Social Media Marketing Foundations

with Brian Honigman

m LEARNING

Reference Guide for Social-Media-First Customer Service

Adopting social-first customer service requires embracing a new set of guidelines to direct your approach.
Here are the steps necessary to deliver world-class service on social media.

1. Identify the channels where your audience is providing feedback and reviews about your company to
direct where you’ll monitor and respond to their outreach.

Channel #1 Channel #2

Channel #3 Channel #4

Top Channel Options to Consider: Facebook, Twitter, Instagram, YouTube, Google, Yelp, Yahoo, Bing,
MapQuest, Foursquare, OpenTable, TripAdvisor, G2 Crowd, Product Hunt, Capterra, etc.

2. Determine how your organization will monitor feedback on these platforms. If your answer to either
question below is “yes,” then a paid tool is necessary to monitor and respond to the amount of feedback your
company receives. If “no” is the answer to both questions, then monitor these channels manually and with

free tools.

Does your business receive more than 50 mentions and/or reviews per month?

Yes No

Do you have more than five business locations?  Yes

No

3. Choose monitoring and reputation management tools depending on your needs.

Monitoring Tools

Reputation Management Tools

Keyhole Moz Local
Talkwalker ReviewTrackers
Brand24 Yext
Mention BrightLocal
TweetDeck (Free) Whitespark
Social Mention (Free) Synup

4. Respond to customer feedback and reviews, regardless if positive or negative. Prioritize responding to

messages in the following order:

+ Negative feedback and reviews
« Customer questions and service requests

 Positive feedback and reviews
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5. Crafting an effective response to negative customer feedback on social media by including the following
components:

+ Acknowledge the problem

+ Apologize for any wrongdoings

Gather important information about the issue
+ Explain what action will be taken to provide a solution
« Highlight next steps when necessary

Reference these examples of addressing negative feedback:

N\

Comments V

hey I'm stuck in a foreign country with no access to my
phone number for 2-factor authentication, but | desperately need to get

into my account. can you help please? Thanks! e katvrol Recycled plastic that is just going

to end up in the trash is no better. Now
what would be cool, is if those handles
were actually a set of spare laces, that
customers could remove and then use
(or keep as a spare) when they got
home. Just like you already do limited
edition laces, each store location could
have a different colour!

Mallchimp @ @ p - Nov 18

Hey there. We're sorry to hear about the trouble logging in. Our Account
Recovery team can help. Please send an email explaining the situation to
accountrecovery [at] mailchimp [dot] com.

iﬂ taimur a

[ hey, I'm still locked out of my account! emailed the account recovery team
. > 24h ago and haven't heard anything back. this is really urgent — pls
help!! thank you

. Mallchimp &

allbirds & @katvrol Thanks for
calling this out, Katharina- we
appreciate the concern and love
this idea. While the handles on our
holiday bags weren't designed to be
laces, there are quite a few ways
they can be reused! Some of our

Sorry to hear about the delay. Do you mind sharing your
ticket number with us? We'll check into its status for you.

1=, Kyle C.
- | Philadelphia, PA
A P00 riends
0 16 reviews

[ share review

<> Embed review
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favorite ideas are as a bow on a
present or using them to hang
homemade ornaments &3

11/18/2019

| will say the food generally is good. | have eaten in many
times and have thoroughly enjoyed it. However, the last
few experiences with this particular location have left me
with no cheice but to not go there any more. The last time |
ate-in the restaurant was understaffed, making it difficult
for the wonderful waitress to attend to all of the customers.

The most recent time | ordered my food to-go. | have eaten
the sunny-side breakfast bowl many times. It is hearty and
tasty. This time was a deep disappointment. the bow! was
maybe 1/4 the way full. It was a caltry amount of food and
the ingredients were skimped on all around. There were
little to know grains, and maybe a few pieces of sweet
potato. | have gotten this item just about every time | have
eaten here. | understand that the place is busy, but my
hunch is that they are understaffed, and rushing through
things.

Q Useful e Funny G Cool

= Comment from Elizabeth B. of Le Pain Quotidien
Business Owner

11/19/2019 . Thank you for reaching out to Le Pain
Quotidien and sharing your important feedback. Please
accept our sincere apologies for the experience you
had at our Walnut St restaurant. This is certainly not
the type of experience that we pride ourselves in
offering our guests. Kindly reach out te us at
questions@lepainquotidie... so we can have an
oppertunity to change your impression of us and sc we
can also offer our extended apologies.

Read less

m LEARNING
20f3



6. Reply to customer feedback and reviews in a timely manner, preferably within 24 hours or less, depending
on how many customer service requests are received. Customers prefer a quick response but care most
about getting their issue resolved.

7. Move negative conversations to a private forum whenever possible, but keep the discussion on the same
channel unless a more in-depth interaction is required. For example, move a conversation happening
publicly via tweets on Twitter to direct messages. Here’s an example of the makeup brand Glossier, moving a
customer service request from Instagram comments to direct messages.

1/ Verizon 7 12:33 PM 7 73% @)
< Comments N7

sophihodson y'all three things were
missing from my last order....

glossier # @sophihodson So sorry
to hear this. DM us with your GLO
and we can help -

* sophihodson @glossier done :)

8. Create a spreadsheet to log all customer service requests to help identify patterns in questions, issues, and
feedback. Reviewing trends in customer responses can inform what changes might need to be made at the
company to prevent further issues and provide insight into what help guides, tutorials, and knowledge base
articles should be created to help reduce the number of customer service requests received.
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