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The digital Customer Experience (CX) is the next frontier for differentiation, and your 
ability to provide a consistent, excellent experience across touchpoints is the new 
table stakes. This whitepaper takes a look at processes and technology supporting 
CX and at how and why you should connect your customer care agents with your 
community managers, moderators, and marketers to drive CX excellence.

First, some data: a recent Harris Poll study, commissioned by Khoros of 3,000+ US 
and UK consumers, showed that customer experience is actually more important 
than the product itself. 

The study found:

The new table stakes

55% 73%

83%

of adults say they place 
more value on a positive 
experience with a brand 
than on the product 
purchased.

of adults will spend  
more on a product from  
a brand they love versus  
a brand they do not.

said they would stop 
using a brand after one 
bad experience.

9 OUT OF10
adults (87%) agree that 
they would look elsewhere 
if a brand made them 
unhappy in any way. 
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WHAT DOES THIS MEAN? 

It means you win or lose customers based on 
digital CX. It means that digital CX has a direct 
impact on your operating results—revenue and 
margin. It means that unifying the experiences 
created in customer service is critical for driving 
retention and improving digital CX. As reported 
by Altify, CX is now considered the number one 
strategic priority for 87% of businesses. And 
for the largest companies ($1Bn+) that number 
jumps all the way to 94%.

WHAT’S AT STAKE? 

The more customers your brand has, and the 
higher the volume of digital conversations (e.g., 
social, SMS, chat, messaging, community, care 
tickets) from customers, the greater the risk is 
that you’ll fail to meet customer expectations. 
Clearly, you have one shot to get the digital 
CX right. And with more and more customers 
turning to digital channels for support, now is 
the time to focus on their experience. 

As you assess your people and processes, 
take a closer look at your technology. If you’re 
not using technology that connects care and 
marketing, not using a platform designed for 
large consumer companies with high volumes 
of service inquiries, then your brand is at risk. 
But take a moment to breathe, and read on to 
learn how you can gain the upper hand.

https://www.altify.com/benchmark2017/
https://www.altify.com/benchmark2017/
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When setting out to build a world-class brand that delivers consistently excellent CX, the 
focus is typically around the people, processes, and technology needed to manage digital 
conversations. While you may not think of it this way, there are two primary teams involved in 
your digital customer experience program, and they need to be aligned.

The first is marketing, where teams of community managers and moderators surprise 
and delight customers and surface trends for further study. The second is customer care, 
where agents armed with digital tools work at scale at a prompt speed to increase customer 
satisfaction and retention, the keys to building long-term brand advocates. 

AGENT MODERATOR

In-house or contracted agents, often in a 
social, digital, or call center team.  

Respond to customer service cases, usually 
at high volumes, each day. May assist with 
“surprise & delight” however primary functions 
are customer service and issue resolution.

Service level agreements (SLAs)  
for key operating parameters:
• Conversations handled
• Handle time
• Response time
• CSAT/NPS
• Sentiment conversion

Marketers, community and social media 
managers, either in-house  
or provided by a brand agency.

Help build brand love and nurture 
relationships with customers. May also 
monitor trends and watch competition. Curate 
brand and user-generated content, often 
guiding customers to relevant content.

Engagement results and trends:
• Clicks, likes, shares
• Share of voice
• Awareness
• Response time

• Sentiment

Who They Are 

 

 

What They Do 

 

 

 

 

 

How They’re Evaluated

The two faces of digital care

The following table shows the comparative roles of agents and moderators.

One of the more common mistakes contemporary brands make is treating agents (care) and moderators (marketing) 
separately, as if each existed in its own silo. Don’t do that. Customers are more connected and more able to quickly 
share experiences than ever before. They make relatively little distinction between the promise in an ad, the 
experience in a store, the unboxing of a new product, or the use of that product a year later. Taken together, it all 
becomes the customer experience, and it all adds up to what your brand will become known for. 



6

Unified digital 
customer experience

Consider the combined needs of marketing and care, then build a platform to excel at both:  
investing in the technology that enables this helps ensure you achieve your business objectives.

While marketing and care may require specific technology, it’s best to unify within the same platform so the 
customer’s experience is consistent and on-brand whether being assisted by an agent or engaged with by a 
moderator. The following table shows the unified requirements and how they are used by agents and moderators.

