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Disclosed is a system, method, and computer program prod-
uct for implementing a marketing automation tool that pro-
vides an improved approach for an integrated and/or custom-
ized workspace for a social relationship management system.
The present invention provides a mechanism to allow the user
of a SRM system to configure a workspace for the SRM
product, to choose the specific functionality from the SRM
suite to be displayed and executed for the user and to post a
message while simultaneously viewing the workspace.
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METHOD AND SYSTEM FOR
IMPLEMENTING A CUSTOM WORKSPACE
FOR A SOCIAL RELATIONSHIP
MANAGEMENT SYSTEM

CROSS-REFERENCE TO RELATED
APPLICATION(S)

[0001] This application claims priority to U.S. Provisional
Patent Application Ser. No. 62/038,831 filedon Aug. 18,2014
entitled “METHOD AND SYSTEM FOR IMPLEMENT-
ING A CUSTOM WORKSPACE FOR A SOCIAL RELA-
TIONSHIP MANAGEMENT SYSTEM,” under Attorney
docket number ORA150306US-PSP and U.S. Provisional
Patent Application Ser. No. 62/055,926 filed on Sep. 26,2014
entitled “METHOD AND SYSTEM FOR IMPLEMENT-
ING A POSTING OBJECT WITHIN A CUSTOM WORK-
SPACE FOR A SOCIAL RELATIONSHIP MANAGE-
MENT SYSTEM,” under Attorney docket number
ORA150463US-PSP. The content of the aforementioned
patent applications is hereby expressly incorporated by ref-
erence in its entirety.

BACKGROUND

[0002] Given the widespread availability and usage of the
internet by consumers and society at large, many organiza-
tions have become interested in being able to effectively
implement solutions that can target users over the internet. To
accomplish this, many organizations (e.g., businesses, non-
profits, government agencies, etc.) are now using marketing
automation tools to target prospects, obtain intelligence
regarding sentiments and social themes/topics, execute mar-
keting campaigns, send leads to sales in real time, convert
marketing leads into actual sales, and perform analytics over
the social/marketing data. An example of a commercially
available marketing automation product is the Social Rela-
tionship Management product, available from Oracle Corpo-
ration of Redwood Shores, Calif.

[0003] Inmany cases, asuite of multiple products is used to
provide the functionality expected by the customer of the
social relationship management (SRM) system. Each of the
products in the suite may have different levels of capabilities
and functionality that would be useful for the user of the SRM
system. For example, a first product in the suite may be
particularly useful to perform marketing automation func-
tions, while a second product in the suite may be useful to
perform analysis of social data for sentiment, theme identifi-
cation, etc.

[0004] One problem that may exist is that there might be
inconsistent levels of integration in the suite for the multiple
products, which may result in certain inconveniences and
inefficiencies for the user of the suite. For example, if an
insufficient level of integration exists for the user interface,
the user may be forced to navigate between different product
user interfaces for the multiple products in order to access the
set of functionality provided by the different products.
[0005] Therefore, there is a need for an improved approach
to help users visualize data from multiple products in an
integrated platform.

SUMMARY

[0006] Oneormore embodiments of the current application
address the above problems by providing a workspace to
manage communications over a plurality of SRM applica-
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tions. In one aspect, a system comprises a first social relation-
ship management (SRM) application that manages a first
social media data for a plurality of social media networks, a
second SRM application that manages a second social media
data for the plurality of social media networks, an editing
interface for configuring a workspace to manage communi-
cations over the first and second SRM applications, wherein
the editing interface comprises control elements to select a set
of configuration parameters for the workspace, at least a
portion of the set of configuration parameters corresponding
to defining the first social media data associated with the first
SRM application, and the second social media data associated
with the second SRM application, a configuration database
having a tangible storage medium for storing the set of con-
figuration parameters that are selected using the editing inter-
face, a first connector coupled to a database associated with
the first SRM application to transmit the first social media
data selected through the editing interface, a second connec-
tor coupled to a database associated with the second SRM
application to transmit the second social media data selected
through the editing interface, and an execution engine having
a processor communicatively coupled to the configuration
database and the first and second connectors for retrieving the
set of configuration parameters from the configuration data-
base, and populating, based at least in part on the selected set
of configuration parameters, a first portion of the workspace
with the first social media data, and a second portion of the
workspace with the second social media data.

[0007] Further details of aspects, objects, and advantages
of embodiments are described below in the detailed descrip-
tion, drawings, and claims. Both the foregoing general
description and the following detailed description are
examples only and explanatory, and are not intended to be
limiting as to the scope of the disclosure.

BRIEF DESCRIPTION OF FIGURES

[0008] FIG. 1 illustrates an example system which may be
employed in some embodiments of the invention.

[0009] FIG. 2 illustrates an example embodiment of a con-
figuration tool which may be employed in some embodiments
of the invention.

[0010] FIG. 3 shows a flowchart of a process for customiz-
ing a workspace according to some embodiments of the
invention.

[0011] FIG. 4 illustrates an example embodiment of an
execution engine which may be employed in some embodi-
ments of the invention.

[0012] FIG. 5 shows a flowchart of a process of retrieving
data to populate the customized workspace, according to
some embodiments of the invention.

[0013] FIG. 6 illustrates an interface that includes multiple
example workspaces configured for a user.

[0014] FIG. 7 illustrates an example workspace having
three different modules.

[0015] FIG. 8 illustrates an example notes object that has
been inserted and configured for a workspace.

[0016] FIG. 9 shows a flowchart of a process of inserting a
notes object into a workspace.

[0017] FIG. 10 illustrates a configurable module from the
module library.
[0018] FIG. 11 shows a flowchart of a process of retrieving

data from a configurable module.
[0019] FIG. 12 shows an example workspace according to
some embodiments.
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[0020] FIG. 13 shows a flowchart of an approach to use an
execution engine to implement the workspace according to
some embodiments of the invention.

[0021] FIG. 14 illustrates an example interface showing a
Quickpost icon according to some embodiments.

[0022] FIG. 15 illustrates the example interface of FIG. 14
showing an expandable view of the Quickpost functionality
according to some embodiments.

[0023] FIG. 16 illustrates an example interface of FIG. 14
showing additional fields of the Quickpost according to some
embodiments.

[0024] FIG. 17 illustrates an example interface of FIG. 14
showing selected fields of the Quickpost according to some
embodiments.

[0025] FIG. 18 illustrates an example embodiment of com-
ponents that publish data to a plurality of social networks,
according to some embodiments.

[0026] FIG. 19 shows an example flowchart of publishing
data to a plurality of social networks through the Quickpost
functionality.

[0027] FIG. 20 shows an architecture of an example com-
puting system with which the invention may be implemented.

DETAILED DESCRIPTION

[0028] Embodiments of the present disclosure provide a
system, method, and computer program product for creating
a custom workspace that integrates elements from a plurality
of social relationship management (SRM) tools or applica-
tions, thus allowing organizations to effectively visualize a
plurality of data types, and leverage social media data from
different SRM applications on a single workspace to mean-
ingfully interact with different data types and craft commu-
nications based at least in part on various social media data
associated with the various SRM applications. A customiz-
able workspace is provided that allows users of the SRM
system to populate the workspace with desired modules from
a plurality of SRM applications. The workspace may further
comprise a “Quickpost” functionality that allows a user to
post data directly to one or more social networks through the
workspace itself. Further details on the various functionalities
will be provided further below.

Overview

[0029] The popularity of social media websites or portals,
such as Facebook®, Twitter®, and others has increased mark-
edly in recent years, compelling marketers and advertisers to
analyze the potential of these channels for marketing their
products and services. These portals provide a platform for
individual users to interact, and at the same time present
organizations with potential marketing tools, such as Face-
book® pages, or Twitter® handles, enabling marketers to
interact with social media “followers.” Marketers can post
messages or advertisements on these social media systems as
a way to advertise outside traditional marketing channels.
Members, in turn, can respond by clicking on embedded
links, replying to the messages, starting posts based on the
messages, or performing other site-specific functions. Fur-
ther, marketers can embed an organization-specific or mar-
keting campaign-specific URL (webpage address) within the
messages, driving users and web traffic to a separate web site.
[0030] Even though viral marketing through these social
media systems can prove profitable for organizations in terms
of additional media coverage, and greater brand awareness,
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organizations may face difficulties in maintaining and man-
aging content associated with more than one brand category
on a given social media system on an ongoing basis. A “brand
category” relates to a classification of content associated with
a given marketer or organization. For example, a brand cat-
egory for a given company could be retail or franchise loca-
tions associated with or operated by the company, product
lines within the company, customer segments, trademarks,
etc. Within each brand category are individual “brand items”,
such as individual retail locations, specific products within a
product line, etc. (e.g., a Miami store location could be a
“brand item” within the “retail locations” brand category).
Further, the content associated with a given brand item on a
social media system could be text posts, photos, videos, cou-
pons, and other similar types of content related to the brand
item and displayed on a social media system web page or
account. Details associated with brand items and brand cat-
egories are described in greater detail below.

