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ABOUT THIS SERIES

Oracle Eloqua is the most powerful 
marketing automation platform on 

the market. It has the ability to scale 
to the needs of the largest enterprises 
and the flexibility to solve just about 

anything you can throw at it. 

With all this power and functionality, 
sometimes complexity enters. That’s where 

these eBooks come in. We took Eloqua 
capabilities that draw lots of questions 

and simplified them so they are easier to 
understand and implement. At Relationship 

One, our mission is to “Inspire Success.” 
We hope that reading through this eBook 
series will inspire you to try something 

new, solve a problem you’ve been dealing 
with, or invent something that will take 
your marketing efforts to the next level. 

Let our experts help you dive into 
an area of Oracle Eloqua that you’re 

curious about and watch the inspiration 
flood in. Happy Eloqua-ing!

A MARKETING GEEKS GUIDE: 
ORACLE SOCIAL CLOUD
Oracle Customer Experience (CX) Cloud has a plethora of 
marketing tools, some of which you might not even be aware of. 
That’s where Relationship One’s eBooks come in. We organized 
some of our top tool tips for Oracle Social Cloud—often referred 
to by its original name, Social Relationship Management or 
SRM—into this handy eBook for you to learn a lot in a quick 
read. If you’re an SRM novice, this is the eBook for you—by the 
time you’re done, you’ll be a seasoned pro! Let’s see what our 
experts have to say. 
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CHAPTER 1: 
PUBLISH
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Oracle Social Cloud, commonly referred to as SRM, is a 
platform that provides the functionalities of social media 
listening, engagement, publishing and analytics. With so 
many functions, there are a lot of skills to master. Don’t 
worry—with help from these lessons, you’ll be a savvy social 
marketer in no time! Throughout these sections, we’ll cover 
the essentials. 

First on deck: Publish. This might be the most-used part of 
SRM. In this area, you can draft social posts for Facebook, 
Twitter, LinkedIn, Google+ and YouTube. Not only can you 
customize a post based on the channel(s) where it will be 
published, you can also schedule posts ahead of time to 
balance workload for content creators.

Once in Publish, the post grid serves as the headquarters 
for all your content. You can view all of the content that 
has been previously published, draft posts in progress, and 
content that is scheduled for the future. Below is an example 
view from Relationship One’s instance.

The grid displays the SRM post ID, status, name, time 
published, and more. You can customize the columns 
displayed by selecting the window icon at the bottom left. 
We choose not to view the ID number, as we find the status, 
tags, and post engagement to be more important. To the 

right is the review tab, where you can make quick edits, copy 
posts, remove content from SRM, or access the full array 
of editing options using the actions menu. This comes in 
handy when you want to repost or make small adjustments 
to content and details.

You can begin a post by clicking on the feather pen icon at 
the top right. Here’s a screenshot of the post creation and 
editing interface.

Start by naming your post. A naming convention can be 
extremely helpful for search and reporting. Our marketing 
team at Relationship One names each post with an indication 
of the channel, a brief description of the post, and the date it 
will be published (Example: TW- SRM Blog Post 1 111718). 
Once you name your post, select one or more streams (social 
media channels) you want to publish to.

The “Create Your Content” section is where you enter the 
text for the post.

As you enter the copy for your post, a Preview will generate to 
the right, giving you an idea of what the live post will actually 
look like. The preview will also track your character count 
for each stream, so you don’t have to worry about going over 
network limits. A quick tip to remember: a stream has to be 
selected to see a preview of your post. As with any public 
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chapter 1 continued
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content, double-check for spelling and grammar, and have a 
teammate review to avoid mistakes. You can also integrate 
your tags with Oracle Eloqua and associate specific SRM 
posts with your campaigns for additional reporting.

The “Create Your Content” section is also where you can 
include a URL in the post, bringing engaged followers to your 
website or a specific landing page. SRM will automatically 
shorten the link for you, but you can also create a branded 
SRM subdomain with help from an Oracle consultant like 
Relationship One. 

