
Revolutionizing Social Media CX 
with Konnect Insights and 
Salesforce Integration
This case study delves into the electronics retail 
chain’s enhanced social media case management 
and meaningful customer engagement owing to the 
seamless integration between Konnect Insights and 
Salesforce.
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Introduction

However, in the dynamic 
landscape of digital 
consumerism, managing the 
influx of customer feedback and 
concerns on social media 
platforms posed a significant 
challenge.
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A prominent player in the realm of 
retail electronics, this leading brand 
has established itself as a household 
name synonymous with innovation, 
quality, and customer-centricity. 

With a diverse range of cutting-edge 
products spanning from 
smartphones to home appliances, 
the brand has garnered a loyal 
customer base.
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Navigating the Social 
Media Minefield

Dealing with a large influx of customer 
queries and complaints on a daily basis 
stretched resources and required efficient 
handling to maintain customer satisfaction.

Challenge
As a revered name in the retail electronics 
industry, the brand faced the complex task of 
navigating the ever-evolving world of social 
media engagement.

Managing interactions across various 
platforms like Twitter, Facebook, and 
Instagram posed complexity in 
maintaining consistency and 
effectiveness.

Addressing a broad spectrum of 
concerns including delivery delays, post-
sale service problems, and assorted 
grievances demanded versatile solutions.

Multifaceted Social Media Presence:

Diverse Range of Customer Issues:

Handling Daily Interaction Volume:

Shifting from reactive responses to 
proactive engagement with customers 
necessitated a strategic overhaul, 
requiring a balance between resource 
allocation and operational restructuring.

Transitioning to Proactive Engagement:
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To tackle these formidable challenges head-

on, the brand implemented Konnect Insights as 
its cornerstone for managing social media 

conversations. 
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Solution: Konnect Insights and 
Salesforce Integration

This dynamic platform empowered the customer service 
team to not just react but to proactively engage with 
customers, gathering crucial details such as mobile 

numbers and email addresses.

The integration with Salesforce, a leading CRM platform, 
marked a pivotal shift in the brand's customer relationship 
management strategy.

This seamless connection facilitated the efficient transfer 
of identified cases from social media channels to the CRM 
system. Meticulous mapping of customer data ensured 

that vital information flowed seamlessly, enabling the 
creation of comprehensive customer profiles within 
Salesforce.
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Proactive Engagement and 
Personalized Resolutions
With Konnect Insights as the nerve center of social media interactions, the brand's 
customer service team embarked on a journey of proactive engagement.

Armed with a wealth of customer insights, the team could now reach out 
proactively, addressing issues before they escalated. Whether through 
personalized emails or prompt phone calls, the brand ensured that each 

customer felt valued and heard. 

This shift from reactive to proactive customer service not only resolved 
immediate concerns but also laid the foundation for long-term loyalty and 
satisfaction.

Soliciting additional information 

from customers allowed for a 
deeper understanding of their 

concerns, paving the way for 

tailored and personalized solutions.
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Business 
Benefits Unveiled

in manual efforts
reduction

EFFICIENCY REDEFINED

The integration of Konnect Insights and Salesforce streamlined 

the case transfer process, resulting in a 30% reduction in 

manual efforts and a significant improvement in response times.

30%

in customer retention rates
increase

CUSTOMER-CENTRIC APPROACH

By leveraging customer data, the brand achieved a 25% 

increase in customer retention rates, showcasing the impact of 

personalized interactions on brand loyalty.

25%

in CSat scores
improvement 

DATA-DRIVEN DECISION MAKING

Insights gleaned from Konnect Insights empowered the brand to 

make informed decisions, leading to a 40% improvement in 

customer satisfaction scores.

40%
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In conclusion, the successful integration of Konnect Insights and 
Salesforce marked a paradigm shift in the leading electronic retailer’s 
approach to customer engagement. What began as a challenge of 
managing social media conversations transformed into an opportunity to 
elevate the customer experience.

By leveraging technology to its fullest, the brand not only resolved 
concerns efficiently but also built enduring relationships with its 
customers.

This case study underscores the importance of innovation and 
adaptability in today's digital age. As the brand continues to evolve and 
grow, this integrated approach to customer service will remain a 
cornerstone of its success. 

By revolutionizing customer engagement and efficiency, our client has set 
a new standard for excellence in the retail electronics industry, one 
personalized interaction at a time.
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