[0031] For marketers (e.g., companies, organizations, indi-
viduals, etc.), the task of updating and managing social media
system pages or accounts associated with these brand catego-
ries, and the individual brand items within each category, with
new advertising content on a regular basis can become over-
whelming.

[0032] Asnoted above, many marketers are now using mar-
keting automation tools to target prospects, obtain intelli-
gence regarding sentiments and social themes/topics, execute
marketing campaigns, send leads to sales in real time, convert
marketing leads into actual sales, and perform analytics over
the social/marketing data. The marketing automation tool can
be configured to perform many types of marketing functions,
such as targeting, engagement, conversion, and analytics.
[0033] The marketing automation tool can perform target-
ing, for example, by capturing data about prospects from
online interactions and/or online behavior from website vis-
its, downloads, social networks, and searches. This allows
profiles to be constructed to more accurately provide content
alignment in the marketing materials.

[0034] Engagement can be implemented, for example, by
using the marketing automation system to efficiently create
campaigns, mapping a prospect’s online behavior to display
ad versions to individually target and personalize to the
recipient, and by curating content from the prospect’s trusted
networks, and to tie social activities to leads, pipeline, and
even revenue.

[0035] Conversions can be facilitated by using the market-
ing automation system to implement better sales alignment,
by aligning marketing and sales processes to boost revenue
performance using profiles, content, and engagement. In
addition, sales can be enabled by using pre-populated tem-
plates with consistent branded content that can be used to
nurture and close deals.

[0036] The marketing automation tool can also be used to
provide analytics for the marketing activities, e.g., by using
dashboards and closed-loop reporting tools. Marketing ROI
can be obtained, by measuring marketing return on invest-
ment and report on performance from major initiatives to
individual campaigns. Benchmarking can also be performed,
by measuring against other marketers.

[0037] Insome cases, a suite of multiple SRM products is
used to provide the various functionalities discussed above.
Each of the products in the suite may have different types of
functionalities for the user of the SRM system. For example,
a first SRM application may be used for capturing data about
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various users. Another SRM application may be used to cre-
ate marketing campaigns. Yet another SRM application may
be used to analyze a degree of success of one or more mar-
keting campaigns. In some cases, it may be difficult for the
user to scroll back and forth through these various products in
the SRM suite. Further details on example SRM products of
a suite of SRM products will be provided further below.

[0038] Embodiments of the present disclosure provide a
system, method, and computer program product for imple-
menting a marketing automation tool that provides an
improved approach to implement an integrated and/or cus-
tomized workspace for users to interact with functionalities
provided by a plurality of SRM products. In other words, a
custom workspace is provided that allows users to interact
with social media data associated with a plurality of SRM
applications on the same interface. The present invention
provides a mechanism to allow the user of a SRM system to
configure a workspace on which to visualize and communi-
cate with one or more desired functionalities of the SRM
suite.

[0039] Before delving into details pertaining to the custom
workspace, the various SRM applications that may be part of
an SRM suite will be briefly described. It should be appreci-
ated that the SRM products described herein are provided for
illustrative purposes only, and other applications related to
social media data may be similarly part of the SRM suite. The
SRM suite may comprise a plurality of SRM applications
and/or services that may be used for managing social rela-
tionships. For example, the SRM suite may comprise a social
marketing SRM application, a publishing SRM application,
an analytics SRM application, a data collection SRM appli-
cation, and other applications related to management of social
media data.

[0040] Clients of the integrated SRM platform may sub-
scribe to any or all of the various SRM applications, and may
advantageously use these various SRM products in conjunc-
tion with each other. This provides the client entity with a
powerful suite of SRM products that allows the client entity to
be cognizant of the various social media conversations around
their product or brand, analyze these conversations, and pub-
lish content (e.g., promotional material, marketing content,
etc.) to various social media channels accordingly. Many
other functionalities may be similarly envisioned.

[0041] In one or more embodiments, an SRM application
that is part of the SRM suite may be an application that
monitors, and collects social media data from a plurality of
social media networks. The SRM application allows an entity
(e.g., a business, organization, non-profit, etc.) to access and
integrate with various types of social media data. Data across
multiple types of internet-based sources of social data and
commentary may be accessed and collected. As discussed
above, social media data may refer to multiple types of inter-
net-based sources of social data that may be collected and
analyzed.

[0042] Theresults of the analysis may be used to take action
to construct and implement a social media marketing cam-
paign. In some embodiments, the integrated system may be
cloud-based, and may include both a social monitor/analysis
service in addition to a social marketing or CRM application.
Further details on how to implement such an SRM application
are disclosed in U.S. patent application Ser. No. 14/040,565,
entitled “METHOD AND SYSTEM FOR IMPLEMENT-
ING A CLOUD-BASED SOCIAL MEDIA MARKETING
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METHOD AND SYSTEM,” which is herein incorporated by
reference in its entirety for all purposes.

[0043] This SRM application may be configured to monitor
social media conversations based on one or more topics of
interest to the entity. This SRM application may comprise a
latent semantic analysis (LSA) functionality that performs
semantic analysis on a large amount of data, and categorizes
the data based on created topics. This functionality allows the
client entity to sift through the deluge of social media com-
munications based on topic, but also in a manner that is
cognizant of the underlying semantic significance of the
social media messages.

[0044] In some embodiments, the monitored social media
data may be tagged and/or annotated. Tags may be associated
with the analyzed content that pertain to actionable categori-
zation of the social media data. This tagged data may be
utilized by various entities to perform business processing.
Further details on how to implement such an SRM application
are disclosed in U.S. patent application Ser. No. 14/021,798,
entitled “METHOD AND SYSTEM FOR IMPLEMENT-
ING SEMANTIC ANALYSIS OF INTERNAL SOCIAL
NETWORK CONTENT,” which is herein incorporated by
reference in its entirety for all purposes. Further details on
how to implement another embodiment of the SRM applica-
tion having some of the capabilities described above are also
provided in U.S. patent application Ser. No. 14/021,820,
entitled “METHOD AND SYSTEM FOR IMPLEMENT-
ING A SOCIAL MEDIA MARKETING AND ENGAGE-
MENT APPLICATION,” which is herein incorporated by
reference in its entirety for all purposes. One example of a
commercially available SRM application that may provide
some of these capabilities includes the Listen and Analyze®
SRM application that is available from Oracle Corporation of
Redwood Shores, Calif.

[0045] Another SRM application of the SRM suite may be
an analysis tool that is configured to provide analytics on data
collected through the various social media networks (e.g.,
number of fans, type of media number of followers, user
demographics, success of posts, etc.). This SRM application
may allow users to view various analytics about social prop-
erties (e.g., social media network accounts, pages, etc.) asso-
ciated with the customer entity. In one or more embodiments,
the analytics SRM application may comprise a dashboard that
allows users to view various metrics on data collected from
various social media networks. For example, users may view
data on fans of various social properties (e.g., a Facebook®
page, etc.). Other analytics may relate to success of social
marketing efforts (e.g., posts on social media networks, etc.)
in one or more social media networks (e.g., how many “likes”,
“retweets,” etc.). The analytics may be viewed for a particular
date and/or time, in some embodiments. In other embodi-
ments, the analytics may be viewed for a desired range of
time. In one or more embodiments, the analytics application
may be used to download analytic reports on one or more
social properties. Or, the reports may simply be periodically
emailed to users that request particular analytics reports.

[0046] In one or more embodiments, an example analysis
SRM application may provide an evaluation process that
comprises computation of meaningful qualitative and quan-
titative performance measures of various social media pages
that will depend on engagements and interactions of users on
a social media page. The evaluation process may include the
ability to extract several analytics associated with different
social media pages. Such analytics may comprise various
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page-specific criteria and parameters that characterize
engagements and interactions of users on a social media page.
Examples of such engagement criteria and parameters
include number of posts by users in a social media page,
number of comments made by users (to posts by other users)
in a social media page, usage of multimedia tools (audio clips,
video clips, polls etc.) in posts, and the like.

[0047] This information may be used to compute various
statistics extracted from social media pages to arrive at a
measure or value (e.g., a monetary value) that characterizes a
brand’s worth on a given social media page. Further details on
how to implement such an SRM analysis application are
provided in U.S. patent application Ser. No. 13/105,713,
entitled “SYSTEMS AND METHODS FOR DETERMIN-
ING A VALUE OF SOCIAL MEDIA PAGES,” which is
herein incorporated by reference in its entirety for all pur-
poses. One example of a commercially available SRM appli-
cation that may provide some of these capabilities includes
the Social marketing and Engagement® SRM application
that is available from Oracle Corporation of Redwood Shores,
Calif.

