, 
the queue prioritization system 2811 may determine a prod 
uct classification score indicating a particular product 
described in the content of the social media message. In 1006, 
the queue prioritization system 2811 may determine a cus 
tomer level score indicating a measurement of an importance 
of the user. For example, the customer level score is deter 
mined based on at least one of an internal customer record of 
the user managed by an entity and one or more publically 
accessible webpages describing the user. In 1007, the queue 
prioritization system 2811 may determine a customer influ 
ence score indicating a measurement of an influence of the 
user in the Social networking platform. For example, the 
customer influence score may be determined based on a num 
ber of user connections, friends, or followers of the user on 
the social networking platform. In 1008, the queue prioriti 
zation system 2811 may determine a customer service level 
agreement, associated with the user and an entity. In 1009, the 
queue prioritization system 2811 may determine a social 
amplification score indicating a number of similar Social 
media messages posted by other users on the Social network 
ing system. The similar Social media messages may describe 
a product or problem also described in the Social media mes 
Sage. 
0076 Finally, in 1010, the queue prioritization system 
2811 may determine an overall message score corresponding 
to the Social media message based on at least one of the 
aforementioned parameter scores generated in 1001-1009, 
and utilizes the overall message score to determine or assign 
a priority level to the Social media message. Thus, the priority 
level of the Social media message may be determined based 
on at least, one of the message source score, message senti 
ment score, message following score, product classification 
score, problem classification score, customer level score, cus 
tomer influence score, customer service level agreement 
score, and social amplification score. The ordering of 1001 
1009 in FIG. 10 may be modified. 
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0077. While the previous embodiments have described 
various parameters that may be used to generate the overall 
message score and, thus, the priority level of the message, it 
should be understood that the aforementioned parameters are 
merely exemplary. For example, the manner in which the 
various parameters are factored to generate the overall mes 
sage score may vary, and other parameters and parameters 
scores may be factored into the calculation of the overall 
message score, and the factors used to generate each of the 
parameter scores may be modified, and the various factors 
may be combined in various ways to generate other param 
eters scores capturing other parameters, and so forth. 
0078. The above described aspects and/or functions of the 
queue prioritization system 2811, according to an embodi 
ment, may be implemented and/or performed by the queue 
prioritization module 2811a (see FIG. 3), which may corre 
spond to a hardware module or a software module executed 
by one or more processors. 

2: Customer Identification 

0079. In current customer relationship management sys 
tems, the identification of customers and the recording cus 
tomer information is an essential task for a customer service 
agent. Manually eliciting and entering this information into 
form fields of an application or database, which is the con 
ventional practice of customer service agents, consumes a 
great deal of time. This becomes especially challenging in 
Social media space, where users of a Social media network 
that post messages may use different names, accounts, pro 
files and aliases, which can potentially create duplicate 
records and make it difficult to map a social media customer 
with an internal customer record. 
0080 According to an exemplary embodiment, the com 
munication module 2819 accesses a social media message 
posted on a Social media system 22 (e.g., social media plat 
form), as described above with reference to the queue priori 
tization system 2811. Thereafter, the customer identification 
system 2812 illustrated in FIG.3 may automatically identify 
the user that posted the message (e.g., the customer) by 
obtaining “social media identity information of the user, 
which may be any information identifying the user that is 
obtained from the Social media message and/or the Social 
media system 22. For example, the customer identification 
system 2812 may obtain the social media identity information 
by requesting a text analysis system 2820 to perform a text 
analysis of the message to identify the Social media identity 
information that is included in the message (e.g. name, social 
media handle, telephone contact number, facsimile number, 
gender, email address, location, network, employer, educa 
tion, username, etc.). 
0081. As another example, the customer identification 
system 2812 may access the social media system 22 itself to 
obtain the social media identity information of the user from 
information available in the user's Social profile (e.g. by iden 
tifying the username of the user that posted the message, and 
then accessing a link to the Social profile page associated with 
the username to retrieve the social media identity informa 
tion). Publically available social media identity information 
regarding the user may be obtained from other Social media 
systems or online sources as well. Social media systems 22 
may expose Social media identity information with an appli 
cation programming interface (API) that is accessible by the 
system. For example, in one embodiment the Social media 
system 22 may access an application programming interface 
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that is provided by the social networking platform to retrieve 
the social media identity information that includes the iden 
tity of the user as registered on the Social network system 22 
(e.g., Social media platform) based on a message identifier or 
some other Identification information obtained from a text 
analysis of the message. After the Social media identity infor 
mation is obtained by the customer identification system 
2812, the social media identity information may be stored as 
a record or in a database or similar data structure (e.g., data 
base 30 illustrated in FIG. 4). For example, FIG. 11 illustrates 
social media identity information 1100 of a user John Smith 
that is stored as a record in a database. 

