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From two-way 

customer service… 
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…to all-way  

customer service 



92% of people say they 

trust recommendations 
from friends and family  

above all other forms of 

advertising #powerofPR 
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 Customers who encounter  

positive social customer care 

experiences are nearly  

3 times more likely  

to recommend a brand. 
 

- NM Incite (Nielsen-McKinsey joint venture) #powerofPR 

@cision/@hksully 



6 

#powerofPR 

@cision 



Making a Social Response Plan 

• Conversations are public.  

• SLAs are faster. 

• Monitoring conversations can be a challenge. 

• Responses need to be consistent. 

• Positive feedback requires response, too. 

• Crisis plans are crucial. 
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Companies with a social care program 

experience a  

7.5% YoY increase in 

customer retention  

– those without only see a change of 2.9%. 
 

- Aberdeen Group 

#powerofPR 

@cision/@hksully 



Measuring Your Success 
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• Share of voice  

• Sentiment 

improvements 

• Retention/conversion 

• Your KPIs – What is 

your objective? 
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Takeaways 

• A social customer service program is now 

table stakes. You need to be involved. 

• Have a plan to monitor mentions & create 

SLAs for responses.  

• Measuring your success is key. 

10 

#powerofPR 

@cision/@hksully 


