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Social ROI…Helping Customers, Proving Value 
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Social ROI – How we found it 

Social marketers and communicators continue to struggle to 
find the hard measures the C-Suite desires 
The rise of the importance of paid social helping solve one part 
of the equation 
When it comes to engagement on owned channels, how do you 
show impact? 
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“Too often businesses and their leaders overlook savings 
when trying to impact the bottom line. It’s often the 
undoing of a business.” – Warren Buffett 
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ROI…via Social Service 
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The HRB Social Response Flow 
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Social ROI…via Customer Service 

Offer help in 
social at the 
point of need… 
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Faster Help, Greater Satisfaction  
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Helping on Twitter 
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Channel helped us “save” 
frustrated customers 
Real-time help at moment of 
need 
Able to show real ROI based on 
customer retention 
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The Results 
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Clients surveyed after social help say they’re 6x more likely to 
use it again and 5x more likely to return to HRB 
Allowed us to take the conversation “offline”…which we must 
do to fix their problem 
Call deflection was significant during one peak last year 
meaning we saved the company significant dollars 
Giving clients help when, where they need it…not forcing them 
into a model that benefits us. 

The Results… 
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