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CHANNEL PREFERENCES ARE SHIFTING
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SOCIAL MEDIA ADOPTION IS INCREASING
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THE CONTACT CENTER IS CHANGING
 Different experience

 Public vs. Private

 Constrained message length

 Technically anonymous

 Superficially intimate

 Altered Operations Model

 Asynchronous 

 Highly variable

 More complex

 New Metrics and Analytics

 Multiple modalities, long spans of time

 Data is external to the enterprise

 Information flow is two-way



CASE STUDY: @COMCASTCARES



EIGHT TIPS FOR SOCIAL MEDIA SUCCESS

1. Have an unambiguous mission 

2. Commit to the channel

3. Build the right cross-functional team 

4. Listen first, then react

5. Integrate with existing processes, metrics 

and tools 

6. Understand the limitations of the channel

7. Be mindful of privacy issues 

8. Keep a flexible and adaptable mindset
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WALMART’S ASTROTURFING ADVENTURE

Lesson: Be authentic



NESTLÉ AND GREENPEACE

Lesson: Respond don’t suppress



BP’S FAKE PR DEPARTMENT

Lesson: Money can’t buy you followers



CHRYSLER’S MISTAKE

Lesson: Hire the right people