I0082 Once the social media identity information of a user 
that posted a social media message is obtained by the cus 
tomer identification system 2812, the corresponding Social 
media identity information may be compared against a data 
base of internal customer records (e.g., customer information 
3001 included in database 30 illustrated in FIG. 4. For 
example, FIG. 11 illustrates an example of a single internal 
customer record 1150 for a customer John Smith. Such cus 
tomer records may be obtained from a company directory, or 
the company's own internal database of known customers, or 
CRM records, and so on. The customer identification system 
2812 may compare the social media identity information with 
the internal customer records to see if there is a match 
between the social media identity information and one (or 
more) of the internal customer records. For example, the 
customer identification system may determine that the Social 
media identity information 1100 matches the customer record 
1150, based on a similarity in name, email, location/address, 
etc. between the social media identity information 1100 and 
the customer record 1150. 

I0083. If there’s a match, the social media identity infor 
mation from the Social media space is attached to and popu 
lated in the appropriate internal customer record (if it is not 
already present) by the customer identification system 2812. 
For example, any information in the Social media identity 
information 1100 that is not included in the customer record 
1150 (e.g., Social media handle, or a copy of the Social media 
message itself) may be populated into the customer record 
1150. If there is no match, the customer identification system 
2812 may generate a new internal customer record that 
includes the obtained social media identity information. 
I0084. In the process of matching the social media identity 
information of the social media customer with the internal 
customer records, if there are multiple internal customer 
records that match at least partially with social media identity 
information, then the customer identification system 2812 
may generate and display a list of candidate customer records 
to a customer service agent, as described in more detail below 
in connection with FIG. 12. This system 2812 enables the 
agent to identify a candidate customer from the list of candi 
date customer records as the identity of the author of the 
original Social media message. By default, the customeriden 
tification system 2812 may also select the closest matching 
customer record as the author of the original Social media 
message. Implementation of the customer identification sys 
tem of this disclosure results in minimum to no manual data 
entry needed for customer identification on the part of cus 
tomer service agents. 
I0085 FIG. 12 illustrates an exemplary user interface 1200 
that is displayed by the customer identification system 2812 
of this exemplary embodiment. The user interface 1200 
includes a customer identification area 1202, "other candi 
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dates’ identification area 1203, and product identification 
area 1204. The customer identification area 1202 identifies 
the customer or user that posted a social media message, and 
includes any component of the aforementioned Social media 
identity information and/or internal customer record corre 
sponding to the user. For example, customer identification 
area 1202 may include a name (e.g., “Nick Greyson'), social 
media name/handle (e.g., "nick-greyson'), email, location, 
address, gender, age, birthdate, contact telephone number, 
classification (e.g., customer level), employer, education, and 
so forth. Thus, the customer identification area 1202 may 
include any information from the company’s internal cus 
tomer records (e.g., customer levels such as “gold' or "sil 
ver, message sentiment history indicated by the expression 
on the face icon, etc.), as well as the Social media identity 
information from the Social media message posted on the 
Social media system 22 (e.g., social networking platform) or 
information from publically available social media profiles 
(e.g., a number of followers of the user, a number of com 
ments to the Social media message, etc.). 
I0086. The “other candidates’ identification area 1203 may 
include candidate profiles that approximately match (e.g., 
fuzzy match) the social media identity information of the user 
that posted the message, along with a match measurement 
indicatorindicating the accuracy of the match (e.g., see match 
measurement bars in 1203). In one embodiment the candidate 
profiles may be ordered in a list in the other candidates iden 
tification area 1203 based on the match measurement indica 
tor. The information in each of the candidate profiles, like the 
information in customer identification area 1202, may be 
obtained from the customer records, from publically avail 
able social media profiles, from publicly accessible 
webpages, etc., as described above. The candidate profiles 
may identify one or more characteristics that were utilized to 
identify the match, Such as a name social media name/handle, 
email address, location, gender, contact telephone number, 
classification (e.g., customer level), and so forth. The cus 
tomer identification system 2812 may automatically select 
the candidate profile with the closest match as the author of 
the message. For example, FIG. 12 illustrates that the cus 
tomer identification system 2812 has selected the candidate 
profile for “Nick Greyson' as the closest match with the 
social media identity information obtained from the social 
media message (e.g., Facebook name "nick-greyson'), as 
indicated by a check that is located under the “select column 
on the far right of the record, and the information from this 
candidate profile has been populated into the customer iden 
tification area 1202. The “ether candidates' area 1203 is 
further shown to include a channels selection box on the top 
left that may be used to filter the “other candidate' list by 
selecting one or more Social media channels (e.g., All Chan 
nels, TWITTER(R), FACEBOOKR), etc.), and an input search 
box on the top right that may be used to filter the “other 
candidates' presented based on user inputted search key 
words. 

