
Hi-tech with a 
human touch



“

Technology is a powerful tool, but 
it is the human touch that brings 
it to life and makes a meaningful 

difference in people's lives



The Lighthouse Legend



Technology with a human touch

1. How to balance technology and human interaction in social 
media implementation

2. The benefits of using automation tools to streamline 
processes vs. maintaining a personal touch with customers 

3. Leveraging social media analytics to better understand 
customer needs and preferences



How to balance technology and human interaction in social media 
implementation

1. Provide personalized responses

When responding to customers, it is essential to show you are 
listening and care about their concerns



How to balance technology and human interaction in social media 
implementation

We are where our 
customers are

2. Offer multiple channels of support

Either it is phone, email, chat, social media, so they can choose 
the most comfortable channel and you become easy to 
approach



How to balance technology and human interaction in social media 
implementation

3. Use social media monitoring tools

These tools can help you identify customers issues and 
respond fast.

Address concerns before they escalate.



The benefits of using automation tools vs. maintaining a personal touch 
with customers 

Automation tools

• Efficiency
• Consistency
• Speed
• Data 

management

Human interaction

• Customization
• Emotional connection
• Proactive engagement

Memorable 
experiences

Customer 
interaction





Leveraging social media analytics to better understand customer needs 
and preferences

Define goals and metrics

CSAT, brand awareness, identify 
a product – goals guide your 
analytics efforts

Monitor Social Media 
conversations

Keywords, hashtags, mentions 
related to gain insights into 
customer sentiment, concerns, 
preferences

Monitor competitor 
performance

Analyze content, engagement 
levels, audience demographics

Choose the right analytics tools

…which align with your goals 
and preferences

Identify popular content and 
trends

This can help create more 
targeted and relevant content in 
the future

It is an ongoing process

Stay updated
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Define goals and metrics
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Monitor Social Media conversations
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Monitor competitor performance example: Benchmark across key citizenship pillars
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Identify popular content and trends
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Thank you!
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