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AGENDA

#CXLive

Today is about helping you get 
more out of what 
you already have.

(And then showing you where you can go.)



FUN FACT

#CXLive

Way too many are not maximizing their 
current customer engagement platform 

features.

(Meaning, you’re throwing money away.)



IMPACT/EFFORT MATRIX

after launch, move here
based on business objectives, push 

into the high impact/ high effort 
quadrant 

get the basics right at launch (you should not be here)
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high effort

social maturity curve

Business Review

Community Optimization

Actionability Tag

Accepted Solutions à SMM

Business Hours

Approval Workflow 

CRM and Reporting API

Command Center

Shared Dashboards

Gamification

Superuser Program

SMM Experts  

CMC I, II/ Social Strategy Cert

SMM/Community Integration

Work Queues and Priorities
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(Activities not based on 
Business Objectives)



Ben Kay
Head of Digital, Brand and Marketing,

Thames Water, UK











Spotting (and caring for) 
customers in vulnerable 

circumstances

Creating a dialogue with 
our customers to 
support long term 

behavioural change

Giving our customers 
personalised information 

when they need it

Relevant timely valuable 
information to affected 

communities in times of 
crisis

Inform Respond Identify

SOCIAL HELPS US WORK WITH OUR CUSTOMERS TO BUILD A 
BETTER FUTURE

Engage



YOUR NEXT STEPS

1. Go to the Lithium Community and Campus

2. Take your trainings

3. Contact your CSM and request a review

Do more with what you already have, 

and go places you didn’t think possible.