0087. The product identification area 1204 includes iden 
tification information of the product that may be referenced in 
the message. For example, the queue prioritizations system 
2182 may utilize the text analysis system 2820 to perform a 
text analysis of the content (e.g. words) of the message, in 
order to identify keywords that signify a particular product 
that is referenced in the message. For example, the customer 
identification system 2812 may access a list that is stored in 
the database 30 of known products such as “TV”, “proces 
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sor”, “camera 600D and so forth (e.g., product information 
3003 in database 30), that if detected in the message through 
text analysis, indicates a particular product that may be ref 
erenced in the message. The product identification area 1204 
may then display the information corresponding to the prod 
uct that is obtained from the internal database of products 
and/or external, publically available information of the prod 
uct. 

I0088. If the product identification area 1204 indicates that 
multiple products have been found in the Social media mes 
sage, then the user may select or click within the product 
identification area 1204 in FIG. 12, and then the other candi 
date's identification area 1203 may be replaced by an “other 
products' Identification area 1305, as illustrated in user inter 
face 1300 of FIG. 13. The other product identification area 
1305 lists products that seem to match the product keywords 
found in the message, when multiple products are identified. 
The information for the other products may be obtained from 
the company’s internal database 30 of products and/or exter 
nal, publically available information of the product, wherein 
the other products may be tagged with one or more keywords 
that match the product keywords detected in the message. 
I0089 FIG. 14 is a flowchart illustrating an example 
method 1400, according to various embodiments. The 
method 1400 may be performed at least in part by, for 
example, the customer identification system 2812 illustrated 
in FIG. 3. In 1401, the communication module 2819 may 
access a social media message posted on a Social media 
system 22 (e.g., social media platform). In 1402, the customer 
identification system 2812 may obtain social media identity 
information indicating an identity of a user that posted the 
Social media message. For example, the Social media identity 
information may include at least one of a user name, Social 
media handle, telephone number, location, gender and email 
address, and may be included in the Social media message. 
The social media identity information may be obtained by, for 
example, utilizing the text analysis system 2820 to perform a 
textual analysis of the Social media message to detect the 
Social media identity information in the Social media mes 
sage. Instead or in addition, the Social media identity infor 
mation may be obtained by accessing a user profile page on 
the Social media system 22 that is linked to the Social media 
message and utilizing the text analysis system 2820 to per 
form a textual analysis of the user profile page to detect the 
Social media identity information in the user profile page. 
FIG. 11 illustrates an example of social media identity infor 
mation 1100 of a user John Smith that is stored in a database. 

