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The Customer Relationship is The Customer Relationship is The Customer Relationship is The Customer Relationship is The Customer Relationship is The Customer Relationship is The Customer Relationship is The Customer Relationship is 

Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .Changing. . .
• Today’s consumers have more power than ever to positively or 

negatively influence your brand – and that power grows every day.

• More than 500 million active Facebook users

• Over 100 hours of video uploaded to YouTube every 4 minutes 

• 50 million tweets per day—that's an average of 600 tweets per 

second

• Google now #2 behind Facebook for weekly US internet traffic
Source:  Self-published information from Facebook, YouTube, and Twitter



Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?Impact?

"Today, the customer is in charge, and 

whoever is best at putting the customer 

in charge makes all the money.“ –
Stephen Quinn, CMO, Walmart



What Should Brands Do?What Should Brands Do?What Should Brands Do?What Should Brands Do?What Should Brands Do?What Should Brands Do?What Should Brands Do?What Should Brands Do?

"Allow consumers to help you shape the 
brand experience. . . . Content is no longer 

something you push out. Content is an 
invitation to engage.”                                

Cammie Dunaway, CMO, Yahoo



Engagement ManagementEngagement ManagementEngagement ManagementEngagement ManagementEngagement ManagementEngagement ManagementEngagement ManagementEngagement Management
• Directly engages consumers and invites / encourages customers to participate •

in the evolution of the brand, product or service

• Attempts to more strongly connect consumers with brands by engaging them 

in a dialogue and two-way, cooperative interaction

• Is premised upon: transparency, interactivity, immediacy of facilitation, 

engagement, co-creation, collaboration, experience and trust

Companies must transform their customer service tou ch points into
powerful relationship and brand-building tools  



Engagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it MattersEngagement:  Why it Matters

ENGAGED CUSTOMERSENGAGED CUSTOMERS DISENGAGED CUSTOMERSDISENGAGED CUSTOMERSENGAGED CUSTOMERSENGAGED CUSTOMERS DISENGAGED CUSTOMERSDISENGAGED CUSTOMERS

Recommend your brand nearlyRecommend your brand nearly

4 times more often4 times more often

Tell an average of 3 people Tell an average of 3 people 

to AVOID your brandto AVOID your brand

Visit your website twice as often Visit your website twice as often 

and make 3 times as many online and make 3 times as many online 

purchasespurchases

Cost you 25% to 75% of Cost you 25% to 75% of 

annual lost salesannual lost sales

Are more willing to forgive a Are more willing to forgive a 

problem if referred by friends problem if referred by friends 

or familyor family

Are 4 times more likely to post Are 4 times more likely to post 

to a blog or website about their to a blog or website about their 

poor customer experiencepoor customer experience

SOURCE:SOURCE: People Metrics Survey, 2009People Metrics Survey, 2009

Engagement creates Engagement creates 

opportunities to:opportunities to:

•• Connect personallyConnect personally

•• Influence behaviorInfluence behavior

•• Shape brand perceptionsShape brand perceptions

•• Transform customers intoTransform customers into

brand advocatesbrand advocates



Regardless of 

Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement Effective Customer Engagement 

Regardless of 

communication channel 

or medium, companies 

should follow a five-

step approach to 

effectively engage with 

their customers



Word of mouth is the #1 influencer in consumer electronics purchase 

decisions
1

Social EngagementSocial EngagementSocial EngagementSocial EngagementSocial EngagementSocial EngagementSocial EngagementSocial Engagement

Social media now accounts for more than 21% of site referral traffic 

Converting 1% of the folks tweeting to a fan or follower is valued at 

$1500+ per month

The average American consumer mentions brands in conversation more 

than 90 times per week in social media

21

90

1500

Customers are 33% more likely to purchase a product, and 92% more likely 

to recommend a product, if they “Like” or “Follow” the brand in social media33

Data Sources: Sysomos, royal pingdom, PEW Charitable Trust, eMarketer, Nielsen



The Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social Engagement

LISTENLISTENLISTENLISTENLISTENLISTENLISTENLISTEN
• Assess the social landscape for sentiment, 

issues and popular topics of discussion. 

Monitor the social conversation

Understand customers’ questions, 
concerns, needs and wants

Identify and address critical issues and 
opportunities quickly before going viral



What’s being said aboutWhat’s being said aboutWhat’s being said aboutWhat’s being said about

YOUR COMPANY?YOUR COMPANY?YOUR COMPANY?YOUR COMPANY?
• Thousands of conversations like these are taking place across blogs, 

opinion sites, Facebook, Foursquare and Twitter.



The Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social Engagement

LEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARNLEARN
• Uncover valuable insight to help inform your 

customer engagement strategy

Identify your brand influencers, advocates, 

antagonists and celebrities

Track and analyze key brand attributes

Gather competitive intelligence

Detect early signs of shift in market trends 



Garner InsightGarner InsightGarner InsightGarner InsightGarner InsightGarner InsightGarner InsightGarner Insight

Use monitoring 

tools for 

Company A

tools for 

sorting 

and 

itemizing 
to mange with 

efficiency and 

speed adding 

to relevancy



The Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social Engagement

CONNECTCONNECTCONNECTCONNECTCONNECTCONNECTCONNECTCONNECT
• Engaging and personal conversations that • Engaging and personal conversations that 

are transparent, timely and consistent with 

your brand.   