[0048] Yet another SRM application may allow users to
publish social media communications on a plurality of social
media platform, and more generally, manage these commu-
nications on an integrated publishing platform. In one or more
embodiments, the publishing SRM application may be used
to create and manage content on various social media net-
works to communicate with fans, followers and/or customers.
Using the SRM application having publishing capabilities,
users may reach out to members of the client entity’s social
media streams (e.g., Facebook® account, Twitter® account,
etc.). The SRM application may allow users to create and
schedule posts, review and analyze messages, and moderate
and manage content on the various social media streams
associated with the entity.

[0049] In one or more embodiments, the SRM application
allows users to view all the posts created by the users (or other
authorized users) for one or more social media streams. The
posts may be published posts, scheduled posts or drafts cre-
ated by the user(s). The user may also be able to view how
well the posts are doing on the various social media streams.
Inone or more embodiments, the publishing SRM application
may also allow users to view what users of the social media
streams are saying in response to the published posts. Further,
the publishing SRM application may allow users to create
tags that provide visibility into how various marketing cam-
paigns are faring in one or more social media networks.
[0050] In one or more embodiments, the publishing SRM
application may provide a user interface that allows users to
create customized social media messages pertaining to a
product or brand that may be published (or scheduled to be
published) on a plurality of social media networks using a
single user interface. Further details on how to implement
such a publishing SRM application are provided in U.S.
patent application Ser. No. 13/004,790, entitled “CUSTOMI-
ZABLE PUBLICATION VIA MULTIPLE OUTLETS,”
which is herein incorporated by reference in its entirety for all
purposes.

[0051] In another embodiment, the SRM application hav-
ing publishing capabilities may be a brand management sys-
tem that allows marketers to maintain and integrate content
across many brand categories in a social media system in a
uniform fashion. Administrators or developers of individual
marketing pages may update their pages through the brand
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management system using standard configurable templates.
The system may integrate content from one or more develop-
ers to create content for varying pages (for example, by incor-
porating some global content into local pages according to
configurable rules, or vice versa). Subsequently, when a
social media system user requests content associated with a
particular brand category or brand item within that category
on a social media system, the brand management system
renders the updated, requested marketing page associated
with that category, but within a global marketer page, or with
common marketer content also provided. Further details on
how to implement such an SRM application are provided in
U.S. patent application Ser. No. 12/880,882, entitled “SYS-
TEMS AND METHODS FOR MANAGING CONTENT
ASSOCIATED WITH MULTIPLE BRAND CATEGORIES
WITHIN A SOCIAL MEDIA SYSTEM,” which is herein
incorporated by reference in its entirety for all purposes.
[0052] In yet another example embodiment of an SRM
application that has publishing capabilities, the SRM appli-
cation may allow users to perform message personalization
over multiple Internet messaging campaigns (e.g., to different
target recipients) without having to perform large join opera-
tions for each campaign. Such technical solutions may serve
to reduce use of computer memory, reduce demand for com-
puter processing power, and/or reduce communication over-
head needed.

[0053] Further details on how to implement such a publish-
ing application are provided in U.S. patent application Ser.
No. 14/798,354, entitled “MESSAGE PERSONALIZATION
OVER MULTIPLE INTERNET MESSAGE CAM-
PAIGNS,” which is herein incorporated by reference in its
entirety for all purposes. One example of a commercially
available SRM application that may provide some of these
capabilities includes the Publish® SRM application that is
available from Oracle Corporation of Redwood Shores, Calif.
[0054] Another SRM application may be a workflow auto-
mation SRM application that allows the client entity to man-
age various users for the client entity, manage one or more
brand profiles, and also to manage various social properties
associated with the client entity. In one or more embodiments,
the SRM product may comprise a workflow and automation
feature that allows users associated with an entity (e.g., busi-
ness, organization, etc.) to control account settings, configure
resources, topics, etc. These topics set by the organization
may define a scope of categorized social media messages. The
SRM product may accordingly categorize the messages
based on the defined parameters set for one or more topics of
interest. The workflow and automation feature allows the
organization to manage various users associated with the
entity, and to manage social properties relevant to the entity.
[0055] Social properties may refer to any social presence
associated with the entity (e.g., a Facebook® page, a Twit-
ter® page, a Google Plus® account, etc.). A profile page may
be created with basic user information of the various users of
the account. Various users may be grouped together into
teams, and various users may be assigned to one or more
social properties. Users may be members of the entity sub-
scribing to the SRM services who are given access to the SRM
account. It should be appreciated that various users may be
given various permission levels and may be assigned to spe-
cific social properties and or teams associated with the SRM
account. Teams may refer to groups of users who have access
to the same social properties on the SRM account. In one or
more embodiments, each team may be made up of sub-teams,
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which may be controlled by administrators the SRM account.
New users may be added to the account, or information on
existing users may be edited. Users may be grouped based on
product, geography, designation, or any other criteria chosen
by the entity.

[0056] Similarly, various workflow processes may be cre-
ated and run while collaborating with users. Users associated
with the entity may also define rules to automatically label,
assign and/or delete posts to various social media networks.
Similarly, the SRM application may allow users to add con-
nections to other applications and/or Software-as-a-service
(SaaS) services. In one or more embodiments, social proper-
ties may be grouped together into bundles. The bundles may
be associated with users who all have access to the same
bundle of social properties. Additionally, templates may be
provided that allow users associated with the SRM account to
publish a post to a specific country or language.

[0057] In one or more embodiments, an example SRM
application having workflow automatic capabilities may
enable marketers to select and sequence the delivery of mar-
keting communications by taking into account specific user
information and the flow of marketing messages from difter-
ent systems that have already been delivered, or is scheduled
to be delivered, to a specific user. Further details on how to
implement such an SRM application are provided in U.S.
patent application Ser. No. 13/421,364, entitled “SYSTEM
AND METHOD FOR DELIVERING ONLINE ADVER-
TISEMENTS,” which is herein incorporated by reference in
its entirety for all purposes.

[0058] In another embodiment, the SRM application hav-
ing workflow automation capabilities may allow marketing
campaign designers to design multistage marketing programs
using a drag-and-drop user interface and a library of pre-built
program operation and steering components that are used to
track and steer progress through the multistage marketing
program. In some situations, marketers may like to control the
prosecution of one or more marketing campaigns based on
then-current real-time conditions (e.g., to take alternative
prosecution paths based on then-current conditions). Further
details on how to implement such a workflow automation
application are provided in U.S. patent application Ser. No.
14/802,823, entitled “CONTROLLING REAL-TIME
EXECUTION OF INTERNET COMMUNICATION CAM-
PAIGNS WITH PARAMETERIZABLE FLOW CONTROL
STRUCTURES,” which is herein incorporated by reference
in its entirety for all purposes. One example of a commer-
cially available SRM application that may provide some of
these capabilities includes the Workflow and Automation®
SRM application that is available from Oracle Corporation of
Redwood Shores, Calif.

[0059] Inyetanotherembodiment, one or more SRM appli-
cations may integrate one or more SRM capabilities
described above. In some embodiments, this SRM product
may comprise a data collection component that monitors
conversations in various social media networks, and conveys
the conversations back to the client entity such that it may be
used to understand the customer’s needs and/or to address the
customer’s concerns. Further, the SRM product may catego-
rize social media conversations into various buckets to trigger
various actions.

[0060] Consider, for illustrative purposes only, a marketer
associated with a local bank, and how the SRM application(s)
may be used to increase sales and/or revenue for the local
bank. The SRM application may be used to gather various
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social media conversations about the local bank. The social
media conversations may be positive communications
regarding the local bank (or some branch of the bank, or any
aspect of the bank) or negative communications regarding the
local bank. The social media conversations may identify, for
example, conversations associated with one or more custom-
ers that are satisfied or happy with the local bank, conversa-
tions associated with one or more customers that are dissat-
isfied or unhappy with the local bank. Further, the social
media conversations may also be mined to identify conversa-
tions associated with customers that are happy or interested in
a competitor bank, or conversations associated with custom-
ers that are dissatisfied with the competitor bank.