While you are drafting your post, you can attach media such 
as a photo, video, or audio file. You’ll find options for media 
display and audience targeting at the bottom left under  
“Social Network Settings.”

Most of these settings are optional. At Relationship One, 
we only change settings for Google+, where we select the 
circle we want our post to reach. For Google+ specifically, 
you’re required to choose a circle for your post; otherwise, it 
will not appear on your page. If you’re running a campaign 
for specific demographics, the other channels allow you to 
choose location and other target criteria.

Also available, displayed next to the “Add Media” button, 
is a tag function to help with organization and reporting. 
The tag is used to associate specific posts to differentiate 
campaigns or topics. At Relationship One, we’ve created tags 
that identify posts about blogs, events, partner promotions, 
job offerings, and specific product campaigns. Tags are 
created in the ADMIN section of Publish.

Once your content is complete, you will choose the publish 
date and time in the “Schedule Your Post” section. Experiment 
with different posting times for your channels to see when 
your followers and fans are the most engaged. There is 
also a report that will show you when your posts are most 
successful.

Now that you’ve created a post, you can choose a scheduling 
action. On the right, under the preview, you have the option 
to “cancel and delete the post,” “save the post as a draft,” 
“schedule,” or “publish now.” If you “save the post as a draft,” 
it will be visible on the post grid but will not be released. 
This is a good step if you’re waiting for someone to edit or 
review your work. “Schedule” will save your post and release 
it automatically at the time and date selected. If you want to 
post immediately, you can deselect a date and time and select 
the option to “publish now.”

Congrats! Your post is ready to go. 
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CHAPTER 2: 
LISTEN & ANALYZE PART 1

Now it’s time to move onto the big leagues—let’s take on 
Listen & Analyze.

In Listen & Analyze, you get to see how much attention 
your posts are getting! Through metrics such as the number 
of fans/followers, likes/favorites, URL clicks, and more, 
you can see which posts are most successful. We strive for 
validation, comments, and reach with our posts. We also 
have to be aware of our social engagement. 

Once you’re on the Listen & Analyze page, you may be 
feeling a little overwhelmed. That’s okay. For simplicity’s 
sake, we’re going to focus on the Topics and Resources areas. 
We’ll talk about the other parts in the next chapter. Topics 
are a crucial part of SRM success, and not just in the Listen 
& Analyze section of the platform. The Topics you set up 
here are actually going to be useful in Engage.

Topics hold keywords that your SRM instance will use to 
search the web for content that is relevant to you. When 
a keyword is found, it appears in the Engage section of 
SRM, giving you the opportunity to reply, like, or re-share 
it directly through the platform. At Relationship One, we’ve 
created Topics for our partners, competitors, and relevant 
practices. Here’s an example of what you might see on our 
Topic grid:

Let’s focus on “Oracle Marketing Cloud” as an example 
Topic. The Estimated column indicates the expected number 
of relevant posts for the current calendar month reporting 
period, and Available shows the current number. If you click 
the gear menu, you can define and refine the topic.

Above is a screenshot of what our “Oracle Marketing Cloud” 
Topic looks like in detail. In the Search Terms section, you 
can select keywords that apply to this topic specifically, such 
as hashtags, user handles, and related terms to define your 
results. Best practice is to be as specific as possible with 
keywords so you don’t end up with irrelevant data. It may 
take some trial and error to get the Topic where you want it, 
but be patient with the process, as it is incredibly valuable.

You can also adjust the Targeting Options to keep out clutter. 
Targeting allows you to include and exclude certain locations, 
content types, source URLs, and authors. Advanced options 
let you create Boolean conditions, searching for phrases 
that use one or more keywords. This is helpful, for example 
if you want “Content” and “Marketing” results instead of 
specifically “Content Marketing.”
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The Preview button at the top right allows you to see 
what types of messages would show up in Engage with the 
parameters you have set so far. This is helpful to decide 
exactly what you do and do not want to see in your inbox. In 
a sense, you can “try before you buy”!