(0090. In 1403, the customer identification system 2812 
may determine that the Social media identity information 
matches a particular internal customer record maintained by 
an entity. FIG. 11 illustrates an example of an internal cus 
tomer record 1150 for a customer John Smith. According to 
various embodiments, the customer identification system 
2812 may determine that the social media identity informa 
tion at least partially matches a number of internal customer 
records maintained by an entity. The customer identification 
system 2812 may display, to a customer service agent, a list 
identifying a plurality of candidate internal customer records 
determined to at least partially match the Social media iden 
tity information and a corresponding plurality of match mea 
Surement indicators (e.g., see other candidate identification 
area 1203 in FIG. 12). Each of the match measurement indi 
cators may indicate a match accuracy between the corre 
sponding internal customer record and the Social media iden 
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tity information. The customer identification system 2812 
may automatically associate a specific candidate internal cus 
tomer record with the Social media message (i.e., determine 
that the user identified in the particular customer record cor 
responds to the author of the original Social media message), 
based on the match measurement indicator corresponding to 
the specific candidate internal customer record. The customer 
identification system 2812 may receive a user selection (from 
the customer service agent) of one of the candidate internal 
customer records, and instead associate that selected record 
with the original Social media message. In Such case, the 
customer identification system 2812 may determine that the 
user identified in the selected customer record corresponds to 
the author of the original Social media message. 
0091. In 1404, the customer identification system 2812 
inserts the Social media identity information into the particu 
lar internal customer record determined in 1403. The cus 
tomer identification system 2812 many insert other informa 
tion into the particular internal customer record, Such as the 
actual contents of the Social media message, any feedback, 
comments, responses, etc., to that message, a history of other 
Social media messages posted by the user, and so forth. Note 
that if no matching or partially matching internal customer 
record is identified in 1403, the customer identification sys 
tem 2812 may generate a new internal customer record in 
1404, and populate the new record with the social media 
identity information obtained in 1402. 
0092. The above described aspects and/or functions of the 
customer identification system 2812, according to an 
embodiment, may be implemented and/or performed by the 
customer identification module 28.12a (see FIG. 3), which 
may correspond to a hardware module or a software module 
executed by one or more processors. 

Modules, Components and Logic 

0093. Certain embodiments are described herein as 
including logic or a number of components, modules, or 
mechanisms. Modules may constitute either software mod 
ules (e.g., code embodied (1) on a non-transitory machine 
readable medium or (2) in a transmission signal) or hardware 
implemented modules. A hardware-implemented module is 
tangible unit capable of performing certain operations and 
may be configured or arranged in a certain manner. In 
example embodiments, one or more computer systems (e.g., 
a standalone, client or server computer system) or one or more 
processors may be configured by Software (e.g., an applica 
tion or application portion) as a hardware-implemented mod 
ule that operates to perform certain operations as described 
herein. 

