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Transforming Customer

Engagement and Marketing
Success with Konnect Insights

This case-study highlights how this
Maldives telecom brand was able to
better manage social media customer
concerns and leverage insights to
enhance their marketing campaigns.
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Introduction

One of Maldives' premier telecom
brands faced the challenge of
effectively managing social media
interactions, ranging from
customer complaints to product

queries.

They sought a solution that would
not only streamline their customer
support process but also empower
their marketing initiatives with

data-driven insights.

The telecom brand was inundated
with social media interactions daily,
making it challenging to convert
these into actionable customer

tickets.

They needed a solution that could
centralize customer concerns,
enable efficient agent collaboration,
and provide valuable data for

targeted marketing campaigns.
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Implementing a
scalable and
integrable solution

The telecom brand, after due diligence
implemented...

Konnect Insights, a powerful social listening,
social CRM and social media management
suite, to revolutionize their customer
engagement and marketing strategies.

Konnect Insights is an all-in-one platform with
a host of advanced features that enabled this
telecom brand to not only overcome their
challenges but also elevate their social media
customer care and experience along with the
ability of using the power of data for enhancing
their marketing efforts.

Let’'s look at some of the
ways the platform helped
the telecom brand >>




V aal
S ? KONNECT INSIGHTS

Proactive Engagement and
Personalized resolutions

Social Media Ticketing for

= OKONNECTINSIGHTS MONITOR

Seamless Support:

MESSAGES

@ Raman Iyer
All Messages

#Brand CEO talk reg India’s inflation. NO r;t\'tR But inflation banking re KonneCt InSights seamless'y

1ARNS #Inflation, #INTERESTRATES MAY STAY HIGHER FOR LONGER #

Tickets
© Ticket FIRST CONVERSATION

Queued Messages

captured and converted

| Bookmarks Y (DISCLOSURE: I MIGHT BE 10009 WRONG) #FINNIFTY SPECIALITY NO § H ini H H
e v YopeaL social media interactions into
T~ actionable tickets, allowing
Z Topics
3 A/B Testing S the telecom brand to

centralize customer concerns

effectively.

Enhanced Agent Efficiency:
Agents were empowered with historical social media complaint data, providing
them with a comprehensive understanding of customer issues. This led to

quicker resolutions and improved customer satisfaction.
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Ticket Details ~
@ Pankaj Verma Qo
I Your toarm has boen of no help and 1 don't want to go through the same discussion again, please chock the DM, we already have a conversation
5100y on thi DMs and emall, FYT @Cybercost Gilminhan
<

SUBD TICKET ID: 3206724252

@ Pankaj Verma DO

mEEm— lcase provide a reference number/tracking number if possible.
7 TWITTER MENTIONS ( DOT_INDIA)

SUB TICKET 1D: 3206724573

TWITTER MENTIONS ( DOT INDIA )




Efficient Information Gathering

In cases where historical data was not
available, agents initiated direct messages
to customers, gathering specific details
such as MSISDN, SuperNet ID, Faseyha
Broadband Number, and Address.

Customer Success Through Data Utilization:

Konnect Insights seamlessly integrated with Salesforce, allowing agents to
transfer customer data as cases effortlessly. This streamlined process enabled
the customer care team to conduct thorough investigations, checking for any

open tickets from other channels for a comprehensive resolution.

@ Abhishek Kumar Jha D48
' . 290 o8 y . ¢ T

Seamless Integration with

Salesforce:
Konnect Insights seamlessly integrated

with Salesforce, allowing agents to
transfer customer data as cases
effortlessly. This streamlined the
process and ensured a smooth flow of

information for further processing.
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Business Benefits

65% Reduction
in Response Time:

With Konnect Insights, the brand
achieved a significant reduction in
response time to customer complaints
and queries.

400% Growth
in Targeted Marketing Reach

Leveraging customer data from
Salesforce, the marketing teams saw a
remarkable growth in targeted
marketing reach, resulting in higher
conversion rates.

30% Increase
in Customer Satisfaction:

The streamlined ticketing process and
improved agent efficiency led to a
notable increase in customer
satisfaction scores.

20% Increase
in Customer Retention:

The personalized communications
based on customer data led to a 20%
increase in customer retention rates,
showcasing the brand's commitment
to exceptional customer experiences.
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Conclusion

By harnessing the power of
Konnect Insights, this leading
telecom brand in Maldives
transformed their customer

support process and elevated

their marketing initiatives to

new heights.

The seamless integration with
Salesforce, coupled with data-
driven insights, enabled them
to achieve remarkable results
in customer satisfaction,
marketing reach, and overall

business success.




