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The Social
CONNECTION 
Building Lifelong Customer Relationships in a Social Commerce World



Social commerce is exploding. Sales from products sold 

via social networks will reach $23.3 billion in 2020, and 

more than 76 million users in the US will make a purchase 

via a social network at least once this year. What does this 

all mean for customer service teams? You must meet your 

customers where they are interacting with your brand. 

And social is more than just likes and comments these 

days — it’s also a powerful purchasing platform.

Read on to understand how delivering superior social support 

can not only build lifelong customer relationships, but also 

drive revenue for your business in a social commerce world.

Social Commerce 

\ ˈsō-shəl  \ ˈkä-(ˌ)mərs \  noun
The use of social networking websites such as 
Facebook and Instagram as vehicles to sell 
products and services. 
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The Social
Commerce Opportunity

3.8 BILLION
active social media users 

2.6 BILLION 
active Facebook users 

80% 
of consumers have discovered 
a product on social media

30%
of online shoppers would 
purchase products via social media

200 MILLION 
Instagram users visit at least 

one business profile daily 

130 MILLION 
Instagram users tap on shopping 
posts to learn more about 
products every month

Social media is ranked as the 

THIRD MOST 
POPULAR CHANNEL 
to get support from a brand

On average, consumers 

reach out to brands on social

3 TIMES PER MONTH 3X

79% 
of consumers get frustrated when 
they can’t contact customer service 
on their preferred medium or platform
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Social CX to Fuel
E-Commerce Growth

Pre-Purchase Support

When a consumer sees your brand on social, whether via 

an ad, an influencer, or your brand’s page, they may have a 

question about your product or service before deciding to 

purchase. Instead of making them switch channels to get 

their questions answered, make yourself instantly available 

on the channel they are currently interacting on.

Purchase Support

With the advent of social commerce, and the rapid adoption of 

buying directly within social platforms, it’s essential to support 

your customers during that process. Technical issues? Security 

questions? Be there to resolve any problems and ensure you 

aren’t hit with “social cart abandonment”.

Post-Purchase Support

While we would all love to provide our customers with the 

perfect customer experience, that’s not always possible. And 

social media can be a channel of support escalation, or a more 

public channel to drive urgency when customers have issues. 

Whether supporting via comments or direct messages, it’s 

essential to provide a seamless support experience on social, 

turning customers into advocates rather than PR nightmares.

Sales from social commerce 
will reach $23.3 billion this year, 
up by 20% YoY SOURCE: eMarketer

The opportunity of social commerce can’t be understated. But providing an exceptional customer experience on social is the only 

way to fully capture this opportunity. Digital-first consumers want to converse with your business at every stage of the funnel, and 

the easier you can make it for them to do so on the platform of their choice, the more likely they are to exhibit loyalty. 



Hi there! I’m wondering if the donuts 

above have a gluten-free option.

Hi! YES! We have a variety of gluten-free options 

available. Feel free to check the flavors here: 

http://www.donutsfordayz.com/glutenfree

Tweets Tweets & Replies Media

@KatyPerry and @ShoeStore teamed up to release her 2020 

shoe of the year! LIMITED EDITION! Get yours today!

Shop the Katy Perry Women’s Pump: 

shoestore.link/Equiacao5pokss

Katy Perry Women’s Pump

$149.99

I seem to be missing a piece to my stove, can you 

confirm you sent the all the parts?

Thank you for your order! Order number: 

FXO9983LL. Your stove should arrive in 7 days.

I see the stove I’d like to purchase in white, 

however, I was wondering if you happen to have it 

in Stainless Steel. 

Achieving Social
CX Success

Intercept issues and complaints 

The unfortunate nature of social media is that it’s a highly 

visible channel. By integrating social with your customer 

service CRM, any issues or complaints can be handled in real 

time by your agents, preventing unnecessary problems.

Resolve issues without adding complexity

There’s nothing customers hate more than jumping through 

hoops to get their issues solved. By being available on social, 

brands can fix problems, have conversations and build 

relationships where consumers spend their time.

Give your customers what 

they want, when they want it

Don’t force customers to switch 

channels or wait for hours to get 

their questions answered. Leverage 

social messaging for real-time 

support on the social channel of your 

customers’ choosing.

Connect brands, social 

influencers and buyers 

If you’re leveraging influencers in your 

marketing strategy, ensure that you’re 

able to field any questions they may 

receive to a support agent in real time.

Deliver a consistently 

exceptional experience 

Your CX on social shouldn’t be different 

than your CX via e-mail or chat. Ensure 

you’re able to see customer history and 

deliver personalized, consistent support 

across all channels.



Power Social CX With an
Omnichannel CRM

91% greater customer retention 
YoY for businesses with
omnichannel customer service 
strategies SOURCE: Salesforce

Unfortunately, being available on social doesn’t immediately 

mean your customers enjoy the experience. The quality of 

support that you deliver still has to be exceptional if you want 

to leverage social CX as a differentiator. According to recent 

Kustomer research, personalization is the most highly valued 

customer service attribute, and achieving personalization isn’t 

possible without a truly omnichannel CRM. 

In a multichannel support environment, each channel lives in 

its own silo with its own dedicated team of agents, with limited 

communication or sharing of information between channels. 

This makes it impossible to see the customer history and 

deliver a personalized, effortless customer experience. 

Omnichannel support, by comparison, shifts perspective from 

ticket resolution to customer relationship building. Customers 

have the freedom to move between channels throughout 

their engagement, and are guaranteed consistency, so each 

conversation starts where the last ended.

Leverage an omnichannel customer service CRM that can 

integrate your combination of communication channels 

in order to capture the free flow of conversations across 

platforms, and display the data in a single screen. A best-

in-class solution should create a unified home for all your 

customer data, regardless of the source, not only the data 

generated from customer conversations on social.

It looks as though I received 

the wrong pizza by accident. 

Could you send the one I 

ordered or issue a full refund?

Frank, we’re so sorry! We’re 

contacting the restaurant 

immediately to send you a new pizza.

Hi Frank, your new pizza is on the way, 

you should also see a full refund back 

in your account - pizza is on us! Sorry 

for the mishap! 



Kustomer is the top-rated CRM, helping leading brands deliver modern customer service that creates 

customers for life. To learn how Kustomer can power your social CX strategy, visit Kustomer.com/Demo

https://www.kustomer.com/demo/?utm_source=pdf&utm_medium=referral&utm_campaign=social-commerce
https://www.linkedin.com/company/kustomer
https://www.instagram.com/kustomer/?hl=en
https://twitter.com/kustomer?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.facebook.com/kustomerplatform/

