Social Media
Management
Get your whole organization
responding fast and appropriately
to social mentions

Social Media Management
Be a customer service superstar with fast, appropriate responses
to social media queries and complaints.

CHALLENGE

SOLUTION

Ensuring fast, joined-up social
media customer service

Get the whole organization
working together with MATS

Savvy consumers know that complaining in a public

If you want to get your whole organization responding

Better still, Social Media Management powered by

forum often gets faster and better results than traditional

quickly and efficiently to social media activity, you need

MATS is highly configurable, so it’s easy to add new

customer service channels. So if you don’t want

an easy-to-use tool with built-in workflow to handle and

channels and if you want to improve a process or add

your brand’s timeline to read as a constant stream of

escalate inquiries appropriately.

a new one, you can do it quickly and easily without any

complaints, your whole organization needs to get really
good at resolving questions and complaints that arrive by
social media.
All to often, social media monitoring tools prevent
marketing, customer service and sales teams from
working together to deliver a great customer experience.

Social Media Management (SMM) powered by MATS is

programming.

easy to use, fast to implement, and extremely affordable.
It enables your whole customer-facing organization to:
•

Listen to social media channels

•

Examine and measure content sentiment

•

Work out appropriate next steps

•

Forward notifications to the appropriate team or
individual

“When companies engage and respond to customer service
requests over social media, those customers end up spending
20-40% more with the company.”
BAIN & COMPANY

Why Manage Social Customer Service
with MATS?
When you manage your social customer service processes with Social Media Management
powered by MATS, your customer-facing teams can:
• Sort legitimate communications from digital noise
• Flag sentiment and keywords
• Ensure messages are dealt with by the right staff
• See all activity in one place, thanks to integration with your existing service systems
• Configure and reconfigure processes to meet your and your customers’ needs
• Simplify SLA compliance
• Deliver a great customer experience
• Turn customers into brand advocates
• Minimize customer churn
• Uncover new upsell opportunities

Key Features
Support for multiple channels

•

Consistently manage multiple Twitter accounts and Facebook pages in a single case management environment

•

Post in-app replies on the public timeline or via direct messaging

•

Built-in social broadcast features

•

Easily extended to include additional social channels

•

Integrate with traditional channels like email, website, survey, text and phone

•

Manage your own vocabulary to test message sentiment

•

Measure sentiment at a conversation and message level

•

Manage your own list of buzzwords or phrases to enable better reporting

•

Require or request supervisor approval before public posting

•

Intelligent queue management; rule-based prioritization, and “get next” facility

•

Rapid, web-based deployment – scales to any number of users, departments, countries and languages

•

Access through any device: desktop, tablet or smartphone

•

Deploy via cloud or on-premise

•

Centralized repository for all feedback

•

Adaptable department specific processes

•

100% configurable workflow, case management and work allocation

•

Totally configurable rules, actions, user interface and branding

•

Automatically update customers as cases progress

•

Fully customizable reporting, management information and KPI dashboards

•

Collaborative case review

Multi-channel two-way communication

•

Customers can be updated via multiple channels including: SMS, email, web, Twitter and Facebook

Integration

•

Easily import and export data

•

Integrate with Salesforce.com or other CRM systems

•

Agile, collaborative process management supports full cycle: measure, analyze, improve and control

Analysis & routing

Scale & reach

Control

Support for continuous improvement

Smart Process Apps
Powered by MATS

About MatsSoft

MATS Smart Process Apps are developed on the MATS Low-code Development
Platform. That means they are highly configurable and can easily be integrated into
your wider IT landscape.

MatsSoft is on a mission to close the Process Execution Gap – the gap between the
people who know what they want to improve, and the coders who make it happen.

You can implement a Smart Process App almost out of the box, or adapt it to your
custom business requirements, at a fraction of the cost and time of traditional
software development.
Deployed via the Cloud (and also available on premise), Smart Process Apps are web
and mobile ready.

We started life as a digital design agency, which taught us a thing or two about
customer-centric design. We set out to create a new kind of process improvement
platform – one that eliminates coding and complexity, making it easy for process
people to make the changes they want to make.
Today, our Low-code Development platform, MATS, is used by process improvers,
customer champions, innovation leaders and IT teams in organizations across the
globe. Customers include Nationwide Building Society, Coca-cola, FedEx, Thomas
Cook, Barclaycard, RBS, Santander and Intel.
Find out more at www.matssoft.com

info@matssoft.com
www.matssoft.com
+44 (0)330 363 0300
+1 (800) 407 1920

