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S[]CIA[ CUST[IVIER SERVIEE RAEE

WE SENT

280 TWEETS

14 (0F THE BIGGEST BRANDS IN THE WORLED

THESE BRANDS FACED OFF IN A TEST OF SOCIAL
CUSTOMER SERVICE SPEED, EFFICIENCY & QUALITY

WE MEASURED

THE AVERAGE TIME IT TOOK FOR THE
@) BRAND T0 RESPOND WHEN THEY

B RA N [] S REPLIED T0 OUR TWEETS

AGAINST THESE

KEY METRlBS THE RESPONSE RATE BASED ON THE
4 TOTAL NUMBER OF REPLIES RELATIVE

T0 TOTAL TWEETS SENT

WELLS
FARGO

wasm. CST: Sorouen seves

We consulted with Engagor, Conversocial and STELLAService to create

this e Advi p iment. Th experts assisted in developing

q estio th t th brand should have responded to based on social
ustomer service best practic

These queries fell into five categories: urgent, or [ need help right this
second; positive (i.e. “thank you!™); negative; question from FA(Q) page:
and technical, or needs more than one interaction to solve. Each brand
received a tweet every weekday for 26 days from one of four Twitter users.
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