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http://www.youtube.com/watch?v=_F6QYJ_WY6I

Presenter
Presentation Notes
http://www.youtube.com/watch?v=_F6QYJ_WY6I
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50% of the mobile internet traffic in the 
UK is for Facebook…

Imagine what this means for bad 
customer experiences

34% of bloggers post opinions about 
products and services. Do you like 
what they are saying about your 
brand?...

YOU BETTER
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Brands Continue to Fail Their Customers

Call Centers Get Savvy for 2013

How Social is Your Customer Service?

Most Businesses Claim Positive Impact from 
Social Customer Service

Why Customer Service is the New Marketing

2/3 of companies were rated as “ok”, “poor” 
or “very poor” in regards to customer 

experience

Employees should be educated and tech 
savvy to win over customers

2/3 of companies using social media for 
customer service respond in 4 hours or less

Savvy companies know – treat your 
customers like newspaper reporters

Social media is just another mode of 
communication and it is not going away
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Are shoes different from pet food?

Presenter
Presentation Notes
Customer service is often considered to be a cost center. Tony Hsieh of Zappo’s says that his company loves to talk to customers. He categorizes the expense of providing optimal customer service as a marketing INVESTMENT and views it as an absolute necessity. Providing the necessary resources for customer support can turn it into a powerful tool to develop brand awareness and brand loyalty. Customer service needs to be embraced by everyone in the company and needs to be a part of the corporate culture.
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Who knows if the chickens ate GMO feed?
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If you make customers unhappy in the 
physical world, they might each tell 6 
friends. If you make customers unhappy on 
the Internet, they can each tell 6,000 
friends
-Jeff Bezos
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Presenter
Presentation Notes
Laurel Papworth, named by Forbes magazine as one of the top influencers in social media recently spoke about social media and business. Any business that has clients or customers should be involved with social media. Social media should be part of the customer service department, not the marketing department. Customers want to talk to customer service and this is who can solve their problems so allow customer service to use social media to solve problems. By 2014 (6 months from now), ignoring social media will be as harmful as ignoring emails or phone calls.



13

Presenter
Presentation Notes
Companies need to develop relationships with their customers. Instead of thinking of each interaction as a one-time contact, think of it as a lunch date or meeting for a cocktail. Draw the customer in, help them learn about you and why they should remain loyal to you.
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FSMA

Presenter
Presentation Notes
So what does the consumer want? They want: friendly employees or customer service representatives, the ability to easily find the information or the help they need, personalized experiences and brands with a good reputation. It can be a real challenge to stay on top of your online reputation and since a good reputation is one of the things consumers are looking for when making a purchase decision, this needs to be a key area of focus.
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Getting 
Started

Plan
• Team meets to assess 

current system
• Identifies needs

Commit
• Management must be on 

board
• Develop guidelines
• Resources

Act
• Start small
• Expand as program 

grows

Presenter
Presentation Notes
Plan, Commit, Act
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Resources
• “Leading on the Edge of Chaos”, Emmet C. Murphy 

and Mark A. Murphy
• Interview with Laurel Papworth
• Socialnomics, Erik Qualman
• Using Social Media for Customer Service - Are you 

reaping the benefits of this valuable resource?Donna
Fluss - Posted Apr 1, 2012 

• http://www.business2community.com/social-
media/6-social-media-trends-you-should-not-
ignore-in-2013-0367709

• http://www.youtube.com/watch?v=oNFBwCKyK2w
• http://www.businessinsider.com/these-companies-

are-major-brands-that-are-the-best-and-worst-at-
using-social-media-for-customer-service-2012-6

http://www.business2community.com/social-media/6-social-media-trends-you-should-not-ignore-in-2013-0367709
http://www.business2community.com/social-media/6-social-media-trends-you-should-not-ignore-in-2013-0367709
http://www.business2community.com/social-media/6-social-media-trends-you-should-not-ignore-in-2013-0367709
http://www.youtube.com/watch?v=oNFBwCKyK2w
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Thank You
Melissa Brookshire, DVM

North River Enterprises
Founder/Managing Partner

www.northriverenterprises.com
Office: 770.781.9992

Email: nre@northriverenterprises.com

http://www.northriverenterprises.com
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