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Story of Change

• Transition From

- A Form and Phone Call Center

• Transition To

- Social Media, Phone, Form Center



Social Enabled Passengers

• Quick Response

- 42% Expect reply within 60 mins

- 78% of Americans on Social

• Don’t Want to be Redirected

- Don’t Want to Fill in Form

• Customer Service Voice Bad on Social

- Must Sound like Caring Human

- Personality Goes a Long Way



Software Solutions

• Premium Software Suite

- Sprout, Sprinklr, Spredfast, Buffer

- Offers robust tools for many 

challenges

• Freeware

- Hootsuite, Tweetdeck, Iconosquare

- Usually partial solution

• Native Platform

- Facebook.com and Twitter.com



Benefits of Social Software

• Work Flows

- Customer Service Tasks

- Scheduling

• Metrics and Measurement

- Response Rates

- Volume, Analytics

• Team Functions

- Access levels for staff

- Communication Histories



Before Social Software

• Fractured Reporting

- Pulling metrics from numerous sites

• Isolated from Systems

- Outside of Cust Serv Process

- Cust Serv Expertise Not Used

• Search for Reporting Solutions

- One site does X, another Y



Before Social Software

Declining Call 

Volume



Assigning Tasks



Task Metrics



All Networks, One Feed



Tracking the Issues



Mobile App



Pluses/Minuses

• Pluses

- Better, Streamlined Reporting

- Customer Serv Integration

- One Login, One Site

- Management Oversight

• Minuses

- Cost

- Lose Features of Native Sites

- Learning Curve



Questions & Contact

• Jeremy Lipps

- Twitter @Calif0rnio

- LinkedIn /JeremyLipps


