
Social Media Customer 
Service Solutions
In today’s marketplace, customers are in control. In fact, 47% have used social media to complain about a 

brand’s customer service, while 70% of consumers said they have used social media for issues to do with 

customer service on at least one occasion. HGS has over 10 years experience in designing, implementing, 

and executing social media customer service solutions for our clients.

HGS Social is a social media solution that addresses the needs of consumers, resolves grievances posted 

on social, seizes opportunities to drive positive word of mouth, and helps protect the brand from a crisis.

Our Framework for HGS Social

Engage with customers 

to deepen relationships 

and answer common 

customer service 

inquiries using the 

Brand Voice.

Protect the brand by 

identifying, escalating 

and mitigating issues 

before they become 

crises.

Decode the Voice of 

the Customer to inform 

operational business 

decisions.

Create memorable 

moments by engaging 

with influencers, and 

seize opportunities to 

drive positive media 

coverage.
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How We Do It:

Bringing together people, 
expertise, tools, automation, and 
analytics to produce outcomes

Using artificial intelligence to help 
determine actionable posts and 
prioritize them 

Leveraging rules-based 
automation to route the right post 
to the right team or team member

Training our agents to respond 
using the brand voice, creativity, 
empathy, and action

Leveraging text analytics to 
decode the voice of the customer

The Value We Bring:

• Provide support 24/7/365

• Increase response rates

• Increase response times

• Resolve more questions, 
issues, and concerns in 
channel

• Increase the ability to scale, 
when a need arises

• Provide actionable insights for 
the whole enterprise

For one Fortune 100 global retailer, HGS has 
received the following results in only 9 months:

$8M
cost savings by 
filtering 8.5x the  
number of non-

actionable posts via 
enhanced AI

$1.4M
cost savings from 

automated tagging 
structure

3x
as many posts 

touched, tagged, 
and reviewed 

as prior vendor, 
including owned and 

earned content

22%
More responses 

than prior 
vendor’s 4%

19.2M
likes, shares  and 
comments from 
our responses

<30 min
response time, 

well under the goal 
of 2 hours
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