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What Taj.Live is All About

• Due to its nature, Taj.Live resolves 
crisis and complaints in real-time.

• Taj.Live also monitors queries 
around sales and support 
opportunities for the hotels 
during pre-stay, during-stay 
and post stay

• The agents at Taj.Live
immediately engage with 
online responses within a 
span of 15 minutes.

• Taj.live listens to more than 
2,000 daily mentions for 100+ 
hotels, brand and corporate 
handles across social media 
and review sites
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Why Social Media Command Centre is Necessary

1. Medallia Institute study 2016

2. Anderson, C. K., & Lawrence, B. (2014). The influence of online reputation and product heterogeneity on service firm financial performance 

>50% 
response 

rate

6% 
increase 
in scores

~5.94% 
RevPAR 
increase

Increased 
responsiven

ess

Increase in 
Relevance 

Score

Increased 
Traffic

Increased 
web 

Revenues.



4

Necessity is the Mother of Innovation

39% 
response 

rate. 
24 hour 

response 
time.

Decentralize
d approach

No 
dedicated 
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Absence 
of 

SOPs/SLAs

Brand 
tonality 
absent

Shoot for the 
Moon

Is there a way to outperform on all of these parameters, and also generate brand 
insights and create revenue?
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An Integrated Approach Towards Implementation

IHCL

• Digital Team

• Design & Architecture

• IT Support

Digital 
Command 

Centre Suite 
(Tool Vendor)

Digital Agency 
(for operations 
management)

• Taj.Live is a synergistic effort of 
multiple stakeholders and partners 
under reworked SLAs.

• Re-deployment of existing costs and 
support a self-sustained and self 
funding business model.

• This synergistic approach makes it 
easier monitor real-time conversations 
which aid customer retention and lead 
management plus traffic to the brand 
website.



6

First in the Industry in India Cost Savings

Located at the Nerve Centre Uniform Brand Tonality

What is unique about Taj.Live? 
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Taj.Live – Impact

Within the first 3 months: From October 2016 to Dec 2016
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Revenue Impact

•Total Sales Leads 
Generated200+

•Total Worth of Sales Leads
INR 1.35+ Crores

•Direct Sales
INR 17+ Lakhs
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Awards Won

Tata Innovista 2017 
National finalist for Implemented 
Innovations

National Award for Marketing 
Excellence by CMO Asia
Best Social Application of the Year

Excellence in Communication 
Awards by Tata Group
Best Social Application of the Year

Indian Digital Marketing Awards 
2018
Silver for Best Use of Social Media 
Listening
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"Phenomenal! Coolest setup we 
have seen."

-Umang Bedi, Managing Director -
Facebook India and South Asia

Accolades
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Way Forward

Customer 
Engagement

Integrate Taj.Live with Customer Data Master

Increase response rate above 95%

Decrease response times to less than 10 minutes

Operational 
Enhancements

Give hotels direct access to the command centre tool

Training & SOPs

UGC Feed for the brand website

Enhance 
Brand Equity

Establish thought leadership with improved online guest experience

Generate insights for product improvement and brand enhancement


