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Innovation in Automation

Social Listening
Integration for CRM in
Customer Support

Challenges Faced

A global brand faced challenges in efficiently addressing customer queries and concerns on social media
platforms. The decentralized nature of customer feedback made it challenging to provide timely and

targeted responses, impacting the brand's online reputation.

Solutions Offered

The brand integrated Social Listening capabilities into its CRM system. The CRM platform utilized
advanced social media monitoring tools to track and analyze customer conversations across
various platforms. Real-time insights were then fed into the CRM, allowing the customer support

team to provide quick and personalized responses.

Implementation Details

CRM with Social Listening Integration Social Media Monitoring Tools

Integrated social listening into CRM, Utilized tools to track brand mentions, Employed analytics for immediate
providing insights from online sentiment, and trends, enhancing CRM insights, enabling swift decision-making
conversations to enhance customer strategies with social data. and adaptive strategies within CRM
relationships. operations.

Business Benefits

20% Reduction in Response Enhanced Brand Reputation Improved Customer
Time Relationships

Timely and personalized responses on
The integration of Social Listening tools social media positively impacted the Social Listening integration allowed the
into the CRM system led to a 20% brand's online reputation, leading to brand to proactively engage with
reduction in response time, enabling the increased customer satisfaction and customers, fostering improved
customer support team to address loyalty. relationships and demonstrating a
queries and concerns promptly. commitment to customer care.

Takeaways

The integration of Social Listening capabilities into the CRM system demonstrated how MarTech solutions could enhance customer support

efficiency, improve brand reputation, and provide valuable insights for strategic decision-making.
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