REQUIREMENT AGENT MODERATOR

Planning & Control

Analytics

Workflow

Task and Goal Planning

Brand Protection

APIs supporting granular staff-level  
and workflow planning tools

Approval of responses, e.g., for new 
agents; logs of agent actions

Comprehensive view of active and 
planned campaigns

Approved messaging and content; 
control of access to handles

Real-time and Historicial Analytics

Trends and Alerts

CX Measurement

Agent performance metrics that can  
be set and tracked against Service Level 
Agreements (SLAs)

Real-time alerting to stakeholders  
when service levels are breached

CX metrics, sentiment conversion,  
and CSAT/NPS

Ability to track engagement, Share Of 
Voice (SOV), awareness, sentiment, and 
response time

Ability to identify trending posts, 
keywords, or media

CX metrics, Engagement data, 
sentiment, and CSAT/NPS

Conversation Management

Dynamic Tasklist

Access to Customer History

Automation

Call center-like workflows

Management of both asynchronous  
and real-time chat conversations

Single, prioritized to-do list with 
advanced filtering, routing, and  
tagging of conversations

Holistic view of each customer  
— including previous care and  
brand conversations

Machine learning to filter out  
irrelevant posts and source answers

Ability to spot and select specific posts; 
Tools to spot and track brand advocates 
and influencers

Ability to view and manage multiple 
streams of conversations at the same 
time

Holistic view of campaign, including 
conversations with specific customers 

Automated scheduling and optimization 
of publishing tasks



7

Putting it into practice

Imagine a typical scenario, one in which a customer with a current issue 
receives a marketing offer from the same brand. It’s more common than you 
think, and rarely turns out well.

Without a connected platform, the moderator tasked with campaign follow-up has no clue that this customer 
is currently dissatisfied. While the moderator is trying to help address the customer’s comment, unbeknownst 
to her the ill-timed marketing campaign has set off the bells in the mind of the customer. How much better 
would it be if these efforts were connected? For example, to let the agent reinforce the offer for a technician 
to come out and look at the installation and make it right, and have the moderator build on this in the forum? 
And to only then ask the customer for additional business?

Disconnected teams operating with separate tools have no idea that this is the same customer, and as a 
result they suffer these types of miscues with unfortunate regularity. Disjointed replies lead to a bad customer 
experience, increased risk of customer churn, and likely embarrassment for the brand.

It doesn’t have to be this way.
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Putting it into practice

The largest and smartest brands focus on setting up their agents and 
moderators for success to ensure consistently excellent customer experiences.

As a result, whether engaging with an agent 
or a moderator, T-Mobile customers enjoy a 
consistently excellent customer experience. 

As a result, USPS customers seeking information on shipping care packages 
to Puerto Rico knew which facilities were open and what services they could 
provide, reducing calls and queues in the retail locations. The benefit was 
both higher CSAT and reduced USPS costs. 

Here’s how agents and moderators from leading brands — all Khoros platform users — deliver.

20,000 1 Million

00:03:23

Each time they do, they have a complete 
view of the customer history, and are 
aware of each and every offer that has 
gone to the customer. 

compared to an industry average of  
1 hour and 24 minutes.

T-Mobile’s social agents respond 
to customers nearly

The USPS’ moderator team receives around

T-Mobile’s average  
response time is

During Hurricane Maria, USPS used social media  
to respond rapidly to customers

TIMES EACH DAY

INCOMING MESSAGES PER YEAR
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Khoros is the leading customer 
engagement platform built to turn 
siloed knowledge into enterprise 
value, and customers into 
contributors. By connecting consumer 
insights across all departments, 
Khoros gives companies the 
ability to run their business with 
their customers, anticipating 
their needs and accelerating 
sales, loyalty, and innovation. 

With 2,000+ customers, including 
52 of the Interbrand 100, and ten 
offices globally, Khoros powers 
approximately 500 million digital 
interactions every day. From social 
media to online communities and 
messaging to digital customer 
care, Khoros helps companies 
authentically connect with customers 
throughout their journey.

About Khoros

Khoros provides 
enterprise companies 
with a best-in-class 
platform to help them 
stay all-ways connected.
 

Connect across social channels 

Engage on branded communities

Understand your most valuable  
products and customers

Request a Demo

https://khoros.com/demo