0094. In various embodiments, a hardware-implemented 
module may be implemented mechanically or electronically. 
For example, a hardware-implemented module may comprise 
dedicated circuitry or logic that is permanently configured 
(e.g., as a special-purpose processor. Such as a field program 
mable gate array (FPGA) or an application-specific inte 
grated circuit (ASIC))to perform certain operations. A hard 
ware-implemented module may also comprise 
programmable logic or circuitry (e.g., as encompassed within 
a general-purpose processor or other programmable proces 
sor) that is temporarily configured by Software to perform 
certain operations. It will be appreciated that the decision to 
implement a hardware-implemented module mechanically, 
in dedicated and permanently configured circuitry, or in tem 
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porarily configured circuitry (e.g., configured by Software) 
may be driven by cost and time considerations. 
0.095 Accordingly, the term “hardware-implemented 
module' should be understood to encompass a tangible entity, 
be that an entity that is physically constructed, permanently 
configured (e.g., hardwired) or temporarily or transitorily 
configured (e.g., programmed) to operate in a certain manner 
and/or to perform certain operations described herein. Con 
sidering embodiments in which hardware-implemented mod 
ules are temporarily configured (e.g., programmed), each of 
the hardware-implemented modules need not be configured 
or instantiated at any one instance in time. For example, 
where the hardware-implemented modules comprise agen 
eral-purpose processor configured using Software, the gen 
eral-purpose processor may be configured as respective dif 
ferent hardware-implemented modules at different times. 
Software may accordingly configure a processor, for 
example, to constitute a particular hardware-implemented 
module at one instance of time and to constitute a different 
hardware-implemented module at a different instance of 
time. 

0096 Hardware-implemented modules can provide infor 
mation to, and receive information from, other hardware 
implemented modules. Accordingly, the described hardware 
implemented modules may be regarded as being 
communicatively coupled. Where multiple of such hardware 
implemented modules exist contemporaneously, communi 
cations may be achieved through signal transmission (e.g., 
over appropriate circuits and buses) that connect the hard 
ware-implemented modules. In embodiments in which mul 
tiple hardware-implemented modules are configured or 
instantiated at different times, communications between Such 
hardware-implemented modules may be achieved, for 
example, through the storage and retrieval of information in 
memory structures to which the multiple hardware-imple 
mented modules have access. For example, one hardware 
implemented module may performan operation, and store the 
output of that operation in a memory device to which it is 
communicatively coupled. A further hardware-implemented 
module may then, at a later time, access the memory device to 
retrieve and process the stored output. Hardware-imple 
mented modules may also initiate communications with input 
or output devices, and can operate on a resource (e.g., a 
collection of information). 
0097. The various operations of example methods 
described herein may be performed, at least partially, by one 
or more processors that are temporarily configured (e.g., by 
Software) or permanently configured to perform the relevant 
operations. Whether temporarily or permanently configured, 
Such processors may constitute processor-implemented mod 
ules that operate to perform one or more operations or func 
tions. The modules referred to herein may, in some example 
embodiments, comprise processor-implemented modules. 
0098. Similarly, the methods described herein may be at 
least partially processor-implemented. For example, at least 
some of the operations of a method may be performed by one 
or processors or processor-implemented modules. The per 
formance of certain of the operations may be distributed 
among the one or more processors, not only residing within a 
single machine, but deployed across a number of machines. In 
Some example embodiments, the processor or processors may 
be located in a single location (e.g., within a home environ 
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ment, an office environment or as a server farm), while in 
other embodiments the processors may be distributed across 
a number of locations. 
0099. The one or more processors may also operate to 
Support performance of the relevant operations in a "cloud 
computing environment or as a “software as a service' 
(SaaS). For example, at least some of the operations may be 
performed by a group of computers (as examples of machines 
including processors), these operations being accessible via a 
network (e.g., the Internet) and via one or more appropriate 
interfaces (e.g., Application Program Interfaces (APIs)) 

Electronic Apparatus and System 
0100 Example embodiments may be implemented in 
digital electronic circuitry, or in computer hardware, firm 
ware, Software, or in combinations of them. Example 
embodiments may be implemented using a computer pro 
gram product, e.g., a computer program tangibly embodied in 
an information carrier, e.g., in a machine-readable medium 
for execution by, or to control the operation of data process 
ingapparatus, e.g., a programmable processor, a computer, or 
multiple computers. 
0101. A computer program can be written in any form of 
programming language, including compiled or interpreted 
languages, and if can be deployed in any form, including as a 
stand-alone program or as a module, Subroutine, or other unit 
Suitable for use in a computing environment. A computer 
program can be deployed to be executed on one computer or 
on multiple computers at one site or distributed across mul 
tiple sites and interconnected by a communication network. 
0102. In example embodiments, operations may be per 
formed by one or more programmable processors executing a 
computer program to perform functions by operating on input 
data and generating output. Method operations can also be 
performed by, and apparatus of example embodiments may 
be implemented as, special purpose logic circuitry, e.g., a 
field programmable gate array (FPGA) or an application 
specific integrated circuit (ASIC). 
0103) The computing system can include clients and serv 

