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Social Media Monitoring Data Table 
Source 

 
Source 

Statistics 
Date/Time 

 
Comments/Feedback 

Tweet from 
@ThatsMyBix 
 

-- 592 followers 
-- Listed 28 
times 

 

Posted on January 31, 
2011 
 

 

@ThatsMyBix: “Just got off 
the phone with @Sephora’s 
amazing customer service. 
They really are the best store 
ever (and my CSR LaKimba 
was a delight).” 

Tweet from 
taradublinrocks, ex-
radio DJ & freelance 
writer 

-- 2,705 
followers 
-- Listed 217 
times 

Posted on February 3, 
2011 

@taradublinrocks: “Email I 
won’t be opening from 
Sephora: “Love Jennifer 
Aniston?” #no #delete” 

Current Sephora 
Employee Reviews 
Company 

 

-- 5/5 review 
from current 
employee 

 
 
 
 
 
 
 

 

Posted on September 
2, 2010 
 

 
 
 
 

“I have been with the 
company for 5 years...I have 
never worked for a better 
company. They are a total 
people based company and I 
don’t plan to leave anytime 
soon. I have held every 
position at a store level and 
each promotion the company 
gets better. I read though all 
the reviews above and 
haven’t experienced any of 
the bad that these people 
have it seem to be bitter X 
employees don’t allow these 
reviews to change your mind 
in this company...if you are 
unsure walk into any 
Sephora and ask an employee 
if the enjoy working for the 
company...you will be 
convinced quickly!!!” 

Facebook Comment and 
photo from Elisa Song 
  

-- 735 friends 
-- 15 “likes” 
-- 8 comments 

Posted on December 1, 
2010 

“NOO way… a Sephora 
vending machine?? PLEASE 
bring these to areas that are 
far from Sephora Stores!!” 

Luuux Website –  “Hit or 
Miss? Sephora by OPI’s: 
“Leaf Him at the Alter?” 
  
 
  

-- 4,437 fans on 
Facebook 

 
 

Posted on January 31, 
2011 

 

Megan Mackenzie blogs that 
she bought an 18-piece nail 
polish set from Sephora and 
she loves the various colors 
that were included in the set. 
She recommends the set to 
other buyers. 

Facebook comment from 
Jem Couture MacAholic 
on Sephora’s Fan Page 

 

-- 1,237 friends 
 

Posted on February 5, 
2011 

“Sephora I love love love your 
points system!! Makes me 
wanna buy more all the time! 
Thanks for the incentive;-)” 



	  
Source 

 
Source 

Statistics 
Date/Time 

 
Comments/Feedback 

PinkKathy Blog  
 

 

-- 165 followers 
-- 7 comments 
-- 67 bog posts 
 

 
 

 

Posted on January 30, 
2011 
 
 

 

PinkKathy blogs that had the 
opportunity to exchange a 
mini-sized Hello Kitty 
Perfume for 100 of her points 
in the Sephora Beauty 
Insiders program. She liked 
the perfume, but was 
disappointed that it didn’t 
last long. She also says that 
Sephora overprices their 
products for the quality of 
them. 

Facebook comment from 
Lee-Ann Backus 
Zeltmann on Sephora’s 
fan page 
 

 
 
 
 
 
 

 

-- 6 comments 
 

 
 
 
 
 
 
 

 

Posted on February 6, 
2011 
 
 
 
 
 
 
 
 

 

“Was very happy with 
Sephora until TODAY!- have 
an e-gift card that I tried to 
redeem last night and my 
credit card was billed instead- 
called customer service and 
was told there was no way to 
change it. Asked to speak to a 
supervisor and was denied 
that request. Was told I had 
to call my bank and stop the 
transaction in order to cancel 
the order. What a joke! I have 
been a loyal customer for a 
long time and will be taking 
my business to Ulta in the 
future.” 

Beauty and the Blog: My 
Favorite 2010 Sephora 
Launches by Sydney 
Pfaff 
 

 

-- 2 comments 
 

  
 
 

 

Posted on December 
27, 2010 
 
 
 

 

Pfaff is a fashion writer and 
in this blog post, she reviews 
four of her favorite Sephora 
products that were dropped 
in 2010,: Buxom Big & 
Healthy Lip Stick, Buxom 
Stay-There Eye Shadow, 
SUPER Supermodel Legs, and 
Living Proof Full Root Lifting 
Spray. 

YouTube Video: “Review: 
Sephora by OPI Nail 
Polish” by amarixe 
 

 
 
 
  

-- 156 uploads 
-- 10,077 views 
-- 97 comments 
-- 100 “likes” 
 
 
 

 

Posted on August 3, 
2010 
 

 
 

 

Amarixe reviews the “Run 
With It” Sephora nail polish. 
She states that she does not 
like the packaging, as well as 
the brush (because it differs 
from the wide brushes in 
other OPI polishes). 
Researched before purchase 
& agrees with reviews about 
polish being “goopy,” & 
chipping off easily. 