Now let’s focus on Resources, the workhorse of Listen & 
Analyze. This area has everything you need to see how 
much and what kind of attention your posts are getting. Use 
this data to find out which posts are the most successful, so 
you can consistently recreate that success.

There are a lot of useful reports in this section. To get 
started, select a particular bundle or social channel from 
the dropdown on the left. This dashboard displays metrics 
for a Facebook profile, with other resources visible in the 
dropdown.

For Facebook, there are analytics showing the growth in fans; 
the number of likes, comments and shares; and impressions. 
You can select a date range to see the engagement during that 
time period. You can also export the data from these graphs 
as a PDF, Excel spreadsheet, or image file.

On the left side of the screen, you can choose to focus on 
certain results such as fans, demographics, visibility and 
specific posts. This allows you to hone in on the characteristics 
of your engagers and discover the posts with the most 
interaction. All the data on these pages can be useful, but it’s 
up to you to decide what you find most important. As a best 
practice, our marketing team meets on a biweekly basis to 
review our results and determine a strategy for future posts.

chapter 2 continued
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CHAPTER 3: 
LISTEN & ANALYZE PART 2
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We’ve covered the first half of SRM’s Listen & Analyze 
functionality. Now we’ll go over Indicators, Dashboards, 
SEM Reports, and Social Campaigns. 

Indicators are pre-configured filters that allow you to precisely 
analyze online conversations. They are used with Topics to 
detect sentiment within conversations found across the web.

Oracle SRM already comes stocked with standard Indicators. 
For example, “Awesomeness” includes preconfigured 
keywords and phrases to detect web content that speaks 
positively about your company. “Awesomeness” would 
include content such as a rave product review from one of 
your customers. You can also create custom Indicators that 
are applicable to your business. 

Indicators really come to life when you enter the Dashboards 
section. Once in Dashboards, select a topic bundle and begin 
to analyze sentiments and Indicators:

You can select a specific Topic or all of them by clicking the 
arrow to the right. Above, we’ve selected our “Oracle Marketing 
Cloud” Topic, and SRM is showing the daily activity including 
share of voice, content types, and sentiments. 

To the right of “Summary” is where you can see which 
Indicators are associated with this Topic. For example, if 
language aligns with the Indicator “Customer Service,” it will 
show here. This can be very helpful for tracking customer 
satisfaction and product loyalty. Catch those comments and 
respond to show your audience you care!

Let’s move on to SEM Reports. This area allows you to 
quickly track user and data activity. You can choose to view 
reports by user or by channel. Below is a screenshot of the 
SEM Report for our Relationship One Facebook page.

You have the option to select the type of messages to 
display, along with the date range. Once you drill down 
to the data you want to see, you can email the file as an 
Excel spreadsheet. The file includes a detailed account of 
activity with timestamp, channel type, message, attachments, 
interactions, feedback, and more. These details are useful 
for grouping posts by campaign, channel, and content.

Speaking of campaigns, this brings us to the final area 
of Listen & Analyze: Social Campaigns. Here, you can see 
the performance of posts you published with tags. In an 
earlier chapter, we talked about tagging posts. This is where 
those Tags come in handy! 

http://relationshipone.com/


In Social Campaigns, select a tag at the top left. Here is 
a screenshot of what it looks like with Relationship One’s 
“Blog Posts” Tag selected.

 

In the Overview, you can see how many posts have been 
published by social channel, along with the engagement rate 
of that particular Tag. To the left, you can choose to look at 
this Tag in more detail by breaking it down by channel. This 
will allow you to see each individual post in detail along 
with the specific engagement rate. Again, Tags and Social 
Campaigns provide valuable insight into engagement trends 
for certain types of communication or campaigns.

Indicators, Dashboards, SEM reports, and Social Campaigns 
are ultimately the Oracle SRM tools that help you analyze 
your social media activity in the most relevant way. 
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CHAPTER 4: 
ENGAGE
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We’ve finished up the capabilities of Listen & Analyze. 
The heavy lifting of SRM is behind us as we move onto 
Engage, an easy-to-learn, one-screen section that serves as 
the marketing team’s social media secret weapon.