ers. A client and server are generally remote from each other 
and typically interact through a communication network. The 
relationship of client and server arises by virtue of computer 
programs running on the respective computers and having a 
client-server relationship to each other. In embodiments 
deploying a programmable computing system, it will be 
appreciated that that both hardware and software architec 
tures require consideration. Specifically, it will be appreci 
ated that the choice of whether to implement certain function 
ality in permanently configured hardware (e.g., an ASIC), in 
temporarily configured hardware (e.g., a combination of soft 
ware and a programmable processor), or a combination of 
permanently and temporarily configured hardware may be a 
design choice. Below are set out hardware (e.g., machine) and 
Software architectures that may be deployed, in various 
example embodiments. 

Example Machine Architecture and Machine-Readable 
Medium 

0104 FIG. 15 is a block diagram of machine in the 
example form of a computer system 1500 within which 
instructions, for causing the machine to perform any one or 
more of the methodologies discussed herein, may be 
executed. In alternative embodiments, the machine operates 
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as a standalone device or may be connected (e.g., networked) 
to other machines. In a networked deployment, the machine 
may operate in the capacity of a server or a client machine in 
server-client network environment, or as a peer machine in a 
peer-to-peer (or distributed) network environment. The 
machine may be a personal computer (PC), a tablet PC, a 
set-top box (STB), a Personal Digital Assistant (PDA), a 
cellular telephone, a web appliance, a network router, Switch 
or bridge, or any machine capable of executing instructions 
(sequential or otherwise) that specify actions to be taken by 
that machine. Further, while only a single machine is illus 
trated, the term “machine' shall also be taken to include any 
collection of machines that individually or jointly execute a 
set (or multiple sets) of instructions to perform any one or 
more of the methodologies discussed herein. 
0105. The example computer system 1500 includes a pro 
cessor 1502 (e.g., a central processing unit (CPU), a graphics 
processing unit (GPU) or both), a main memory 1504 and a 
static memory 1506, which communicate with each other via 
a bus 1508. The computer system 1500 may further include a 
video display unit 1510 (e.g., a liquid crystal display (LCD) 
or a cathode ray tube (CRT)). The computer system 1500 also 
includes an alphanumeric input device 1512 (e.g., a keyboard 
or a touch-sensitive display Screen), a user interface (UI) 
navigation device 1514 (e.g., a mouse), a disk, drive unit 
1516, a signal generation device 1518 (e.g., a speaker) and a 
network interface device 1520. 

Machine-Readable Medium 

0106. The disk drive unit 1516 includes a machine-read 
able medium 1522 on which is stored one or more sets of 
instructions and data structures (e.g., software) 1524 
embodying or utilized by any one or more of the methodolo 
gies or functions described herein. The instructions 1524 may 
also reside, completely or at least partially, within the main 
memory 1504 and/or within the processor 1502 during execu 
tion thereof by the computer system 1500, the main memory 
1504 and the processor 1502 also constituting machine-read 
able media. 

