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SOCIAL CHANNELS INTRODUCE CHALLENGES TRADITIONAL CHANNELS DON’T

Extreme Customer 
Expectations

Unpredictable 
Volumes & Noise

High Risk/ Reward



1. CUSTOMERS HAVE CHANGED

Buyers have extreme expectations. 
They want more, want it now, want it easy, & enjoyable
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2. GREAT SOCIAL CARE IS TABLE STAKES

expect a response 
from brands to 
Tweet73% 

expect a response 
within an hour72% 

feel more negative 
when not responded 
to in timely manner40% 

of complaints go 
unanswered*70% 

*Maritz Research

Customers have 
Extreme Expectations

Unresponsiveness Poses Risk 
to Revenue & Reputation



3. TRUSTED BRANDS GET RECOMMENDED

Appealing to individual customers in 
the context of a specific transaction 
encourages positive recommendations 
which in turn maximize the current and 
future value of the relationship. 

�The most recommended company in its category grows 2.5x category average�



What defines “crisis?”C

5 minutes



SOCIAL MEDIA IS PART OF DAY-TO-DAY CARE…

Millennials prefer mobile and social: 
global travel and hospitality brands all 
validate this shift along with the 
associated measurable cost reduction.

8-minute response time



…BUT CAN ALSO BE THE SOURCE OF EXPOSURES WITH REAL BUSINESS IMPACT 

Real-world events can generate a 
follow-on crisis on the social web, 
driving abnormal surges in social 
media traffic: this can disrupt 
day-to-day customer care. 

This impact  is felt beyond the 
immediate issues, creating a 
negative brand impression that 
extends across the customer base.



CRISIS RESPONSE: IT STARTS BEFORE THE CRISIS OCCURS

Managing crises begins before the 
event happens: being ready means 
having processes in place to manage 
abnormal activity due to events:

1) Process: Crisis Policy

2) Tools: Specialized PII Detection 

3) Technology: Prioritization; Bots



A DIGITAL CUSTOMER EXPERIENCE PLATFORM
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How is “Social” accounted for? C

5 minutes



GEO-FENCED LISTENING: EARLY CRISIS DETECTION

Airports are beginning 
to offer mobile apps 
and social media 
engagement as part of 
the overall air traveler 
experience, this is 
currently an IATA 
working group effort.

This in turn requires 
an effective platform 
to manage this source 
of traveler interaction. 



A SCALABLE PIPELINE IS CRITICAL TO MAINTAINING SLAS

Altogether, crisis preparedness means planning 
and rehearsing the following:

1) Crisis Policy

2) Retro-active Control

3) Dynamic Routing

4) Granular Prioritization

5) Automated Disposition

6) Scalable Pipeline



CONNECTION: HAPPINESS BEGINS WHEN RESOLUTION STARTS

There is a positive correlation 
between conversation duration 
and the likelihood of a positive 
shift in sentiment; This was 
observed across leading brands 
using social customer care. 
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CONNECTION: HAPPINESS AND RESPONSE TIME

When agents respond quickly, 
the likelihood of favorable 
sentiment conversion increased.
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CONNECTION: HAPPINESS AND RESPONSE TIME

Finally, a significant relationship 
was observed for brands claiming 
and delivering very fast response 
times (sub 5-minutes). 

The brands with the shortest 
response time SLAs produced 
the most striking gains as a 
function of response time.

High gain in sentiment for ultra-fast response



SOCIAL MEDIA CRISES HAVE A LIFE OF THEIR OWN

Distinct from the expected 
conversations associated with aircraft 
incidents, very high conversation 
volume can result form “social crises,” 
and in particular to passenger issues 
of perceived injustice, inequity, etc. 

The resulting “piling on” (aka “viral”) 
effect can swamp the customer care 
team, spreading the crisis impact far 
beyond those directly involved.
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COMMUNITY’S PERSISTENT STORE OF POSITIVE STORIES HELP TOO



CONNECTED TO SMES, THE FRONT LINE SCALES
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LOAD DISTRIBUTION: EXTEND YOUR CAPACITY WITH EXPERTS

• Questions?

Conversations can be 
picked up, assigned,  
and routed. Requests 
for help can be 
automatically 
configured to appear 
in the queues of 
specified experts. 



DISTRIBUTED REPORTING: ACTIONABLE BUSINESS INTELLIGENCE

Advanced analytics 
views with drill-down 
capability encourage 
“digging in” to identify 
progress and further 
opportunities.



What is your plan?C

5 minutes
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