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Question 1. Remember: What does 
the CEO want…?

“I don’t want just functional 
managers; I want leaders who 
can manage our relationships 
with stakeholders…” (includes 
metrics)
interview with CCO quoting her CEO of 
public company October 2007.



What data do you need to track 
stakeholders?

Consumer
Blogs

Popular Press

Consumer Magazines

Employee
Magazine

Government
Reports

Industry Trade 

ClientClient
University Research Consulting/Think Tanks

Cable, network TV

Trade Show Publications CEO Blog

Trade show media

Academic journals

“Amateurs”
“Experts”

zones

Web journals

Wikipedia social networks YouTube

?

?
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Question 2. Can Luddites use 
digital databases?

1. “Outside-in” or  “inside-out? thinking”
2. “SWOT” vs.  “TOWS” to plan
3. Consumer databases CRM to know the 

market behavior (message use)?
4. All media databases to understand 

externalities? 
5. Consumer Generated Content
as consumer brand contacts?



Reaching Decision Makers 1975

Product Route to home Display Local 
storage

Music Cassette/ 8-track            auto/home tape
TV stations          airwaves TV none
broadcast radio airwaves radio/portable     tape
Music vinyl record record player      disk
Adverts airwaves, ink on paper TV/Radio/mail                some

News         newspaper to door           ink on paper       stack, clip,                          
birdcage

Mail home delivery/box        ink on paper      some
Voice call wire/landline phone no
Legal on-line Lexis Nexis Terminal no

Westlaw

Tom Wolzein, Sanford C. Bernstein & Co



Reaching Decision-Makers Today 
Requires Digital Systems

Product Route to home Display Local storage
CGN cable VCR
TV stations phone/DSL TV
Info wireless radio DVD
“Daily me” broadcast TV PC Web-based 

storage
content Server/ TiVo (PVR)

Cable Nets broadcast radio stereo PC
Web sites satellite monitor
Local news mail headphones CD/CD-ROM
Content from express delivery pager

individuals iPod / storage MP3 player / iPod
Peer-to-peer subcarriers / WIFI cell phone pagers - PDAs
Advertising            newspaper delivery phone cable box
Radio stations PDA/Palm game console
Blogs, You Tube game console
Satellite radio non-electronic Storage 

sticks/disks
Streaming media

Tom Wolzein, Sanford C. Bernstein & Co



Question 3.  Are you 
connected with “protected 

groups”?
Sympathetic social communities

Elderly
Children

Racial, ethnic groups
Chronically ill

Mentally ill 
Disabled

Immigrants
People on welfare or social services

Poor or very low income
Others

Are



Question 4. Are you in “high 
visibility” industries?

Newsworthy, regulated or self-regulated
Energy 

Military products
Pharmaceuticals

Insurance 
Gaming

Toys, cribs
Housing

Credit and banking
Automobiles

Sports and Entertainment 
Military Services
Tobacco, alcohol

Gaming, and others



Question 6. What if digital metrics were 
required by practice or even law?

• Six Sigma, ISO.
• Medical check and shots to attend school.
• Lexis Nexis or Westlaw for attorneys
• Sarbanes-Oxley demands for Boards



Sample Users Digital Systems

http://www.mcafee.com/us/default.asp


• What’s on your organization’s  inside dashboard?
– Quarterly annual data
– Announcements/messages
– Employee data
– data/production

What’s outside your windshield?
Experts

Media including bloggers

Governments

Question 7. What is on your 
management dashboard?



Sample Business Dashboard



Dashboard – PR Driven   
Businesses



Tone: Apple and 
Hitachi



• Can Dell monitor their management team on 
a daily basis to see if they are on message?

• With over a billion “hits” how does Harley- 
Davidson define & monitor their PR 
success? 

• How does HD track noise pollution law 
trends?

• How can VeriSign keep a pulse on new 
privacy issues and trends to protect  
customers?

• Can Genentech stem a rumor of danger on 
their drug immediately?

Quick Corp. Case Studies



• Would your board like to know how 
seriously your new program launch is 
being taken in the industry?

• Would your client’s Chief Strategist 
like to know what Non Governmental 
Organizations (NGOs or GONGOS) are 
doing in your field?

• How many trends and crises can you 
track all over the world on a minute by 
minute basis? 

Quick Cases



Selected Vendors New Metrics
• Vocus.com
• Bacon Cision.com
• Competitive Insights.net
• Evolve24.com
• PRTrak
• IMC VMSinfo.com
• Biz360.com
• Carma News Access
• BuzzLogic
• Cmfony.com TNS Media Intelligence
• Media Tenor Institute for Media Content Analysis (non- 

automated)
• Cost from a few thousand to one hundred thousand 
• Your Hand Analysis  (inaccurate and impossible)
• Doing Nothing  (very expensive)





Establish Thought 
Leadership

• Measure 
spokesperson 
competitive 
mindshare

• Evaluate 
translation of 
messaging

• Monitor 
spokesperson 
favorability



Monitor Industry Trends 
& Issues

• Evaluate 
market trends 
& issues

• Discover 
topics, people 
and 
organizations





Protect Organization/Product Brands

• Brand impact 
and sentiment in 
media and blogs

• Discover brand 
associations

• Evaluate brand 
attributes

• Identify threats 
and 
opportunities



Blogger for Wrigley 
by Sara Owsley see InfoLab at 

www.Northwestern.edu



Blog search for statements



Gather Competitive 
Intelligence

• Monitor competitors’ 
messages, mindshare 
and sentiment

• Evaluate the impact of 
competitors’ marketing



Is it AI?
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• Increasing liability risk for not having full 
service metrics and information (Lexis-Nexis,  
WestLaw “required by law”) Sarbanes-Oxley,  NYSE Rules

• Global media and text
• Databases will capture measurements of risk 

communications, issues management,  
competitive threat, financial fragility, 
government involvement, new industries, new 
sources (scripts)

Trends for MRM 
(Message & Relationship Management)



• Inventing more “killer” applications 
including predictive metrics, ROI, 
Breakeven 

• Short-term and long term link to CRM
• The decline in the value and credibility 

of traditional media (Web 2.0 
expansion) will increase the need for 
complete measurement

• New media ideas from Northwestern!

Trends for MRM



Tactic: Buzz by product 
http://www.infolab.northwestern.edu/project.asp?id=31 

#projects



Tactic: News At Seven 
NewsAtSeven.com

• News at Seven has a full website, available at 
News At Seven is a system that automatically generates 
a virtual news show. Totally autonomous, it collects, 
parses, edits and organizes news stories and then 
passes the formatted content to artificial anchors for 
presentation. Using the resources present on the web, 
the system goes beyond the straight text of the news 
stories to also retrieve relevant images and blogs with 
commentary on the topics to be presented.

http://www.newsatseven.com/




Questions and Notes
C-Caywood@Northwestern.edu



Transportation Center Business Advisory 
Board
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