Source 
 

Source 
Statistics 

Date/Time 
 

Comments/Feedback 

YouTube Video: 30DC 
Whatever… Sephora 
Customer Service  

-- 74 views 
-- 10 comments  
 
 

 
 

Posted on August 13, 
2010 

 
 
 
 
 

 

SullenxRiot182 discusses 
how Sephora shipped her a 
broken makeup palette and 
when she filed a complaint 
about it, the company 
shipped out a replacement 
the same day and also 
credited her store account for 
the purchase, ultimately 
giving her a free makeup 
palette.  

“I Love Sephora” 
Facebook group 

 
  

-- 525 members 
 
 

Posted on October 12, 
2010 

 

This is a group where people 
can discuss their love for 
Sephora, including posting 
pictures, discussion threads, 
and comments.  

Facebook Comment from 
Katie Young on Sephora 
Fan Page 

-- 330 friends 
-- 4 “likes” 
-- 3 comments 

Posted on February 4, 
2011 

“Sephora Customer Service is 
by far THE BEST! Love you 
guys :)” 

Tweet from @Catquinn, 
magazine journalist  
& beauty blogger 

 

-- 563 followers 
-- Listed 33 
times 

 

Posted on February 5, 
2011 

 

“Reasons I love @Sephora: I 
had to sign up for a new 
beauty club account (old 
email's expired) and they 
STILL gave me my bday gift 
from Jan!” 

Tweet from 
@studiosinead 

 
  

-- 118 followers 
-- Listed 4 times 

Posted on February 3, 
2011 

 

“Long line @ULTA_Beauty 
#AnnArbor, no 
acknowledgement, no backup 
for the cashier. I left. This is 
why I prefer @Sephora.” 

Sephora group on Flickr 
 
 
 

-- 123 members 
--3 discussion 
threads 
-- 185 “items” 

Posted on July 3, 2010 
 

 

This is a group where 
customers can post photos of 
various Sephora stores, 
purchases they made, their 
favorite products, etc.  

Glamorous Make Up 
blog: “A Sephora  
Sunday Haul :)” 
 
 
 
 

 

-- 361 fans on 
Facebook 
-- 20 comments 
-- 322 blog 
followers 
 
 

 

Posted on February 6, 
2011 
 
 
 

 

Aru posted that she bought 
Collistar Hydro-Gel, Sephora 
Waterproof Eye Makeup 
Remover, Make Up For Ever 
HD Foundation, and Clinique 
Even Better Foundation. She 
says that after she tried the 
sample of the eye makeup 
remover she “fell in love with 
it and decided to purchase 
the full-size bottle.“ 



	  
Source 

 
Source 

Statistics 
Date/Time 

 
Comments/Feedback 

Facebook comment from 
Sha King on Sephora’s 
Facebook fan page 
 
  

-- 368 friends 
-- 2 comments 
-- 1 “like” 
  

 

Posted on February 11, 
2011 
 
 
  

“A special thanks to Ana 
Lopez who works for Sephora 
in Towneast Mall in Dallas! 
I'm not into makeup but she 
helped me pick out a 
bareMinerals kit that's easy 
to apply and makes my skin 
look flawless! I also shop 
there for Carol's Daughter 
products for my daughter. It 
was a wonderful experience!” 

Bellasugar website: 
“Hello Kitty Makes 
Makeup, and We Have a 
Look” 
 

-- 21 shares on 
Facebook 
-- 14 retweets 
-- 3 comments  

-- 2 “likes” 
through 

Facebook 

Posted on January 19, 
2011 

 

Blogger Miriam Lacey writes 
that the colors, textures and 
the packaging for the various 
products are “eerily similar.” 
She likes the products’ colors 
and the application itself. 
Lacey’s only complaint was 
about the priding.  

Facebook comment from 
Denise Gonzales on 
Sephora’s Facebook fan 
page 
 
 
 

 

-- 1 “like” 
-- 1 comment 
  
 
 
 

 

Posted on February 10, 
2011  

 
 
  

“So I called and emailed and 
complained and was told I’d 
get a response within 24 to 
48 hours. It's been four days. 
Yes I already checked my 
spam box, I have not received 
anything. This is really 
uncool.” 



social media monitoring report 
 
PURPOSE: 
 
According to the website www.Sephora.com, Sephora is a is a 
visionary beauty-retail concept founded in France by 
Dominique Mandonnaud in 1969.  Sephora has an unique 
open-sell environment that has over 200 brands that includes 
a broad range of product categories.  In addition to carrying 
Sephora’s own private label these classic and emerging 
brands include skincare, color, fragrance, bath & body, 
smilecare, and haircare.  Sephora thrives on educating their 
employees and making them well rounded and knowledgeable 
individuals  on Sephora products and beauty. Sephora created 
“Science of Sephora,” a program that ensures  that their team 
is skilled to identify skin types, have a knowledge of skin 
physiology, the history of makeup, application techniques, the 
science of creating fragrances, and most importantly, how to 
interact with Sephora's diverse clientele. 
 

