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Using Social to Re-Invent your Marketing Department 

•  What are their social 
strategies? 

•  How are people complimenting 
them 

•  What are their pain points?  

•  Respond quickly to real 
questions and complaints 

•  Help people who aren’t 
explicitly asking for help 

•  Respond directly from Service 
Cloud 

•  Make sure you never miss a 
post 

Competitive Analysis Discover Conversations Social Customer Care 

•  Who’s talking about you? 
•  What posts are people 

responding to? 
•  Where are people talking? 
•  Crisis Management 



Competitive Analysis 
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Competitive Analysis 

What are they doing right? 

Where are people talking about them? 

What is your share 
of voice? 



Competitive Analysis 

Follow their conversation 

And dig in 



Competitive Analysis 

Identify competitor pain points 



Discover Conversations 



Discover Conversations 

Filter by language, region, city, gender, media 
type and more 



Discover Conversations 

Relay that information to stakeholders 



Discover Conversations 

User conversation clouds to isolate words and 
drill into them 



Discover Conversations 

Identify and act on a crisis 



Discover Conversations 

Track events 



Discover Conversations 

Discover influencers 



Social Customer Care 



Social Customer Care 

Follow conversations and 
respond to your customers 



Social Customer Care 

Automate your workflow 
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Social Customer Care 

Design and execute workflow for different types of social 
posts 



Social Customer Care 

Use engagement reporting to track response times 



Social Customer Care 

And use it to improve 



Social Customer Care 

And find opportunities 


