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Rachel’s	  Pro:ile	  

Class	  Standing:	  Senior!
Majors:	  Marketing & Management!
Graduation:	  May 2012!

Current Job!

Lab assistant!
Student worker!
Product Specialist!



Where I am from!

Birthplace!



My Career Goal!
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What Is Research and 
Development? 



Investigative activities that a 
business chooses to conduct with 
the intention of making a discovery 
that can either lead to the 
development of new products or 
procedures, or to improvement of 
existing products or procedures.  

Investopedia Brain �



Research	  and	  development	  is	  an	  important	  investment	  for	  businesses	  
to…	  	  
	  
²  	  	  	  Stay	  Competitive	  	  
²  	  	  	  Keep	  up	  with	  current	  trends/customer	  demands	  
²  	  	  	  Be	  Aware/Update	  

	  	  



How was the process done in the past? 

Mail	  	  

Telephone	  	  

Focus	  Group	  

Intercept	  Survey	  



Respondent Rate and Cost 

Mail	  	  

Telephone	  	  

Focus	  Group	  

Intercept	  Survey	  



How is the process done today? 



Why is this process better? 

o  Create Web-Surveys 
o  Convenient and Easy  
o  Fast Responds Rate 
o  Free 
o  Average response rate of 32.52% 
 



How can a company use this 
information? 

Make	  adjustments/improvements	  according	  to	  reviews	  
o  Product	  
o  Service	  	  
o  Customer	  Experience	  



Why is this process better? 

o  Engages	  Customer	  	  
o  Opinions	  before	  launching	  
o  Constant	  :low	  of	  ideas	  



Why is this process better? 

Customer Product Reviews 
	  



How can a company use this 
information? 

o  Free	  ideas	  	  

o  Customer’s	  Likes	  and	  Dislikes	  
o  Reasons	  for	  Likes	  and	  Dislikes	  
o  How	  many	  customers	  experienced	  the	  same	  issue	  

o  Service	  and	  Product	  Improvements	  
o  Why	  it	  was	  good	  or	  bad	  

o  New	  Product	  Ideas	  



Why is this process better? 

o  Focus	  on	  a	  group	  of	  people	  
o  Get	  live	  opinions	  
o  Higher	  responds	  rate	  
o  Reply	  and	  solve	  customers’	  problem	  immediately	  
o  Connect	  with	  customers	  	  
o  Free	  



Example of  Facebook Usage 



How can a company use this 
information? 

o  Get	  users’	  information	  
o  Address	  any	  questions	  or	  concerns	  
o  Reoccurring	  issues	  
o  Keep	  track	  of	  success	  
o  Their	  brand	  image	  
o  Customer	  experience	  	  
o  Customer	  preference	  
	  
	  



Why is this process better? 



Why is this process better? 
Tired of Google?  
 

Try this instead! 



How can a company use this 
information? 

Monitor Competitors  

Website improvements 
	  

Keyword Association 

Secondary Data 



Why should businesses care what 
other people are saying about them?   

Why	  should	  they	  care?	  



Why should businesses care what 
other people are saying about them?   

The power of  online reviews are huge 



Why should business care what other 
people are saying about them?   

  Facebook 
 
•  3rd largest country in the world 
•  483 million daily active users 
•  62 million users “like” Facebook official Facebook pages 
•  71% of  companies use it 





Why should business care what other 
people are saying about them?   

Twitter 

o  Tweets	  per	  day	  had	  a	  growth	  of	  252%	  
o  From	  27	  million	  to	  95	  million	  tweets	  per	  day	  
o  59%	  of	  companies	  use	  Twitter	  	  	  
	  	  





Why should business care what other 
people are saying about them?   

With THIS many active users, news travel fast! 



Why should business care what other 
people are saying about them?   

o  20	  out	  of	  20	  consumers	  make	  decisions	  based	  on	  user	  review.	  	  

o  75%	  will	  pass	  negative	  reviews	  to	  their	  friends	  and	  family.	  	  

o  Consumer	  reviews	  are	  12	  times	  more	  trusted	  than	  product	  descriptions.	  



Why should business care what other 
people are saying about them?   

o  90%	  of	  consumers	  trust	  
recommendations	  from	  people	  they	  know	  	  

o  70%	  rely	  on	  online	  unknown	  users	  

o  61%	  from	  customer	  reviews	  	  

o  By	  2014,	  53%	  of	  sales	  from	  both	  online	  
and	  of:line	  will	  be	  affected	  by	  the	  web	  



How does e-marketing relate to research and 
development? 

Shortens	  the	  Research	  Process	  

Higher	  Responses	  Rate	  

Free	  Ideas	  

Live	  feedback	  

Faster	   Monitor	  Competitors	  
	  

Engage	  Customers	  

Resolve	  Problems	  
Quickly	  

Easy	  Data	  

No	  More	  Traditional	  
Surveys	  

Quick	  Product/Service	  
Improvements	  

Test	  Products	  
Before	  Launching	  

Focus	  Group	  


