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       Social Media Brand Experts        FTSE 250 Case Study 

Social Media Customer Service

Overview 
A noted company on the FTSE 250 index required a 

streamlining of existing social media customer care activity 

through both management and consultation services. 

Challenge 
Although running customer care through social media, the team 

was small and frequently missed mentions and queries, increasing 

negative sentiment around the company and its 15 UK brands. 

Solution 
Social Media Brand Experts, after careful consideration, was 

selected as the global top runner for Social Media Customer 

Service for a leading FTSE 250 company. Our Social Media 

Customer Service Specialists provide customer care 7 days a 

week from 0700 to 2200 interacting with up to 45,000 Social 

Media mentions across their 15 UK brands, all requiring 

different tones of voice. All queries are actioned across various 

departments within the client’s business, and time to first 

contact is generally within 15 minutes. Social Media Brand 

Experts helped streamline the company’s internal processes, 

substantially reducing online negative sentiment and 

addressing the backlog of outstanding issues. 

Results  
In the first three months of starting the programme, Social Media 

Brand Experts reduced their negative sentiment from 22% to a 

mere 1% on the 55 social media platforms.  This programme has 

won various awards and is continually outperforming its 

competitors. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