01.07 While the machine-readable medium 1522 is shown 
in an example embodiment to be a single medium, the term 
“machine-readable medium may include a single medium or 
multiple media (e.g., a centralized or distributed database, 
and/or associated caches and servers) that store the one or 
more instructions or data structures. The term “machine 
readable medium’ shall also be taken to include any tangible 
medium that is capable of storing, encoding or carrying 
instructions for execution by the machine and that cause the 
machine to performany one or more of the methodologies of 
the present invention, or that is capable of storing, encoding or 
carrying data structures utilized by or associated with Such 
instructions. The term “machine-readable medium’ shall 
accordingly be taken to include, but not be limited to, solid 
state memories, and optical and magnetic media. Specific 
examples of machine-readable media include non-volatile 
memory, including by way of example semiconductor 
memory devices, e.g., Erasable Programmable Read-Only 
Memory (EPROM), Electrically Erasable Programmable 
Read-Only Memory (EEPROM), and flash memory devices: 
magnetic disks such as internal hard disks and removable 
disks; magneto-optical disks; and CD-ROM and DVD-ROM 
disks. 
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Transmission Medium 

0108. The instructions 1524 may further be transmitted or 
received over a communications network 1526 using a trans 
mission medium. The instructions 1524 may be transmitted 
using the network interface device 1520 and any one of a 
number of well-known transfer protocols (e.g., HTTP). 
Examples of communication networks include a local area 
network (“LAN”), a wide area network (“WAN”), the Inter 
net, mobile telephone networks, Plain Old Telephone (POTS) 
networks, and wireless data net-works (e.g., WiFi and WiMax 
networks). The term “transmission medium’ shall be taken to 
include any intangible medium that is capable of storing, 
encoding or carrying instructions for execution by the 
machine, and includes digital or analog communications sig 
nals or other intangible media to facilitate communication of 
Such software. 
0109 Although an embodiment has been described with 
reference to specific example embodiments, it will be evident 
that various modifications and changes may be made to these 
embodiments without departing from the broader spirit and 
Scope of the invention. Accordingly, the specification and 
drawings are to be regarded in an illustrative rather than a 
restrictive sense. The accompanying drawings that form a 
parthereof, show by way of illustration, and not of limitation, 
specific embodiments in which the subject matter may be 
practiced. The embodiments illustrated are described in suf 
ficient detail to enable those skilled in the art to practice the 
teachings disclosed herein. Other embodiments may be uti 
lized and derived therefrom, such that structural and logical 
Substitutions and changes may be made without departing 
from the scope of this disclosure. This Detailed Description, 
therefore, is not to be taken in a limiting sense, and the scope 
of various embodiments is defined only by the appended 
claims, along with the full range of equivalents to which Such 
claims are entitled. 
0110. Such embodiments of the inventive subject matter 
may be referred to herein, individually and/or collectively, by 
the term “invention' merely for convenience and without 
intending to Voluntarily limit the scope of this application to 
any single invention or inventive concept if more than one is 
in fact disclosed. Thus, although specific embodiments have 
been illustrated and described herein, it should be appreciated 
that any arrangement calculated to achieve the same purpose 
may be substituted for the specific embodiments shown. This 
disclosure is intended to cover any and all adaptations or 
variations of various embodiments. Combinations of the 
above embodiments, and other embodiments not specifically 
described herein, will be apparent to those of skill in the art 
upon reviewing the above description. 
What is claimed is: 
1. A method comprising: 
accessing a social media message posted by a user on a 

Social media system; 
determining, a prioritization level based on the Social 

media message, the prioritization level indicating a mea 
Surement of importance of the Social media message; 
and 

inserting the Social media message into a prioritized mes 
Sage queue based on the determined prioritization level 
associated with the Social media message. 

2. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a message source score 
indicating a particular location of the posting of the Social 
media message on the Social media system. 
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3. The method of claim 2, wherein the particular location is 
selected from a group of locations consisting of a user profile 
page associated with the user, a main profile page associated 
with an entity, a product-specific page associated with the 
entity, and a service-specific page associated with the entity. 

4. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a message sentiment score 
indicating a measurement of sentiment of the content of the 
Social media message. 

5. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a message following score 
indicating at least one of a quantity of views, feedback indi 
cators, reposts and follow-up messages posted by other users 
in response to the Social media message. 

6. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a problem classification 
score indicating at least one of a particular problem described 
in the content of the Social media message and issue described 
in the content of the Social media message. 

7. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a product classification 
score indicating a measurement of a particular product 
described in the content of the Social media message. 

8. The method of claim 1, wherein the prioritization level is 
determined based at least in part on a customer level score 
indicating a measurement of an importance of the user. 

9. The method of claim8, wherein the customer level score 
is determined based on at least one of an internal customer 
record of the user managed by an entity and one or more 
publically-accessible webpages describing the user. 

10. The method of claim 1, wherein the prioritization level 
is determined based at least in part on a customer influence 
score indicating a measurement of an influence of the user on 
the Social networking system. 

11. The method of claim 10, wherein the customer influ 
ence score is determined based on at least one of a number of 
user connections, a number of friends, and a number of fol 
lowers of the user on the Social networking system. 

12. The method of claim 1, wherein the prioritization level 
is determined based at least in part on a customer service level 
agreement associated with the user and an entity. 

13. The method of claim 1, wherein the prioritization level 
is determined based at least in part on at least one of a Social 
amplification score indicating a number of similar Social 
media messages posted by other users on the Social network 
ing system and the similar social media messages describing 
a product or problem corresponding to a product or problem 
described in the Social media message. 

14. A system comprising: 
a communication module configured to access a Social 

media message posted by a user on a Social media sys 
tem; and 

a queue prioritization module configured to: 
determine a prioritization level based on the social 

media message, the prioritization level indicating a 
measurement of importance of the Social media mes 
Sage; and 

insert the Social media message into a prioritized mes 
sage queue based on the determined prioritization 
level associated with the Social media message. 

15. A non-transitory machine-readable storage medium 
having embodied thereon instructions executable by one or 
more machines to perform operations comprising: 
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accessing a social media message posted by a user on a 
Social media system; 

determining a prioritization level based on the Social media 
message, the prioritization level indicating a measure 
ment of importance of the Social media message; and 

inserting the Social media message into a prioritized mes 
Sage queue based on the determined prioritization level 
associated with the Social media message. 

16. A method comprising: 
accessing a social media message posted on a social media 

system; 
obtaining social media identity information based on infor 

mation included in the Social media message, the Social 
media identity information indicating an identity of a 
user that posted the Social media message; 

determining that the Social media identity information 
matches a particular infernal customer record main 
tained by an entity; and inserting the Social media iden 
tity information into the particular internal customer 
record maintained by the entity. 

17. The method of claim 16, further comprising: 
displaying a list identifying a plurality of candidate internal 

customer records determined to match the Social media 
identity information and a corresponding plurality of 
match measurement indicators, each of the match mea 
Surement indicators indicating a match accuracy 
between the corresponding internal customer record and 
the Social media identity information. 

18. The method of claim 16, further comprising: 
automatically associating a specific candidate internal cus 
tomer record with the Social media message, based on 
the match measurement indicator corresponding to the 
specific candidate internal customer record. 
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19. A system comprising: 
a communication module configured to access a Social 

media message posted by a user on a Social media sys 
tem; and 

a customer identification module configured to: 
obtain Social media identity information based on infor 

mation included in the Social media message, the 
Social media identity information indicating an iden 
tity of a user that posted the Social media message; 

determine that the social media identity information 
matches a particular internal customer record main 
tained by an entity; and 

insert the Social media identity information into the par 
ticular internal customer record maintained by the 
entity. 

20. A non-transitory machine-readable storage medium 
having embodied thereon instructions executable by one or 
more machines to perform operations comprising: 

accessing a social media message posted on a social media 
system; 

obtaining Social media identity information based on infor 
mation included in the Social media message, the Social 
media identity information indicating an identity of a 
user that posted the Social media message; 

determining that the Social media identity information 
matches a particular internal customer record main 
tained by an entity; and 

inserting the social media identity information into the 
particular internal customer record maintained by the 
entity. 