[0061] Based on this information (e.g., conversations per-
taining to customers that are unhappy with a competitor), a
new topic may be created to monitor other conversations that
are similar in nature. The SRM platform may be constantly
monitoring social media conversations, and categorizing the
various social media conversations by created topics. This
may provide the local bank with insights into what aspects of
the competitor bank are disliked, and use this information to
specifically market the local bank to those customers.
[0062] One particular customer of a competitor bank may
have created a post on a social media network (e.g., Twitter®)
expressing dissatisfaction on excessive fees charged by the
competitor bank. Since the SRM product is monitoring such
social media conversations, the SRM product may be used to
specifically craft a message to the customer, acknowledging
his post regarding the excessive fees charged by the competi-
tor bank, and specifically outlining monetary advantages pro-
vided by the local bank that are superior to the competitor
bank (e.g., no annual fees, sign-up discount, etc.).

[0063] In addition, the message may contain a link to a
custom landing page for the customer. If the customer asks for
more information, a lead may be generated with a marketing
campaign that is assigned to a local sales rep of the local bank
(e.g., using geo-location data derived from the social net-
work). The sales representative of the local bank may access
the generated lead on a user interface of SRM product, and
may close the sale. Thus, the SRM product may be used to
monitor social media conversations to convert a customer of
a competitor to a customer of the local bank. Going further,
the SRM product may be consistently used to ensure that
customers of the local bank remain happy and satisfied with
the local bank.

[0064] Ifthe customer writes another post on another social
media network expressing concern over banking services, the
post may immediately be picked up by the SRM product and
may be forwarded to a local service agent, who, in turn, may
immediately follow up with the customer. Based on the post,
a service issue entry may be created on the SRM application.
In many situations it may simply be enough for the customer
to feel “heard,” and the issue may be successtully tagged as
“resolved” on the SRM product simply based on the follow-
up to the customer provided by the service agent. Thus, the
monitored social media conversations may be advanta-
geously used, and integrated with a SRM service application
to anticipate issues and timely respond and/or tend to
unhappy customers. This allows businesses to resolve issues
at the very start of a problem, and allows the business to keep
a pulse on the nature of communications surrounding the
business.

[0065] In other words, the SRM application(s) distills the
deluge of social interactions surrounding a business or orga-
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nization into concrete actions that directly enhance the cus-
tomer experience and/or increase sales. Therefore, businesses
do not lose out on valuable communications surrounding the
company or products just because the communications are
not directly sent to them. Rather, general conversations and
communications in various social media channels may be
strategically mined to directly help the business or organiza-
tion interact with it’s customers and potential customers. In
one or more embodiments, a single SRM application may
span many functionalities (e.g., marketing, sales, service,
commerce, etc.).

[0066] Given that a range of SRM applications may be
provided as part of the SRM suite, an additional feature of the
SRM platform may be a custom workspace or social station
that allows users to benefit from functionalities provided by a
plurality of SRM applications in the SRM suite. The Social
Station may be thought of as an improved user interface that
provides drag-and-drop capabilities allowing users to person-
alize a workspace with different SRM modules. This allows
users to customize their view of social data of interest, and use
this data in a single user interface in order to communicate to
various social media streams. Thus a custom workspace pro-
vides a more personalized user experience allowing users to
integrate functionalities from various SRM applications into
the same user interface.

[0067] Social media data may referto any data that is stored
with respect to a desired functionality at a database associated
with the SRM application. For example, the functionality
may be sentiment analysis, and the SRM application may
comprise one or more tables dedicated to sentiment analysis
that was performed on a set of social media communications.
Social media data may refer to the communications them-
selves, in one or more embodiments. In other embodiments,
social media data associated with an SRM application may
refer to a filtering function performed on data received from a
plurality of social networks. For example, social media mes-
sages associated with numerous users may be filtered based
on user age. Social media data may refer to data gathered
about various social media users. Social media data may
pertain to historical attributes of social media usage. It may
also refer to more complex processing of social media com-
munications (e.g., sentiment analysis, etc.). In other words,
each of the SRM applications may be associated with some
configured functionalities, and the social media data stored at
the SRM application is data that is associated with the func-
tionality.

[0068] An SRM application may be any SRM product that
the client entity has subscribed to. For example, the SRM
suite may comprise a host of SRM applications, each of
which comprise one or more functionalities (e.g., analytics,
publishing, etc.). Each SRM application may function inde-
pendently from other SRM applications, and may be associ-
ated with dedicated database and other server infrastructure
unique to the SRM application. In one or more embodiments,
the various SRM applications may be associated with dedi-
cated cloud infrastructure such that they function indepen-
dently of one another. In other embodiments, some cloud
infrastructure elements may be shared.

[0069] Inoneor more embodiments, each SRM application
may have its respective set of client entities. In other words, a
first SRM application may have a first set of client entities that
subscribe to its services, and a second SRM application have
a second set of client entities that subscribe to its services. In
one or more embodiments, the various SRM applications
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follow a software-as-a-service (SaaS) model that allows vari-
ous entities to subscribe to software services on a subscription
or other type of payment scheme.

[0070] In other words, client entities may pick and choose
one or more SRM applications based on the client entity’s
unique needs. Each SRM application may be associated with
its unique authorization process and credentials. It should be
appreciated that the term SRM application is used to describe
whole SRM applications themselves, and not simply sub-
components of one or more SRM applications. Examples of
various sub-components may include user interfaces of the
application, plug-ins of the applications, classes and/or data
objects of the applications, control objects of the applications,
databases of the applications etc.

[0071] An SRM application may be defined as one or more
programs that are designed to perform one or more specific
tasks for users. For example, an application may be an editing
program. An application may be a graphics program, etc. In
the context of SRM applications, a first SRM application may
be configured to perform publishing tasks for end-users of the
program. Another SRM application may be configured to
perform analysis of social media data. Similarly, each of the
SRM application may be configured for specific SRM-related
capabilities that function independently from other SRM
applications.

[0072] FIG. 1illustrates an example system 100 which may
be employed in some embodiments of the invention to imple-
ment an integrated marketing automation solution. The sys-
tem 100 includes one or more users at one or more user
stations 102 (e.g., 102a and 1025) that use the system 100 to
operate and interact with the SRM system 104. The user
station 102 comprises any type of computing station that may
be used to operate or interface with the marketing automation
applications in the system 100. Examples of such user sta-
tions include, for example, workstations, personal computers,
or remote computing terminals. The user station comprises a
display device, such as a display monitor, for displaying a
user interface to users at the user station. The user station also
comprises one or more input devices for the user to provide
operational control over the activities of the system 100, such
as a mouse or keyboard to manipulate a pointing object in a
graphical user interface to generate user inputs.

[0073] The SRM system 104 comprises any communica-
tion and/or marketing related set of functionality thatis acces-
sible to users at the user stations 102, e.g., where the SRM
system 104 may be implemented as a suite of multiple SRM
products 1, 2, and 3 (e.g., 110a, 1105 and 110¢). The SRM
system 104 may receive work requests from customers at the
user stations 102. For example, the SRM system 104 may
receive work request from a user to implement an email
campaign using SRM product 1 (110a), perform analytics
using SRM product 2 (1105), and perform sentiment analysis
over social data using SRM product 3 (110c¢).

[0074] The work requests (e.g., to implement the email
marketing campaigns or to perform analytics) may be imple-
mented using customer/marketing data stored into a database
in a computer readable storage device 101. This data 122 may
include details and parameters for the marketing campaigns
that have been established using the SRM system 104. The
data may also include social data acquired from social net-
works 114 that have been retrieved using appropriate APIs,
and which have been converted into data models 120 under-
standable and usable by the SRM system 104.
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[0075] The computer readable storage device 101 com-
prises any combination of hardware and software that allows
for ready access to the data that is located at the computer
readable storage device. For example, the computer readable
storage device 101 could be implemented as computer
memory operatively managed by an operating system. The
computer readable storage device 101 could also be imple-
mented as an electronic database system having storage on
persistent and/or non-persistent storage.

[0076] Within the social station 107, a configuration tool
106 is provided that permits the user to configure a custom
workspace 150 for operating the SRM system 104. As used
herein, the term “workspace” refers to the user work area that
is provided to the user by the SRM system 104. More details
on the custom workspace 150 will be provided further below.
[0077] A modular approach is provided to implement cus-
tom workspaces 150 in the SRM system 104, where a module
library 103 is provided that includes a set of functionality
modules selectable by the user to insert into a workspace.
Each functionality module pertains to a discrete unit of func-
tionality that is provided by the SRM system 104, and may
implement functionality from any of the different SRM prod-
ucts 1,2, 0r 3 (e.g., 110a, 1105 and/or 110¢). Advantageously,
the customer workspace 150 may comprise any or all the
functionalities selected by the user such that the user may
visualize and interact with the desired functionalities in an
integrated manner.

