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• of consumers would choose a financial 
institution based on the recommendation of a 
trusted acquaintance30%

• of online banks customers under 30 based their 
bank selection in part on a recommendation 
from someone they know.

40%
• Consumers trust other customers nearly 12 
times more than the brand12x
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«The future of 
Sales is

Social Customer 
Service»…
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According to Gartner, by 2020, 90% of 
customer service will happen through social 

media (2014)
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Customer Complaints Go Viral…And 
You Love It! (P. Greenberg 2010)
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Evolving Social CRM to Become 
CRM…Again (E. Kolsky 2013)
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Social Intelligence

Data Driven Social CRM
Store and analyze data collected by social apps created in different 
departments and help them collaborate around data
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Strategic Objectives

1. Real Time Social Caring
• Customer service
• Lead management

2. Social Intelligence
• Competitive intelligence
• Campaign management
• Influencers acquisition
• Brand Reputation

3. Social Data Integration 
Inside the Firewall

• Social Intelligence Server
• Social Logins
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Who owns Social customer Service?
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What are your Social Caring Objectives?
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What are you getting in reality?
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Social Caring 
ROI for FB page

12

Fan posts in one month 580
Average unique fans per thread 10
First contact resolution 159
Avg Interaction to solve 1.8
Avg Answer Speed 2h:13m:17s
Avg Handle Time 8h:45m:3s

Potential Inbound Calls 580*10 = 5.800
Effective conversations   580
Inbound Calls Saved 5.800‐580 = 5.220
Cost without Social (3$ per Call) $3*5.800 = $17.400
Cost With Social (3$ per Post) $3*580 = $1.740

Tot Saved Monthly
$17.400 ‐ $1.740 = 

$15.660
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Who is helping you in Social Caring?
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Social Dialogue skills
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Customer Service skills
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Sales Persuasion
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Social Leads in US

• Young: The average age of a banking 
social media user is 33 years, whereas 
the average age of a non-user is 46. 

• Male: More than half (59%) of the 
people using social media to interact 
with their banks are male. 

• Affluent: Social media users tend to 
carry healthier balances in their deposit 
and investment accounts than non-
users. 

• Revenue Generators: Social media 
users generate $2,528 in revenue with 
their primary bank per year versus non-
users who generate $1,262
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Social Caring Statistics April 2014

•22.5k activities in input

•15k Direct Messages (65%)

•3.5k unique users matched with legacy systems

• More discussed topics

1. Prod Info - 40%
2. Tech assistance - 30%
3. Complaints - 15%
4. Commercial info - 10%
5. Delivery issues – 5%
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CVA: Customer Value Added 

Social Intelligence: Advanced analysis of 
historical social data and competitors

• Flip complaints to leads
(from 90% complaints to 40%)

• +30% Fan organic growth => Reduction in 
advertising investments

• +90% active fan engagements
• +450% wall activities
• +90% influencers

Social Caring: Customer service 
operations with a dedicated team

• 100% coverage of conversations
• 30% reduction handle time and first 

response time
• 50% reduction in number of team 

interactions to solve
• 0 emails
• 12% savings in headcount over a year
• 8X reduction in training time (from 4 

working days to 4 hours)

Reduction in adv costs, better engagement 
using adequate contents, lead generation 

enhancement

Improved efficiency and effectiveness, 
reduction in headcount and time to solve, 
optimization of resources in crisis situations
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The Social Maturity Where are you?

Source: Gartner (October 2013)
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Big Social Data Integration

• Get cleaned, normalized, and organized 
relevant data in a social data 
warehouse

• Upload your relevant legacy data 
integrated with your social data

• Collect years of granular information 
and query it when you need to

• Create your own collaborative 
dashboard

• Use APIs to link your enterprise 
workflow processes and applications

• Integrate your own and trusted sentiment 
algorithm to build your own brand 
reputation dashboard. 
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TakeAways
1. How brands can increase customer satisfaction with 

real time social caring?
– Companies need a unified corporate technology for Social 

CRM
– Develop a multichannel customer view
– Don’t reinvent the wheel use the actual customer care team 

2. How companies can create value out of social CRM 
data?
– Days of work on social are creating social data value
– Collaboration creates value for different departments and 

speeds up the process
– Is possible to measure real ROI on Caring and generate 

revenues
3. How to transform social data into a company asset? 

– The next step is connecting social data with legacy data inside 
the firewall…IT is back!

– Get to data integration step by step
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Decisyon
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Thank You for Your Interest . . .   

Cosimo Palmisano
cosimo.palmisano@decisyon.com

Follow us: 
www.decisyon.com

https://www.facebook.com/decisyon
https://twitter.com/decisyon

https://www.linkedin.com/company/decisyon-inc
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