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How companies are enhancing customer experience and increasing customer

loyalty by integrating Facebook into their mainstream customer service platform



EXECUTIVE SUMMARY

Facebook has evolved. From a space essentially for 

staying in touch with your friends, it has now become an 

ecosystem, where there are businesses, people, games, 

groups and what not. The biggest (ongoing) impact Facebook 

has had, is on companies and consumers. Where the former has

found a new place to market, the latter has found a new way to 

communicate.

These consumers are young, internet savvy and not shy to express their opinions or views

publicly, even on sensitive topics. A recent survey reveals that 91% of the respondents use some sort of 

Social Media either “Always”, “Often”, “Sometimes”, or “Rarely”. Customers are lavish in praise, but at the same time, businesses can expect a 

heavy backlash if they are not satisfied with a product or service. Facebook amplifies this, to the extent of virality. What businesses have in 

their hands is a potential goldmine or an imminent time bomb.

So what can be done about it? Is there any way that businesses can capture and respond to customer communications posted on Facebook, by 

which they can stay connected to your customers, listen to and service their every request, comment and query? Can a social media tool like 

Facebook be turned into a customer response tool that will effectively recreate your business and the way your CRM functions?
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“Facebook has over 800
million users, 50% of whom
log on everyday, where they
can interact with 900 million

objects, which include
business pages.” 

© 2011 Freshdesk, All rights reserved. To learn more visit us online at http:// www.freshdesk.com



2 of 8 © 2011 Freshdesk, All rights reserved. To learn more visit us online at http:// www.freshdesk.com

Businesses around the world are 

increasingly using the digital space, especially 

social media platforms like Facebook and 

Twitter as a means of marketing, sales and 

customer service. It is estimated that there 

are 800 million users on Facebook as of 2011, 

of which an average user has 130 friends & 

interacts with 80 community pages, groups 

and events. 

Almost every big player in every major

industry, have all gone social to harvest the 

huge potential online. Every company now 

has a Facebook page to at least gauge 

customer sentiment about their product,

service or brand. The smarter, more savvy 

ones have realized where the true opportuni-

ty lies, and now use Facebook differently - as 

a means of responding to customer queries, 

feedback and complaints quickly and 

efficiently, albeit, in real time, thereby 

impressing their customers and garnering

immense goodwill, loyalty and word of mouth 

for the brand. This,translates to happy 

customers.

According to a study by MarketTools Inc., 

nearly one fourth of companies across the 

world already provide some sort of customer 

support and service via Facebook. As the 

world revels in the changes that Social 

Media has rung in, serving customers on 

these platforms has become more the norm, 

rather than a point of differentiation. What is 

at stake is positive brand recall and customer 

loyalty, things that no business can 

afford to ignore.

Introduction



WHY FACEBOOK FOR CUSTOMER SERVICE?

Facebook is a great tool for customer service as it is easy to use, instant, social, provides direct feed back, and is, for all intents and purposes, 

free of cost. Customers with queries, requests and complaints, post them online, and tracking and addressing them in real time boosts brand 

image & credibility, as well as improves customer satisfaction by leaps & bounds. Major advantages in using

Facebook for Customer Service are

Instant Problem Resolution

The current generation of consumers is used to self service & craves instant gratification. Using Facebook 

allows you to respond to them quickly and satisfactorily, as they are more used to this type of interaction

than anything else. This kind of real time communication tends to appeal to consumers much more 

than waiting for responses, which happens on other platforms such as email.

Free of Cost Channel

Of all the existing customer support channels, phone, email, web, etc, Facebook is relatively 

cost free, and needs only commitment and time to set up & manage. 

3 of 8 © 2011 Freshdesk, All rights reserved. To learn more visit us online at http://www.freshdesk.com

“ 85% of Active 
Facebook 

Users have 
used Facebook for 
Customer Service ”



Enhanced Word of Mouth and Buzz

Customers happy with your product or the service they received will talk about it. On Facebook this effect is enhanced several times over, 

through the network of friends that a user has. A survey by Starcom Mediavest & Rubinson Partners shows that when it comes to sharing 

on the web, Facebook rules, accounting for 38 percent of all sharing referral traffic on the web.

Staff Transparency and Involvement

Facebook is an exciting channel for customer service & employees are likely to take notice of such efforts, claim ownership & get involved 

when they see customers talking about their product or service in real time and on a platform which they themselves are familiar with.
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23 percent of companies surveyed by MarketTools 
already provide customer service and support via 
Facebook.“



•  Set up a Facebook Page for the company. For e.g. 

@freshdesk. Somecompanies also setup a dedicated Support

• Convert Visitor Posts and Company Posts into tickets that

 agents can monitor & support.

THE CHALLENGES

Facebook being the transparent, public platform that it 

is, brands need to be doubly careful about what they say 

and endorse. There needs to be a clear

uniform framework to track customer posts, identify 

which ones need a response, which ones need following 

up and executing efficiently. That said, there also

has to be a consistency across all the messages sent to 

ensure that the brand proposition is clearly 

communicated.

In contemporary times, the company’s Facebook 

presence is usually managed by the marketing team, and 

when customers post queries related to products

and services, they are then directed to the customer 

support team. Then again, monitoring and responding 

manually to an ever increasing number of posts

and comments will never be viable, quite simply because 

of time constraints & the fact that maintaining 

consistency across the channels will become a

monstrous challenge.

THE SOLUTION

Freshdesk is a tool that allows businesses to track, capture and respond to 

customer queries and complaints posted on Facebook.

Mining messages on Facebook provides companies with real time, actionable 

data on your products and services. Freshdesk will let you use Facebook as a

customer support channel, much like the phone, email and the web and 

Twitter. Freshdesk’s multi faceted functionality give you options to :
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• Customer service representatives can easily convert 

Wall Posts into tickets or they can respond directly 

to the posts by commenting, if they so choose.

• A reply to a Facebook ticket will be posted 

on the Facebook wall itself. When the user 

responds back by commenting, the 

comment is automatically added as a 

conversation to the original ticket.



The Freshdesk Advantage
Freshdesk enables companies to support customers using Facebook by seamlessly

integrating Facebook with other support channels like email, phone or the web.

To find out how Freshdesk can help streamline your Facebook monitoring

system for improved customer responsiveness and increased customer loyalty,

Please contact

support@freshdesk.com

or go to

www.freshdesk.com

and sign up for a free 30-day trial!