[0078] The configuration tool is therefore operable to con-
figure a given workspace 150 in numerous ways. For
example, the user can customize the workspace 150 by select-
ing one or more of the modules in the library to insert into a
workspace. In addition, the parameters for the module are
editable to customize the operation and display of the mod-
ules, e.g., to select data sources, display types, query dates,
etc. Moreover, the workspace 150 itself'is generally customi-
zable, e.g., to configure the exact placement and organization
of the modules on the workspace. The configuration settings
for the workspace are stored into the configuration repository
105.

[0079] Whenthe SRM system 104 is operated by the user at
the user stations 102, the user is permitted to select the spe-
cific workspace to be provided to the user. An execution
module 108 accesses the configuration data for that work-
space, and will use that configuration data to generate the
interface data to display to the user.

[0080] Inthis way, the user can create a customizable work-
space 150 to interact with the SRM system 104. The custom-
ized workspace 150 may include modules to access function-
ality from multiple different SRM products. Therefore, by
integrating the modules for different SRM products into the
same workspace, this permits the user to operate the system in
a cohesive way, even if the SRM system does not itself
natively provide sufficient levels of integration in its UI for
the multiple products.

[0081] FIG. 2 shows a detailed diagram of the configuration
tool 106 that may be utilized by one or more users to configure
the customizable workspace 150. As shown in FIG. 2, in one
or more embodiments, an editing interface 201 may be pro-
vided that may be used by the user to interact with desired
functionalities corresponding to a plurality of SRM products.
The editing interface may comprise a set of control elements
that allow a user to configure the workspace as desired. The
control elements may be a “drag and drop” control element,
allowing users to drag and drop a desired functionality into
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the workspace. The control elements may be a selection fea-
ture on the user interface. In other embodiments, a drop down
menu may be generated to allow the user to select one or more
functionalities or types of social media data.

[0082] In one or more embodiments, the editing interface
201 may allow a user to select one or more modules or
functionalities that are of specific interest to the user. In other
words, the editing interface 201 allows customization that is
unique to each user. For example, the user may wish to see the
analytics (e.g., provided by a first SRM product) side-by-side
to atracking of various users in various social media networks
(e.g., provided by a second SRM product). Or, in another
example, the user may wish to see four different analytics
(e.g., for four different social networks) simultaneously on
the same page. The editing interface 201 provides a customi-
zable interface for any type of customization.

[0083] In one or more embodiments, the user may simply
select from a list of pre-existing workspace configurations
that are stored in a database 210. The pre-existing workspace
configurations 210 may be previously configured by the user,
and simply stored in the database 210. If a pre-existing work-
space is desired, the editing interface 201 may simply retrieve
the workspace associated with the user from the database 210.
At this point, the user may edit the workspace if needed. Or,
the user may add more modules to the workspace configura-
tion in order to visualize more types of data.

[0084] In one or more embodiments, the editing interface
201 may communicate with a database of customization tem-
plates 220. The customization templates 220 may store con-
figuration parameters for various predefined templates on
which to view the desired modules. Each ofthe customization
templates 220 may be thought of as a container on which data
from various modules may simply be “drag and dropped”.
The customization templates 220 may store the predefined
specifications for a designed template.

[0085] For example, a first customization template or con-
tainer may be designed to house and visualize data from two
modules. The size and specification of the predefined tem-
plate may be stored in the customization template database
220. In another example, a second customization template
may be designed to house and visualize four modules simul-
taneously. The size of the windows for the modules, the
coordinates, etc., may be stored in the customization template
database 220.

[0086] If the user would like to configure a workspace, a
customization template 220 may be loaded based on the
user’s requirements (e.g., number of modules desired, design
oftemplate, size of windows, coordinates etc.), in one or more
embodiments. In other embodiments, the system may auto-
matically assign a template automatically without any user
input.

[0087] Once the customization template 220 has been pro-
vided, the user may select desired modules to be populated in
the workspace. A list of the various modules may be retrieved
from the module library 103. In one or more embodiments, a
list of the available functionalities may simply be displayed to
the user, in response to determining that the user would like to
populate the workspace. In other embodiments, the user may
search for available modules with which to populate the
workspace. For example, the user may simply enter in a
search term with the name of the desired module.

[0088] A retrieval agent (not shown) may be configured to
search the table 230 associated with the module library 103 to
determine a match to the search input by the user. The table
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230 may store an identification code unique to the module, the
SRM product the functionality is associated with, a name of
the functionality and/or a category associated with the func-
tionality. Similarly, many other details may be stored in one or
more tables associated with the module library 103.

[0089] Once the list has been populated, the user may sim-
ply drag and drop the module into a window of the customi-
zation template 220. For example, if the customization tem-
plate has two windows, a first module from the list may be
dragged and dropped into a first window, and a second mod-
ule from the list may be dragged and dropped into the second
window.

[0090] Various configuration parameters associated with
the selected modules, and the selected customization tem-
plate may be stored in the workspace configuration data 105
for quick retrieval when the user desires to view the work-
space. The workspace configuration data 105 may comprise
various configuration parameters associated with the custom
designed workspace for a plurality of users. In one or more
embodiments, each user may be associated with a plurality of
workspaces. In other embodiments, an organization may have
many workspaces stored in the workspace configuration data
105, and one or more users of the organization may have
access to the workspace configuration data 105.

[0091] At the time of execution, the workspace configura-
tion data may be accessed by the execution engine 108 in
order to populate the workspace with data from the various
selected modules. As discussed with respect to FIG. 1, based
on the retrieved parameters of a workspace, the execution
engine 108 may be configured to communicate directly with
the plurality of SRM products (e.g., based on an identification
retrieved from the workspace configuration data, etc.), and
may retrieve the data directly from databases associated with
the SRM product (not shown).

[0092] Thus, the execution engine 108 populates the cus-
tomized workspace 150 having data from one or more desired
modules, which may be visualized by the user through a user
interface.

[0093] FIG. 3 shows a flowchart 300 of a process for cus-
tomizing a workspace according to some embodiments of the
invention. At 301, an editing interface is opened by the user
for editing the workspace. In some embodiments, a drag-and-
drop interface is provided, where a workspace palate (e.g., a
customization template) is displayed in the interface for cus-
tomizing the workspace. A list of available modules can be
displayed, where any of the modules can be selected and then
dropped onto the palate to include the selected module into
the workspace.

[0094] At 302, a workspace is opened within the editing
interface. The workspace may be an existing workspace that
is to be edited, or may be a brand new workspace that is
currently being created. Next, at 304, a determination is made
whether the workspace is to be customized by adding a new
module or by editing an existing module.

[0095] If the intent is to edit an existing module on the
workspace, then that module is selected at 310. Ifthe intent is
to add a new module, then at 306, a list of available modules
is displayed from the module library. At 308, one or more of
the modules can be selected for addition to the workspace,
e.g., by dragging and dropping the icon for the module onto
the editing palate. In some embodiments, rather than just
selecting a module from a list of available modules, the user
may create a brand new module in the system. This option is
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intended for power users that may seek to custom create a new
module, e.g., using an API exposed by the provider of the
SRM system.

[0096] The workspace and/or the module can then be con-
figured at 312. The configuration may be performed in numer-
ous different ways. For example, the user can configure the
module, e.g., to customize the operation and display of the
modules to select data sources, display types, query dates, etc.
In addition, the workspace can also customizable, e.g., to
configure the exact placement and organization of the mod-
ules on the workspace. Thereafter, at 314, the configuration
settings for the workspace are stored into the configuration
repository.

[0097] Referring now to FIG. 4, a detailed architecture of
the execution engine 108 is provided. As shown in FIG. 4, the
user interacts with the social station 107 through a user inter-
face 401. The user interface 401 may comprise several user
interface controls and/or elements that allow the user to per-
form a set of actions. As discussed above, the user interface
401 may have a drag-and-drop feature allowing users to drag
and drop various modules into a customization template.
Several other selection functions etc., may be provided
through the user interface 401.

[0098] In one or more embodiments, the user may wish to
view a particular workspace (e.g., a previously configured
workspace). In response to a selection of a particular work-
space, the execution engine 108 may retrieve a set of configu-
ration parameters associated with the desired workspace from
the workspace configuration database 105, as discussed
above. As shown in FIG. 4, the database 105 may store con-
figuration parameters pertaining to numerous workspaces
configured by the user (e.g., 412a, 4126 and 412¢). In some
embodiments, the configuration parameters of the various
workspaces may be associated with the user. In other embodi-
ments, the configuration parameters of the various work-
spaces may be associated with an entity or organization, and
the user may have access to one or more of the workspaces
configured for the entity.

