
UNIFIED CUSTOMER VIEW

Get a single view across all customer care  
interactions from social, e-mail, chat, and  
more to provide a deeper understanding of  
customer pain points.

REDUCE CUSTOMER CARE COSTS

Accurately pinpoint issues that can be resolved 
quickly to defuse customer frustration and  
provide them with an alternative to traditional 
care methods.

IMPROVE AGENT PRODUCTIVITY

Reduce average handle time and increase  
the number of cases handled by providing 
agents a queue of the similar questions and 
optimized responses.

MEASURE IMPACT OF CARE EFFORTS

Show the effectiveness of care efforts by measur-
ing the lift in customer sentiment after engaging 
with customer care. 

DELIGHT CUSTOMERS 

Improve customer satisfaction by identifying 
and engaging in conversations beyond your 
owned social properties.

97% OF CUSTOMERS DO NOT DIRECTLY @ MENTION 
BRANDS ON TWITTER1

Organizations that invest in social care save money and increase 
customer satisfaction. Social care costs less than $1 per touch, which 
is significantly lower than e-mail and phone support at $2.50 to $6 per 
touch.2 But the real benefit is the customer experience. Social care is 
continually growing as the preferred channel of today’s consumer, with 
almost 30% of social-media users preferring social care to phoning 
customer service.3

CUSTOMER CARE BEST PRACTICES

Understand Customer Pain Points: Analyze all customer care  
interactions from call center transcripts, chat, emails, forums, and  
social to craft optimal responses for each individual issue type by  
leveraging theme analysis to identify differences in volume, sentiment, 
geo, emotions, and behaviors.

Prioritize Conversations: Activate alerts and segment conversations  
to identify and prioritize high impact conversations by issue, behavior,  
or author influence.

Establish an Escalation Process: Manage your risk by creating an 
escalation process to effectively handle issues that prevent a crisis from 
going viral, calm an irate customer, and improve operational efficiencies.

Leverage a Best-of-Breed Engagement & Publishing Partner:  
Optimize streams to capture on and off channel conversations based 
on issue type, sentiment, behavior, location, or author influence.

Measure Social Care Effectiveness: Prove the effectiveness of care 
team by measuring the a lift in customer sentiment after engagement, 
cost savings by switching to social, and increase in number of resolved 
cases for increased budget or additional head count.

@NetBase NetBaseInc NetBase Solution, Inc

CUSTOMER CARE

1) Social Media Today  
2) Harvard Business Review – Turn Customer Care into Social Care  
3) McKinsey & Company

MEASURE

PRIORITIZERESOLVE

ALIGN

UNIFY



2

ABOUT NETBASE

NetBase is the award-winning social analytics platform that global companies use to run  brands, build businesses,  
and connect with consumers every second. Its platform processes millions of social media posts daily for actionable  
business insights for marketing,  research, customer service, sales, PR, and product innovation.

RELATED NETBASE RESOURCES 

The Importance of Social Analytics for Customer Care – Learn how to listen beyond your owned social channels,  
improve response times, prioritize issues with the biggest impact, build stronger relationships, and develop a single 
voice of your customer.

Engagement & Publishing Partner Product Sheets – Discover how leveraging a best-of-breed engagement and publishing 
partner can provide unprecedented ways to find customer stories and join the conversation.
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CUSTOMER CARE WORKFLOW
Accurately pinpoint the conversations that matter to your customers and provide them with an alternative to traditional care 
methods.

ENGAGEMENT & PUBLISHING PARTNERS

Measure and communicate the effective-
ness of customer care initiative, surfacing:

■ Reduced Costs
■ Increased Case Handling
■ Customer Sentiment  
    After Engaging
■ Improved Brand Health

Identify and prioritize top problems across all 
channels to formulate optimal responses for 
each issue by analyzing:

■ Share of Brand Voice
■ Average Volume per Day
■ Net Sentiment
■ Passion Intensity
■ Behavioral Drivers

Integrate your listening and engagement 
platforms to optimize streams by:

■ Issue Type
■ Owned vs Earned
■ Sentiment
■ Location
■ Author Influence

Work with internal teams to discuss  
customer care structure and foundation:

■ Measurement Metrics
■ Bucketing Issues
■ Engagement Channels
■ Owned + Earned Engagement
■ Approved Responses
■ Escalation Process

Aggregate all forms of customer feedback 
for a unified customer view.

■ Social Conversations
■ Call Transcripts
■ Surveys
■ Emails
■ Chat Logs
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