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Our mission is to enable |orge
enterprises to build their social
communities — and contribute to
business growth — through
strategic, data-driven social
operations services and support.

We turn Digital Chaos into
Human Connection.
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Our Services

We help brands elevate their Social Operations through four core areas:

Strategy

Social Governance
Data Privacy
Security

Channel and Content
Strategy

Influencer Disclosure

Management

Technology

Implementation

Integration

Managed Services

Platform Optimization
Al/ML and Rules-Based

Automation
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Engagement

Moderation

Community Management
Online or Hybrid Live
Event Production
24/7/365, Multilingual
Support

)

Intelligence

Listening
Reporting
Predictive Analytics

Sentiment Analysis



Social Media Governance

Creates ROl and Excellence 5

Top-Selling
Car Maker

OUR CHALLENGE THE RESULTS

e Client seeking to build a world-class social media center of excellence
to serve all of Toyota North America

e Distributed social team across 9 business units, 6 agencies, 970+
internal / agency users, 12+ executive stakeholders

e No centralized possword management, user success support, ongoing
fraining, or dashboards / reporting

OUR SOLUTION

o Comprehensive audit of social content processes, software p|o’rforms,
brand-owned channels, and team user accounts

e Streamlined monrh|y reporting to a sing|e deliverable, with sections to
serve each business unit

e Rolled out enterprise social credenfiohng and content management,
along 1:1 training and 24/7 support helpline

GOVERNANCE AND SECURITY
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Executive Governance Council
established for SOCIC]l, with shared

reporting and \Zelilgle] procedures

|dentified and secured 700+ accounts
with unauthorized publishing
permissions for Toyota brand accounts

4,700+ workdays saved through
personalized, on-demand 11 training
for all social media stakeholders

$14M+ cost savings since January
2020 through vendor management,
training, and platform optimizations
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Purr-fect Weekend Coverage
Enables Pet Parent Love
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R CHALLENGE

Client seeking friage and response for social over the weekend,
mitigating po‘renﬁo| for negative PR and viral crises

Pet parent interactions span a wide gamut from influencer mentions to
producf questions fto health emergencies, requiring diverse responses

Cases can reference hundreds of different producfs, bronds, or services
provided by the client, requiring comp|ex keyword query

R SOLUTION

Dep|oyed our team weeks ahead of work start date to train on client
branding and products; updated the client’s social care playbook

Deve|oped situational response fime benchmarks Jrhrough historical
data ono|ysis, separating the crises from the questions in the data

Redesigned client |isfening dashboards, friage queues, opprovo|
pofhwoys, and response scenarios to optimize connection and speed

LISTENING AND ANALYTICS

ﬁ National Pet

Care Retailer

THE RESULTS

Active Listening and accurate,
meaningful data have improved all
aspects of the client’s social media
presence

In one client’s own words:
‘We weren't really looking at the right

analytics. We thought we knew what
we were /isfem‘ng & monitoring for, but
the dashboards that Social Factor has
built have significonf/y impacted our

overall response time, brand sentiment,
and established proper benchmarks.”

Director, Corporate Communications

[-2]



Community Management Nationdl
Gets a New Set of Wings Restaurant Chain

OUR CHALLENGE THE RESULTS

e Client sought to highlight 4/20 and connect with “craving” customers in

250% increase in comments against
a unique way, using a different voice just for this event moment ol l gai

benchmork averages dcross O”

e This online change had to happen at the same time as multiple big channels managed for this campaign
offline activation events in San Francisco and across |ego|izeo| states

12M+ total impressions for the
e Brand teams developed “Lil’ Ranchy” (a bucket of ranch dressing) as a 0

persona for social channels to odop’r during this event

OUR SOLUTION Campaign “far exceeded” client

e Trained and deployed a team within 48-hours to provide turnkey social expectations for response volume,
coverage, all using the client’s social management platforms

campaign attributed to channels
managed by Social Factor

audience engagement, and ease of

e Created custom engagement moments that extended the new brand escalation procedures given the tight
persona, bringing Lil' Ranchy to life through conversation turnaround timeline

° Designed workflows and response teams fo escalate negative sentfiment
in real time while maintaining positive brand character

MODERATION AND COMMUNITY MANAGEMENT
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Beating the Summer Heat of
a Content Publishing Rush

OUR CHALLENGE

e Client launched a new initiative to welcome guests back to on-premise
dining fo||owing the heighf of the pondemic

e VWitha company his’rory of caring for emp|oyees and guests like Fomi|y,
the effort aimed to demonstrate and inspire acts of care

e Client asked us to pub|ish and moderate reactions to the 50+ pieces of
content supporting across Facebook, Instagram, and Twitter

OUR SOLUTION

e Sef and managed all content and asset logistics plans with client and
agency creative partners

e Developed posting and moderation schedules from campaign calendar,
with real-time status updofes for all stakeholders

° Amp|ifieo| posifive sentiment by engaging with reactions, answering
questions, and ropic”y oddressing issues

National
Restaurant Chain

THE RESULTS

Total campaign reach for all content
published over 16M users

Engagement levels that beat average
benchmarks and previous successes,
including: over 92K likes, over 22K
shares, and over 7K comments

Signiﬁcon# positive sentiment from
audience reactions across the entire

campaign (63% of measured
messages)

CONTENT AND CHANNEL STRATEGY
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oney and Time Saved

R CHALLENGE

Social media pub|is|’1]ng and cmo|y+ics were distributed across a variety
of p|o’rforms, with different owners and/or o|up|ico+ive confent

These scattered point solutions created overlapping processes, each
owned by separate teams with their own objectives

Client sough‘r to build an infegrofed content flow for their Social
Center of Exce”ence, blocked by this level of Frogmen’ro’rion

R SOLUTION

Partnered with client team to comprehensive|y evaluate every p|o’rform
touching social media and provided recommendations to streamline

Conducted interviews with each content stakeholder team to
understand current process and design new workflow

Rolled out p|ohcorm optimization and standardized procedures with
fraining and support for all contributors

Top-Selling
Car Maker

THE RESULTS

Over 1,600 existing content assets
reused across business units, driving
down overall cost per engagement

Over 26,000 work days of effort saved
through process optimizations and
shared asset collaboration

$5.7M saved on original content
creation through asset management

Over 250 users migrated to a single

shared content p|0nning process

SOCIAL SOFTWARE MANAGEMENT
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We Built This Workflow to
Rock and Roll

OUR CHALLENGE

e Client had a social software p|o’r1corm in p|oce, but couldn’t use it
eﬁecfive|y to collaborate, pub|ish confent, or respond to audiences

e Inbound messages ran the gamut from detail-oriented product
questions to first-time p|oyers fo ce|ebri‘ry-|e\/e| rockstars

® Responses were inconsistent to these and many more scenarios, p|us
escalation pofhs for issues weren't c|eor|y defined

OUR SOLUTION

e Evaluated and documented all client processes in place, identified
areas of risk and/or open opportunity for growth

e Developed customized workflows with adjustment levels for client
priorities based on channel, engagement type, and volume

e Defined escalation processes for each common issue type, reducing
time to resolution and c|orifying roles across the organization

WORKFLOW DESIGN
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“ Famed
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THE RESULTS

726% increase in total responses
achieved in less than 90 o|oys

Six—Figure annual investment in social
software platform realized positive ROI
through optimization

Unlocked the obi|i’ry to respond fo
positive brand love messages, thanks
tfo processes successfu”y managing

doi|y queue of negative issues
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FACTOR
Contact us:
sales@socialfactor.com