In the Listen & Analyze sections, we touched on creating 
Topics, making categories for partners, competitors, products 
and more. Engage displays posts from your social media 
channels, direct messages to your social media accounts, 
and online content that matches the criteria defined in your 
Topics. 

Posts are organized into columns, displayed from newest 
to oldest by default. The default column heading is “Inbox,” 
followed by the types and names of the channel(s) included 
in the display. To edit the heading, click into the box and 
type the desired  header.

Scroll down to select the channels to include. “All Channels” 
is selected by default. To view specific channels, click the 
dropdown and check the box next to each channel you’d like 
to view. 

Unread posts are marked with a blue dot next to the headline. 
Below the post content are icons for the actions available: 

1. View post activity, such as likes and comments

2. Reply to the post

3. Like the post

4. Apply a label to categorize the post 
or and automate action

5. Archive the post

6. Assign post to a team member for follow-up

No matter how you choose to view your activity, Engage 
allows you to customize your searches and optimize your 
interactions. Be a social guru without having to watch endless 
feeds. Let the system do the work for you!

http://relationshipone.com/


CHAPTER 5: 
WORKFLOW & AUTOMATION
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In this section, we get into the nuts and bolts of SRM with 
Workflow & Automation, the control tower of the other 
SRM functions. Here, you can configure account settings, 
social properties, and user access. Understanding this 
functionality is crucial for making your social channels 
work properly and having the right team members in control.

The first tab in Workflow & Automation is Profile. This 
is where you set up and edit information about yourself as 
a user. You can set your time zone and SRM notification 
preferences. More important, this is where you keep track of 
the Social Properties, Bundles, and Teams you have access to.

Next is Resources—this is where we at Relationship One spend 
most of our Workflow & Automation time. Here you can 
review specific Teams, which is helpful for the Workflow tab 
that we’ll discuss. Below is a snapshot of the Social Properties 
section of this tab in Relationship One’s instance of SRM.

All of the social channels you manage live here. At the top 
right, you can add other properties, allowing you to post to 
them via SRM. The gear menu to the right of each property 
gives you the option to edit or remove. Editing allows you to 
choose which users and teams can access certain channels in 
SRM. Every once in a while, your social channel will need to 
be reauthorized, which can also be achieved here.

Settings on the Users tab ensure that your social activity 

is controlled and managed by the right people. Here you 
will find a list of users in your SRM instance and the roles 
they have been assigned. This area is vital to govern which 
users can post, edit, delete, and analyze content. Roles can be 
adjusted by selecting the gear menu to the right of each user.

Account is the next tab, which includes the general settings 
of your SRM account. Let’s move on to Workflow, where you 
can define the process followed to publish to and engage with 
your social channels. Below is a sample Workflow created in 
our Relationship One instance.

Here you can create a step-by-step plan for creating, 
publishing, and promoting content. Choose from various 
types of steps and assign each phase to a user or team. This 
ensures multiple eyes have checked a post and minimizes 
risk of mistakes.

The Automation tab works hand-in-hand with Engage. You 
can automatically label, assign or delete messages with certain 
keywords that appear in your Engage inbox. For example, 
you can label posts that use profanity by defining them in 
an Auto-Label keyword and then have them immediately 
assigned for follow-up or deletion. This saves you time and 
ensures that inappropriate posts are removed before they 
reflect on your organization.

The final Workflow & Automation tab is Plugins. Here, you 
can establish connections to customer service programs such 
as Oracle Service Cloud, Siebel, and CRM on Demand.

http://relationshipone.com/
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WRAPPING 
THINGS UP

Do you hear that? It’s the sound of champagne popping and 
confetti falling to the floor because you’re one step closer to SRM 
expertise! So, get in there and start practicing, you’ll be amazed 
how much you’ll learn once you start posting.

It’s been our pleasure to guide you. If you’re working with SRM 
and need support, please contact us. We love helping companies 
make the most of their marketing tools!

http://relationshipone.com/
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