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

®






Technology with a human touch

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

Z. 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
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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

BUNA. AM AFLAT CA LA UNUL DI MAGAZINELE DVS. DIN SIBIU EXISTA
UNA DIN BENZILE DESENATE MARVEL CE CARE O CAUT. PUTETI
SOLICITA SA SE FACA TRANSFER DE LA MARKET SIBIU (Bulevardul
Victoriel v 42) LA CARREFOUR VIVO CLLU NAPOCA?
VENOM VS SPIDERMAN cod produs: 32546127
’ BUNA CLL 704 CENTRAL. E PERFECT VREAU 3 BUCATI
@ Private Message - 6min - @ See Translation s

Bund, Tawil Verific cu colegii din magazin §i revin cétre tine imediat cum

primesc un rispuns. O searil frumoasd! Maria

2 hours ago

Nu au indicatoare pentru produsele de baza. Pierzi timpul cautand produse. Din pacate raspunsul acestui comerciant
este unul automat. Dezamagitor. (Translated by Google) They do not have indicators for basic products. You waste time
looking for products. Unfortunately, this trader's answer is automatic. Disappointing.

(owner)
Just now

Buna, Radu! Ne pare réu dacé nu ai putut gasi rapid produsele cautate. Insé, in magazin, pe capetele fiecérui raion avem
semnalizate categoria de produse, tocmai pentru a te ajuta sa gasesti mai usor tot ceea ce iti este necesar. Daca nu
reusesti sa gasesti un produs, poti apela cu incredere la un coleg si te vom ajuta cu mare drag. Numai bine!




How to balance technology and human interaction in social media

implementation

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

» CONNECT

Carrefour
market
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How to balance technology and human interaction in social media
implementation

onit

Use social media ring tool

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

Address concerns before they escalate.

Mai nou se vand urzici cu un cui in punga! leri 14 feb 2023 am
cumparat o punga de urzici la 500 gr de la Carrefour Tr Severin cu o
surpriza in interior.Chiar asa, nu se poate!

Buni seara, Angy! Ma numesc loana si fac parte din echipa Customer Care a
Carrefour. Tmi pare tare rau pentru aceasta situatie complet nedorita. Am
informat colegii din magazin care au inceput deja verificirile. intre timp, te rog sa
imi dai un numér de telefon Ia care acestia sa te poatd co

seara buna!

Bund, din nou, Angy! Asa cum am mentionat caz a fost transmis
gazin pentru verificiri. Totodats are se ocupé de calitatea
sit Tn pungs pentru a

Buna seara draga
loana Eu vin de la o
distanta de 80 km vin RIS

de la tara Inca pastrez [ e
punga si acest
obiect.Am facut
cumparaturi de la
Carrefour si am gasit
punga acest cui

Lintrtaibadl M3 bucur mult c3 situatia a

foarte placut surprinss S e
de atitudinea ta 5i a fost rezolvata si ca ai primit

b Ll cu bucurie mica noastra
Acestia au fost foarte L
ERIEER T surpriza . Sper ca
Lot ingredientele sa te ajute sé
alte produse pentru & = N A

pnspahalg el Ztesti o mancare super
multumesc mult! Mai  [W0e[falete it

vin pe la voi

S
AGENDA BINELUI () 555
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The benefits of using automation tools vs. maintaining a personal touch
with customers

Automation tools Human interaction

* Efficiency + Customization
¢ Consistency * Emotional connection
- Speed Customer * Proactive engagement
="hia interaction

management

Memorable
experiences
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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

Identify popular content and

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

Monitor Social Media
conversation

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

Choose the right analytics tools

..which align with your goals
and preferences

Monitor competitor

Analyze content, engagement
levels, audience demographics

It is an ongoing process

Stay updated
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Define goals and metrics

° Total Ticket Volume Overview

1 g 1

Open Tickets Overdue Tickets

@ Overall Performance in Past 24 Hours

70 Tickets Received @

21 less than previous period

Avg. First Response

6 13m 34s Time n

13m 34s more than previous period

= 94

Unassigned Tickets

1 00% Avg. % SLA met

100% more than previous period

2m 48s Avg. Handle Time

2m 48s more than previous period

’& Team Status (1) Show All

On a Ticket

W

I

ﬂ Top Issues in last 24 Hours

Neutral [ Positive

Financing

Order Details | General

Product Complaint/Inquiry | Ingre...

Tickets
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3. 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

Identify popular content and

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

Monitor Social Media
conversations

Keywords, hashtags, mentions
related to gain insights into

customer sentiment, concerns,
preferences

Choose the right analytics tools

..which align with your goals
and preferences

Monitor competitor

Analyze content, engagement
levels, audience demographics

It is an ongoing process

Stay updated
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Monitor Social Media conversations

Overall Customer Sentiment

M Positive ©

MW 62.8% Volume of Positive Sentiment Messages

¥ Neutral ®

W 26.1% Volume of Neutral Sentiment Messages

W 11.1% Volume of Negative Sentiment Messages

B Negative ©
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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

Identify popular content and

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

Monitor Social Media
conversations|

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

Choose the right analytics tools

..which align with your goals
and preferences

Monitor competitor
performance

Analyze content, engagement
levels, audience demographics

It is an ongoing process

Stay updated

®
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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

Identify popular content and
trends

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

Monitor Social Media
conversations|

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

Choose the right analytics tools

..which align with your goals
and preferences

Monitor competitor

Analyze content, engagement
levels, audience demographics

It is an ongoing process

Stay updated
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Identify popular content and trends

aniversara
ro/catalogues/super-oferte  preturile  frumoasa vlad @iammariusmoga
#castigavouchere pretul preferatul campanie tare
accesezi

camefourro luptd Vouchere vqte.az.é hiturilor decr:;l?déofertele
sy profiti feat andra #celemaimicipreturi ..o bune

e Hhitcarrefour luna ™ #lunahit moga ro/ehive

achiziti @M oferte

wa produse cherry . mic carrefour B ety
s @anda Mari zoh #MOQGA #carrefour batalie aaturi

250qgr
aceleasi

achizitilor o castiqi #ZOb S #nicolecherry placecrécillmul
eforu.lrilve. U9 xraturi #Carrefourhlt garantat mii - iesaZ4le|/k9
pregatit CUMPAratull gpreturimici ha 9

market prefuri - noncerte MAarea mici marius gasesti ceilalt

|
#celmaimicpretgarantat  hit-ul euro  Ip.carrefour.ro
#voteazaandra

30lei/kg Seamand 200/kg adaptate
#voteazamoga

alexandru
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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

Identify popular content and

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

Monitor Social Media
conversations|

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

..which align with your goals
and preferences

Monitor competitor

Analyze content, engagement
levels, audience demographics

It is an ongoing process

Stay updated
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Thank you!

®

florina_dobre@carrefour.com
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