[0099] Inone or more embodiments, an entity may refer to
a business. The business may be an enterprise or business
organization that is engaged in an activity (e.g., selling of
goods or services, etc.) for profit. The enterprise may be a
large business organization (e.g., having more than 1000
employees, etc.) The enterprise may refer to any undertaking
by an individual or group of individuals for profit. In one or
more embodiments, the enterprise may be a business unit or
firm (e.g., law firm). The enterprise may be a corporation, in
one or more embodiments. In one or more embodiments, the
entity may refer to a small business (e.g., having less than
1000 employees). The enterprise may deal with goods or
services in any area (e.g., software, pharmaceuticals, engi-
neering, manufacturing, etc.)

[0100] In other embodiments, the entity may refer to a
non-profit organization. The non-profit organization may be
an organization that uses surplus revenues to achieve a pur-
pose or mission rather than using the revenues for profit. The
entity may refer to any type of non-profit organization having
any number of employees. In other embodiments, entity may
refer to a government agency. The government agency may be
a local governmental agency, a state government agency, a
federal agency or even some international government
agency. The government agency may provide may be a per-
manent or semi-permanent organization in a government that
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is responsible for oversight and administration of specific
functions. The government agency may have any number of
employees.

[0101] The entity may refer generally to any organization
comprise a plurality of people, such as an institution that has
acollective goal. In one or more embodiments, the entity may
be an individual (e.g., a solo business owner, etc.). In one or
more embodiments, an entity is a customer or tenant of a
system that serves one or more tenants or one or more cus-
tomers and offers services to employees or user accounts for
the customer or tenant.

[0102] As discussed above, the configuration parameters
may comprise details on the one or more modules selected, as
well as detailed about the type of customization template that
was selected for the workspace (e.g., dimensions, number of
windows, coordinates etc.).

[0103] In one or more embodiments, the execution engine
108 may comprise an SRM data retrieval agent 414 that is
configured to retrieve data from the appropriate SRM product
to be displayed at the custom workspace 150. In other words,
if the user has selected a module that is associated with SRM
product 1, the data may need to be retrieved directly from a
database associated with SRM product 1, and suitably dis-
played at the workspace 150.

[0104] To this end, the SRM retrieval agent 414 may be
configured to consult the configuration parameters 412 asso-
ciated with a selected workspace, and accordingly retrieve
data from the one or more modules selected for the work-
space. In some embodiments, connectors (e.g., 404a, 4045
and 404¢) may be used to connect to the SRM product (e.g.,
410a, 4105 and 410c¢) respectively. The connectors may 404
may initiate a secure connection to the respective SRM prod-
uct, and send various commands to the SRM product in order
to retrieve the necessary data from the SRM product database.
In one or more embodiments, the connectors 404 may be a
virtual bridge that helps communicate with other applica-
tions.

[0105] Thus, the SRM retrieval agent 414 may retrieve the
necessary data in order to populate the custom workspace
150. In one or more embodiments, the SRM retrieval agent
414 may be configured to retrieve data as necessary (e.g., in
response to a request). In other embodiments, the SRM
retrieval agent 414 may be configured to periodically retrieve
the data from the various SRM products 410 and store the
retrieved data at alocal database 420. Thus, the local data may
be easily accessed in order to populate the custom workspace
150, and only new data (e.g., updates or changes) may need to
be freshly retrieved from the various SRM products 410.
[0106] In one or more embodiments, the retrieved data
along with the customization template, and the configuration
parameters may be delivered to the visualization module 430
that is configured to package the data within the customiza-
tion template in reference to the various configuration param-
eters associated for the custom workspace 150. In one or more
embodiments, the visualization module 430 may format the
data such that it may be displayed at the custom workspace
150. In other embodiments, the visualization module 430
may collect and manage the data corresponding to various
graphics (e.g., received from the various SRM products).
Data graphics may be stored in a graphic store (not shown),
and may include maps, charts, graphs, and/or other any other
image or visual representation of data.

[0107] Inoneormore embodiments, the visualization mod-
ule 430 may be configured to generate data visualization
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corresponding to a data graphic. For example, the data
graphic may be received from the SRM product to be popu-
lated in the custom workspace, and may need to be visualized.
[0108] In some embodiments, the data retrieved from the
SRM data retrieval agents 414 may undergo additional analy-
sis through a secondary analysis module 432 that is config-
ured to analyze the data in a manner that is more closely
related to what the user desires. For example, the data
received from the SRM product 410 may not be analyzed
based on criteria of specific interest to the user. Therefore, in
some embodiments, the data may be additionally (or analyzed
for the first time) through analysis module 432. Any type of
data analysis or data modeling may be performed through the
analysis module 432.

[0109] The analyze data may be delivered to the visualiza-
tion module 430 for visualization. The visualization module
formats the data, and populates the workspace 150, which
may then be viewed by the user through the user interface
401.

[0110] Referring now to FIG. 5, an example flowchart 500
of'a method to execute the workspace is illustrated. At 501, a
selection of one or more workspaces desired by the user is
received. At 502, configuration parameters associated with
the selected workspace are retrieved from the workspace
configuration database. At 503, the system determines
whether data needs to be retrieved from one or more SRM
products.

[0111] Ifno dataisto beretrieved from the SRM databases,
the system access the local database to retrieve data to popu-
late the workspace, at 507. If data is to retrieved from the
SRM databases, the SRM product may be access to retrieve
data at 504. At 505, the data is stored in the local database. At
506, the workspace is populated with the desired data.
[0112] Using the mechanisms described above, a user may
create/configure multiple workspaces, each having a different
set of functionality relevant for the purpose of that workspace.
FIG. 6 illustrates an interface 600 that includes multiple
example workspaces configured for a user. Here, the different
workspaces include (a) an Analyst workspace 602 to include
a custom set of modules appropriate for an Analyst function,
(b) an Executive workspace 606 to include custom analytics
modules for the role of an executive, (¢) a Community Man-
ager workspace 604 having custom modules for the role of a
community manager, (d) a Monthly Report workspace 608
having modules to handle reporting functions, and (e) an
Analytics workspace 610 to include a custom set of module to
perform analytics functions. As just a simple example, con-
sider the Community Manager workspace 604, where the
workspace may be configured to include modules to perform
functionality to implement (i) publishing capabilities (ii)
engagement functions (iii) analytics, and (iv) functions to
listen and track social data. Similarly, the other workspaces
may include modules that are most relevant to the user’s role.
[0113] The workspace can be configured to include mul-
tiple modules, and to also configure the placement and orga-
nization of the modules within the workspace, as discussed
above. FIG. 7 illustrates an example workspace 700 having
three different modules (e.g., 702, 704 and 706), where the
modules are organized in their placement such that top row
include two side-by-side modules (e.g., 702 and 706) and the
bottom row include only a single module (e.g., 704). As
discussed above, any such configuration may be selected by
the user. Another workspace may include 4 modules in the
workspace. Yet another workspace may include just 2 large
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windows that are place side-by-side. Similarly, any configu-
ration may be selected by the user (e.g., through a customi-
zation template, as discussed above).

[0114] The workspace can also be configured to include
notes objects on the workspace. FIG. 8 illustrates an example
notes object 802 that has been inserted and configured for a
workspace 800. The placement of the notes can also be con-
figured, e.g., by dragging and dropping the notes object to the
appropriate location on the workspace. In one or more
embodiments, several annotation tools may be provided on
the workspace. The tools may be used to annotate a particular
module, or workspace, or to remind the user of an important
topic in the future. For example, a particular graph may have
an unusual data point.

[0115] The user may use a note object to associate the data
point to the note object, or else simply place the note object
close to the data point such that the note may be easily
accessed and viewed at a later time. This may be especially
help in collaboration projects. If the same workspace is being
viewed by multiple users, a first user may use a note object
such that it may be helpful for a second user viewing the same
data modules at a later time.

[0116] Referring now to FIG. 9, an example flowchart 900
depicting a method to populate a posting object is illustrated.
It should be appreciated that other such methods may be
similarly used. At 901, the system receives an input through a
designated notes tool. For example, the workspace may dis-
play a set of annotation tools, which includes a notes tool. For
example, the user may click on the notes tool, which may
populate a notes icon, which may then be placed anywhere
within the workspace.

