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The connected customer





The Conversation Manager



Observe Facilitate Join



Observe Facilitate Join

Social media Nethnography

As a researcher



nieuw onderzoeksparadigma

creëren van inzichten

experimentele marketing 

academische standaarden

Social media Nethnography



Consumers create content themselves



Culture of interviewing Culture of caching

We keep asking 

questions

Answers are already 

there



Maintain the

research eco system



Social media nethnography

= research methodology that 
makes use of publicly available 
user-generated-content in 
order to answer a research 
question
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1. Listen to 

what 

consumers tell 

each other



2. My online life...



3. Optimize online marketing



4. Get access to emotions and natural 

language



5. Post hoc research



6. Find hidden patterns



Top down 
analysis

Bottom-up 
analysis

Research questions