Sephora provides many channels for two-way 
communication between the company and its publics. The 
company created BeautyTalk as a way for their customers to 
“Get Advice. Give Advice. Join the Conversation.” on 
everything Sephora. BeautyTalk is a subpage that allows 
Sephora.com visitors to not only comment on the company’s 
products, but also provides Sephora with additional feedback. 
Sephora.com provides its website visitors with easy to access 
links to its Facebook, Twitter and YouTube channel. Sephora 
interacts with their customers through all these media 
channels professionally and in a timely manner. 

 
 



 
METHODOLOGY 
 

The social media sites that were used to gather the 
researched data include Facebook, Twitter, YouTube, Flickr, 
and various blog sites. The data was found by both, social 
media search tools – like Adictomatic and Technorati – and by 
manual searches of the websites. The comments, tweets, and 
blog posts that Sephora customers posted that are included in 
the data were posted during a specific time period – from 
January 1, 2011 to February 11, 2011, while a few of the 
included data were posted mid-to-late-2010. The credibility of 
these sources depend on how many people each post reaches 
through followers on Twitter, Facebook friends, or YouTube 
and blog subscribers and viewers. The number of supporters a 
brand has directly depends on how many people talk about 
the brand and how many people each supporter reaches, 
similar to a tree. One person may have 500 followers on 
Twitter, and one of their followers may retweet a single tweet 
about Sephora to their 300 followers, and so on, so the brand 
name will be exposed to many different people.  
 
Results: 

 
Many Sephora customers conveyed their satisfaction 

for the company’s beauty products on various social media 
site.  Aru posted to her Glamorous Makeup Blog on February 
6, 2011, “After trying the Sephora waterproof eye makeup 
remover, I feel in love with it and decided to purchase the full 
size bottle.” Megan McKenzie blogs on the Luuux website on 
January 31, 2011, “I bought the eighteen piece nail polish set 
of Sephora by OPI nail polishes at Sephora during the 
holidays. I absolutely love this color and I think it looks great 
with a lot of things that I wear.” Although the majority of the 
comments found were positive, there was the occasional 
negative review of a product. Amarinxe on YouTube posted a 



video reviewing the Sephora by OPI nail Polish. She says, “I 
don’t like the packaging at all. It just is not very astatically 
pleasing. I like my nail polish bottles to be cute. The brush is 
just a standard brush. The formula is goopy and chips off 
easily.” 
 

In addition to the satisfactory products Sephora 
produces, the customer satisfaction also earns high praise 
from the customers, many of which are loyal to the Sephora 
brand. SullenxRiot182 on YouTube posted a video flattering 
the customer service that Sephora maintains after they 
shipped her a replacement makeup palette after the original 
one she purchased was broken when she received it. “Not only 
did they send me a new one, they also credited my account 
online,” she says in the video, which was posted on August 13, 
2010.  Sah King, a Facebook user who commented on 
Sephora’s Facebook fan page, recently wanted to show her 
gratitude for a specific Sephora employee at her local store, 
saying, “A special thanks to Ana Lopez who works for 
Sephora in Towneast Mall in Dallas! …It was a wonderful 
experience!”  
 

Even though there is an overwhelmingly positive 
response about the customer service, there are customers 
who have had bad experiences when dealing with the 
company. Lee-Ann Backus Zeltmann commented on 
Sephora’s Facebook fan page expressing her distaste for 
Sephora after they charged her credit card instead of an e-gift 
card, then having her request to speak to a supervisor denied 
and being told she needed to call her bank and stop the 
transaction so the order would be cancelled. “What a joke!” 
she wrote. I have been a loyal customer for a long time and 
will be taking my business to Ulta in the future.” Also 
displeased with the service she received from Sephora was 
Denise Gonzales, who commented on Sepheora’s Facebook fan 
page saying, “I called and emailed and complained and was  

 



 

told I’d get a response within 20 to 48 hours. It’s been four 
days… this is really uncool.”  
 

Sephora also treats its employees with the utmost 
respect and value. A current employee reviewed the company 
on jobitorial.com, saying, “I have never worked for a better 
company. They are a total people-based company and I don’t 
plan to leave anytime soon.” The company offers a four-day 
course that is devoted to educating its employees and product 
consultants everything they need to know to work n a 
Sephora store, including information on skincare, haircare, 
makeup, and fragrance. 
 
Conclusion: 

 
Sephora’s customers appeared to be faithful to the 

brand and enjoyed the Sephora experience, with little 
problems. Through brand monitoring, both negative and 
positive customer feedback was found on multiple social 
media sites. Negative issues that arose were centered on 
product effectiveness. The company was quick to reply to and 
correct some of the issues customers expressed through 
Facebook and Twitter. The company should consider 
acknowledging customer complaints posted on YouTube. By 
neglecting to address that specific channel, customers are 
reaching a large audience with their feedback. 

 