[0117] At 902, a movement of the notes tool may be deter-
mined relative to the workspace, and a set of coordinates at
which it is locked may be determined (903). In some embodi-
ments, the set of coordinates may be tied to a set of coordi-
nates or configuration parameters of the workspace (e.g.,
certain data objects of the workspace may be tied to the note
object, etc.). At 904, the note object may be populated at the
determined set of coordinates. The user may then simply click
on the notes object and begin typing any desired note.
[0118] In one or more embodiments, the modules them-
selves can be customized to adjust the properties under which
the module is executed and displayed. In fact, the same mod-
ule can be configured to operate differently, even on the same
workspace. FI1G. 10 illustrates a module 1002 from the mod-
ule library that can be used to perform analytics functionality
in the SRM system to determine the number of fans in a social
network site by age and gender. In a first example configura-
tion setting for this module, the module 1002 can be config-
ured (10044a) to perform analytics for a first social network
site (i.e., Twitter), for a first location (i.e., North America), for
afirst date range (i.e., May 7,2014-May 21, 2014), and for the
analytics data to be displayed using a first display interface
type (i.e., bar chart). In a second example configuration set-
ting (100454) for this module, the module can be configured to
perform analytics for a second social network site (i.e., Face-
book), for a second set of locations (i.e., North America,
Europe, and 1 other location), for a second date range (i.e.,
Jul. 1, 2014-Jul. 22, 2014), and for the analytics data to be
displayed using a second display interface type (i.e., tabular
chart).

[0119] In one or more embodiments, as discussed above,
the analysis may be done at the SRM product itself, in which
case the analyzed data for one social network may be pulled
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directly from the module itself, through the connectors. In
other words, the configuration workspace data 105 may store
an identification of the table at the SRM product, such that
two different tables of the same module are accessed to popu-
late the first and second window of the workspace. In other
embodiments, if analysis is not performed at the SRM prod-
uct, the database having all the data may be accessed, and the
analysis and visualization may be performed at the social
station 107.

[0120] Referring now to FIG. 11, an example flowchart
1100 of using the same module to populate two windows of a
workspace is illustrated. At 1101, data is retrieved from a
defined module of a particular SRM product. At 1102, the
data may be forwarded to an additional analysis module (as
discussed above). At 1103, a first analysis having a first set of
filters or functions defined by the user is performed on the
data. At 1104, the first analyzed data is stored at a first table.
Similarly, the process is repeated for anther set of filters or
functions defined by the user, and is stored in the second table
(1105 and 1106). At 1107, data from the two tables may be
forwarded to the visualization module, and populated at two
separate windows of the same workspace, as illustrated in
FIG. 10.

[0121] FIG. 12 shows an example workspace having many
of'the workspace and module configurations described above,
including (a) selection of modules for the workspace; (b)
configuration of the modules; (c) having the same module
displayed twice with different configurations for each mod-
ule; (d) configuration of the placement of modules on the
workspace; and (e) insertion and configuration of notes onto
the workspace.

[0122] FIG. 13 shows a flowchart 1300 of an approach to
implement the workspace according to some embodiments of
the invention. At 1302, instructions are received by the SRM
system to open a workspace. This may occur, for example,
when the user selects a workspace in the user interface to be
opened, e.g., by selecting one of the workspaces shown in
FIG. 3.

[0123] Next, at 1304, configuration settings are retrieved
for the workspace. The configuration settings for the work-
space may be retrieved from a configuration repository within
the SRM system.

[0124] At 1306, the modules within the workspace are
executed. As noted above, the modules may pertain to func-
tionality for multiple products within the SRM product suite.
Therefore, calls may be performed against multiple different
SRM products from within the one workspace.

[0125] The execution of the modules will result in the gen-
eration of display data at 1308. The UI display may include
display data for the different modules as well as notes inserted
into the workspace. Thereafter, at 1310, the UI data can then
be sent to the user station to be displayed to the user.

[0126] In some cases, the output from the modules can be
exported to an external system. For example, the workspace
data can be exported by converting the module data into a
different data representation understandable by the target sys-
tem, e.g., by conversion into a spreadsheet or csv format.
[0127] Inoneor more embodiments, the workspace may be
configured to include a “Quickpost” functionality that allows
users to directly make a posting based on the data viewed on
the workspace to one or more streams associated with the
organization or entity. Given that the configured modules of
the workspace display various types of helpful analytics
about social media data, it is often advantageous to make a
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post on one or more social networks while simultaneously
viewing the analytics data on the same interface screen. For
example, the user, upon viewing analytics data related to
product revenue in relation to posting times of content on
various social networks may make a Quickpost regarding the
best time to post on social networks. Or, in another example,
the user, upon viewing analytics data related to age and gen-
der of users of one or more social media page(s) may make a
Quickpost keeping the analytics data in mind. Therefore,
rather than navigate through a separate screen, the Quickpost
functionality allows users to quickly make a post on the same
workspace screen.

[0128] FIG. 14 illustrates an exemplary embodiment of a
workspace interface 1400 that includes a Quickpost icon
1402. In the illustrated embodiment, the Quickposticon 1402
is a clickable button that may be selected through a mouse
interface. In one embodiment, the button 1402 is actuated to
display the contents of the posting object. In another embodi-
ment, the user may move the mouse interface over the button
1402 to display the contents of the posting object. In the
example embodiment, the Quickpost posting object is an
expandable view object that populates when the button 1402
is actuated. In other embodiments, the posting object may be
a pop-up screen that may be viewed simultaneously with the
workspace interface screen. Other similar embodiments may
be similarly implemented.

[0129] FIG. 15 illustrates an expanded view 1500 of the
Quickpost icon 1402. The Quickpost posting object has sev-
eral selectable fields 1502, including “Select a stream,” “post
name,” “compose,” etc. Other embodiments may comprise
other relevant fields. Each of the fields 1502 have controls that
permit the user to select and/or enter data as desired by the
user. Referring now to FIG. 16, when the “Select a stream”
field 1502 is actuated, a set of available social network
streams (e.g., 1602 and 1604) are displayed for the user to
select from. Here, in the example embodiment, there are
multiple Facebook® streams (1602) along with streams of
other social networks (1604) as well (e.g., Google® Plus). It
should be appreciated that controls are provided to the user
such that the user can scroll through the available streams and
select one or more through a mouse interface.

[0130] Continuing with the same example, in FIG. 17, in
user interface 1700, the user has selected a desired stream,
“HelloKittyFB” stream 1702 on which to post the Quickpost.
Theuser may also enter in a name of the post and compose the
message (1704) using the “Post Name” and “Compose”
fields. Once the message has been composed, the user may
actuate a “Post” button (not shown) to post the Quickpost on
the desired social network stream. Additional capabilities,
including posting pictures, attachments, links, shortening
URL links, etc. may also be available to the user in making the
Quickpost.

[0131] Referring now to FIG. 18, an example architecture
1800 illustrating how Quickposts may be used to directly
publish data onto the various social networks is illustrated. As
shown in FIG. 18, the data captured from the Quickpost may
be captured in a local database 1802. The local database may
comprise numerous tables for the various users and/or enti-
ties. The data from the local database 1802 may be retrieved
by a scheduling agent 1804 that is configured to determine
whether the post on the website is to be made immediately or
whether the post is defined to be made at some other later time
in the future. If the post is to be made immediately, the data
may be transmitted to a publishing agent 1804.

Feb. 18,2016

[0132] Ifthe postis to be made in the future, the scheduling
agent 1804 may determine, based on metadata associated
with the post, a time defined by the user. Based on the sched-
uled time defined by the user, the scheduling agent 1804 may
create a scheduling task such that a scheduled time is used as
a trigger at which to transmit the data to the publishing agent
1804.

[0133] The publishing agent 1806 may be configured to
directly post on one or more social networks (18084, 18085
and/or 1808¢). The publishing agent 1806 may connect to the
various social networks through an API layer that comprises
a set of authorization credentials and parameters regarding
the different types of posts possible for each of the social
networks. In one or more embodiments, the publishing agent
1806 may access a rules database (not shown) to retrieve
publishing rules particular to the social network, and make
automatic changes (e.g., shortening of a link, etc.) based on
the retrieved rules. In one or more embodiments, the publish-
ing agent 1806 may be configured to format and/or modify the
post based on the retrieved rules.

[0134] Referring now to FIG. 19, an example flowchart
1900 of publishing the Quickpost on various social networks
is illustrated. At 1902, a set of data and metadata about the
Quickpost is captured. At 1904, the data and metadata may be
stored at a local database. At 1906, it may be determined
whether the post is scheduled to be posted at a later time. If
there is no scheduled time, the data may be transmitted
directly to a publishing agent, at 1908.

[0135] If it is determined that the Quickpost defined a
scheduled time (e.g., through the metadata, content, etc.), a
scheduling task may be created based on the scheduled time,
at1910. At 1912, the data may be forwarded to the publishing
agent at the scheduled time. At 1914, the post may be pub-
lished at a plurality of social networks.

[0136] Therefore, what has been described is an improved
system, method, and computer program product for imple-
menting an integrated and/or customized workspace for a
social relationship management system.