Empower self-service

Provide guided assistance

Host peer-to-peer support

communities



Connect throughConnect throughConnect throughConnect through

AGENT ASSISTANCEAGENT ASSISTANCEAGENT ASSISTANCEAGENT ASSISTANCE
Customer visits  company’s 

Facebook page, seeking help and 
decides to ask a question.

The question is automatically 
routed to an engagement 

specialist for real-time response.

Automatic routing to 
engagement specialist 
for real-time response.

Create and track cases, 
ensuring interaction 
thread is maintained 
across all channels



Connect ThroughConnect ThroughConnect ThroughConnect Through

SELFSELFSELFSELF----SERVICESERVICESERVICESERVICE

• Help customers find the right • Help customers find the right 

answers to their questions.

Trouble-shooting tools search for 

answers to most frequently 

asked questions

Self-learning knowledge base 

dynamically adds information, 

making each engagement more 

intelligent than the last



The The The The Social Social Social Social EngagementEngagementEngagementEngagement

INFLUENCEINFLUENCEINFLUENCEINFLUENCEINFLUENCEINFLUENCEINFLUENCEINFLUENCE
• Transform your customers into brand 

advocates.

Turn negative experiences into positive interactions

Improve customer sentiment

Promote positive digital word of mouth

Present real-time modeled offers



Influence ThroughInfluence ThroughInfluence ThroughInfluence Through

PROACTIVE OUTREACHPROACTIVE OUTREACHPROACTIVE OUTREACHPROACTIVE OUTREACH
We here at <Company> hope 

you enjoy your new product!  

Check out our accessories on 

We’re sorry to hear about that! 

Follow <Company> and DM us 

your location. We’ll find you a 

service center in your area! 

sale at www.company.com

This sounds like a firmware 

update issue.  You can go to 

http://company.com and get 

the latest updates to get your 

Blu-Rays working!

Sounds like a connection issue.  Give us 

here at <Company> a call at 877-333-

3333 and use reference number 60499



The Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social EngagementThe Social Engagement

OPTIMIZEOPTIMIZEOPTIMIZEOPTIMIZEOPTIMIZEOPTIMIZEOPTIMIZEOPTIMIZE
• Take steps to ensure that each interaction is • Take steps to ensure that each interaction is 

more intelligent and engaging than the last. 

Analyze speech and text to uncover sentiment

Monitor quality of engagement against defined 

customer  experience

Uncover reasons “why” through root cause analysis

Administer customer satisfaction surveys



The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:

SOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENT

EXPERIENCEEXPERIENCEEXPERIENCEEXPERIENCE

Member tweeted about her frustration 

with recent visit to retailer

Proactive support 

Turned negative experience into 

positive interaction

FOLLOWERS: FOLLOWERS: 323323

SPHERE OF INFLUENCE RATING:  SPHERE OF INFLUENCE RATING:  4040

Turn people 

with complaints 

into Social 

Media 

Promoters!



The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:

SOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENT
EXPERIENCEEXPERIENCE

Crisis Management

Escalated a Tweet to our client from a EXPERIENCEEXPERIENCE

Radio Station tweeted about our client’s 

customer’s lawsuit

Proactive escalation

Headed off potential negative social 

brand experience 

FOLLOWERS: FOLLOWERS: 2,6862,686

SPHERE OF INFLUENCE RATING:  SPHERE OF INFLUENCE RATING:  2929

Escalated a Tweet to our client from a 
radio station’s Twitter account 
(@WBZNewsRadio) announcing they were 
going to interview an individual who was 
going to discuss a law suit against my 
client’s company.  Client was able to get a 
four hour notice with our monitoring and 
put together a response in advance of the 
broadcast.



The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:The Numbers Tell the Story:

SOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENTSOCIAL ENGAGEMENT
EXPERIENCEEXPERIENCE

Brand Promotion

A couple of bloggers (@NewYorkDad, @GoodiesFirst) EXPERIENCEEXPERIENCE

Engaged with Bloggers to enhance Social 

experience

Brand promotion and engagement escalated 

in many social spaces

Closed loop engagement on web initiatives

COMBINED FOLLOWERS: COMBINED FOLLOWERS: 3,0203,020

AVERAGED SPHERE OF INFLUENCE:  AVERAGED SPHERE OF INFLUENCE:  3636

A couple of bloggers (@NewYorkDad, @GoodiesFirst) 
visited our client and posted about their unique 
experiences.  We thanked them and suggested things to 
do/try upon their return.  Our responses and the 
bloggers very high praise was re-Tweeted to a vast 
audience from many additional bloggers.



ARE YOU READY ARE YOU READY ARE YOU READY ARE YOU READY ARE YOU READY ARE YOU READY ARE YOU READY ARE YOU READY 

TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? TO ENGAGE? 