System Architecture Overview

[0137] FIG. 20 is a block diagram of an illustrative com-
puting system 2000 suitable for implementing an embodi-
ment of the present invention. Computer system 2000
includes a bus 1406 or other communication mechanism for
communicating information, which interconnects sub-
systems and devices, such as processor 2007, system memory
2008 (e.g., RAM), static storage device 2009 (e.g., ROM),
disk drive 2010 (e.g., magnetic or optical), communication
interface 2014 (e.g., modem or Ethernet card), display 2011
(e.g., CRT or LCD), input device 2012 (e.g., keyboard), and
cursor control.

[0138] According to one embodiment of the invention,
computer system 2000 performs specific operations by pro-
cessor 2007 executing one or more sequences of one or more
instructions contained in system memory 2008. Such instruc-
tions may be read into system memory 2008 from another
computer readable/usable medium, such as static storage
device 2009 or disk drive 2010. In alternative embodiments,
hard-wired circuitry may be used in place of or in combina-
tion with software instructions to implement the invention.
Thus, embodiments of the invention are not limited to any
specific combination of hardware circuitry and/or software.
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In one embodiment, the term “logic” shall mean any combi-
nation of software or hardware thatis used to implement all or
part of the invention.

[0139] The term “computer readable medium” or “com-
puter usable medium” as used herein refers to any medium
that participates in providing instructions to processor 2007
for execution. Such a medium may take many forms, includ-
ing but not limited to, non-volatile media and volatile media.
Non-volatile media includes, for example, optical or mag-
netic disks, such as disk drive 2010. Volatile media includes
dynamic memory, such as system memory 2008.

[0140] Common forms of computer readable media
include, for example, floppy disk, flexible disk, hard disk,
magnetic tape, any other magnetic medium, CD-ROM, any
other optical medium, punch cards, paper tape, any other
physical medium with patterns of holes, RAM, PROM,
EPROM, FLASH-EPROM, any other memory chip or car-
tridge, cloud-based storage, or any other medium from which
a computer can read.

[0141] Inanembodiment of the invention, execution of the
sequences of instructions to practice the invention is per-
formed by a single computer system 2000. According to other
embodiments of the invention, two or more computer systems
2000 coupled by communication link 2015 (e.g., LAN,
PTSN, or wireless network) may perform the sequence of
instructions required to practice the invention in coordination
with one another.

[0142] Computer system 2000 may transmit and receive
messages, data, and instructions, including program, i.e.,
application code, through communication link 2015 and
communication interface 2014. Received program code may
be executed by processor 2007 as it is received, and/or stored
in disk drive 2010, or other non-volatile storage for later
execution.

[0143] In the foregoing specification, the invention has
been described with reference to specific embodiments
thereof. It will, however, be evident that various modifica-
tions and changes may be made thereto without departing
from the broader spirit and scope of the invention. For
example, the above-described process flows are described
with reference to a particular ordering of process actions.
However, the ordering of many of the described process
actions may be changed without affecting the scope or opera-
tion of the invention. The specification and drawings are,
accordingly, to be regarded in an illustrative rather than
restrictive sense.

What is claimed is:
1. A system, comprising:
a first social relationship management (SRM) application

that manages a first social media data for a plurality of
social media networks;

a second SRM application that manages a second social
media data for the plurality of social media networks;

an editing interface for configuring a workspace to manage
communications over the first and second SRM applica-
tions, wherein the editing interface comprises control
elements to select a set of configuration parameters for
the workspace, at least a portion of the set of configura-
tion parameters corresponding to defining the first social
media data associated with the first SRM application,
and the second social media data associated with the
second SRM application;
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a configuration database having a tangible storage medium
for storing the set of configuration parameters that are
selected using the editing interface;

a first connector coupled to a database associated with the
first SRM application to transmit the first social media
data selected through the editing interface;

a second connector coupled to a database associated with
the second SRM application to transmit the second
social media data selected through the editing interface;
and

an execution engine having a processor communicatively
coupled to the configuration database and the first and
second connectors for retrieving the set of configuration
parameters from the configuration database, and popu-
lating, based at least in part on the selected set of con-
figuration parameters, a first portion of the workspace
with the first social media data, and a second portion of
the workspace with the second social media data.

2. The system of claim 1, further comprising a module
library comprising a mapping of a plurality of functionality
modules that are selectable by a user, and wherein the execu-
tion engine accesses the module library to provide a list of the
functionality modules to the user to build the workspace, and
wherein at least one functionality module of the plurality of
functionality modules is a first SRM functionality associated
with the first SRM application, and wherein at least another
functionality module of the plurality of functionality modules
is a second SRM functionality associated with the second
SRM application.

3. The system of claim 1, further comprising a customiza-
tion template database to store a plurality of templates for the
workspace, wherein the execution engine accesses the cus-
tomization template to retrieve one or more templates to
display to the user.

4. The system of claim 1, further comprising a local data-
base to store the social media data retrieved from respective
SRM applications.

5.The system of claim 1, further comprising a visualization
module to format the social media data to be displayed in the
workspace.

6. The system of claim 1, further comprising an analysis
module to analyze the social media data, wherein the work-
space is populated based at least in part on the analyzed data.

7. The system of claim 6, wherein the analyzed social
media data associated with the first application is populated in
the first portion of the workspace, and the analyzed social
media data associated with the second application is popu-
lated in the second portion of the workspace.

8. The system of claim 1, wherein the editing interface
comprises a note tool to annotate a portion of the workspace
with a note, wherein the note is populated based at least in part
on a determined set of coordinates corresponding to a loca-
tion of the note tool relative to the workspace.

9. The system of claim 1, further comprising a posting tool
to capture data to be published on one or more social net-
works, wherein the posting tool is displayed on the work-
space, thereby allowing a user to make a post on the one or
more social networks while simultaneously viewing the first
social media data associated with the first SRM application in
the first portion of the workspace and the second social media
data associated with the second SRM application in the sec-
ond portion of the workspace.
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10. The system of claim 9, wherein the captured data is
transmitted to a publishing service that publishes the data on
the one or more social networks.

11. A method, comprising:

identifying a first social relationship management (SRM)

application that manages a first social media data for a
plurality of social media networks;

identifying a second SRM application that manages a sec-

ond social media data for the plurality of social media
networks;

selecting, through an editing interface, a set of configura-

tion parameters to configure a workspace, the workspace
managing communications over the first and second
SRM applications, wherein at least a portion of the set of
configuration parameters correspond to defining the first
social media data associated with the first SRM applica-
tion and the second social media data associated with the
second SRM application;

storing, at a configuration database having a tangible stor-

age medium, the set of configuration parameters that are
selected using the editing interface;
transmitting, through a first connector coupled to a data-
base associated with the first SRM application, the first
social media data selected through the editing interface;

transmitting, through a second connector coupled to a data-
base associated with the second SRM application, the
second social media data selected through the editing
interface; and

retrieving, through an execution engine have a processor,

the set of configuration parameters from the configura-
tion database; and
populating, based at least in part on the selected set of con-
figuration parameters, a first portion of the workspace with
the first social media data, and a second portion of the work-
space with the second social media data.

12. The method of claim 11, further comprising accessing
a module library to provide a list of functionality modules to
a user to configure the workspace, wherein at least one func-
tionality module of the list of functionality modules is the first
SRM functionality associated with the first SRM application,

13
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and wherein at least another functionality module ofthe list of
functionality modules is the second SRM functionality asso-
ciated with the second SRM application.

13. The method of claim 11, further comprising retrieving
one or more templates from a customization template data-
base, wherein the workspace is configured based at least in
part on at least one template.

14. The method of claim 11, further comprising storing the
social media data retrieved from respective SRM applications
in a local database.

15. The method of claim 11, further comprising formatting
the respective social media data to be displayed in the work-
space, wherein the respective social media data is populated
at the workspace.

16. The method of claim 11, further comprising analyzing
the respective social media data, wherein the workspace is
populated based at least in part on the analyzed social media
data.

17. The method of claim 16, wherein the analyzed social
media data associated with the first application is populated in
the first portion of the workspace, and the analyzed social
media data associated with the second application is popu-
lated in the second portion of the workspace.

18. The method of claim 11, populating a note object in the
workspace based at least in part on a set of coordinates cor-
responding to a location of a note tool relative to the work-
space.

19. The method of claim 11, further comprising capturing
data to be published on one or more social networks through
a posting tool that is displayed on the workspace, thereby
allowing a user to make a post on the one or more social
networks while simultaneously viewing the first social media
data associated with the first SRM application in the first
portion of the workspace and the second social media data
associated with the second SRM application in the second
portion of the workspace.

20. The method of claim 19, further comprising transmit-
ting the captured data to a publishing service that publishes
the data on the one or more social networks.
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