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You Have Lots of Choices

















Example:

A Power Outage



Power goes out! What's next..

Customer

� Picks up phone, and either:
a) Call the power company, or
b) Goes to the website for answers.

You

� Need to get the message out.



What are the audiences' needs? 

They want to know:

� Has this outage been reported?

� When will I have power?





Push

� Social Media

� Email blast

� SMS

Pull

� Website

� Outage map

� Online chat

� Ticket system

� Phone call (customer 
initiated)

� Social media

Push vs Pull











Pull(1/6): Website

Easy access to:

� Outage 
information

� Reporting an 
outage

Where?

� Home page

� My Account





� A good alternative 
to phone 

� Needs staffing

� Make personal

� Prepared responses

Pull(3/6): Online Chat



� Simple to advanced

� Prebuilt to custom

� Report and check 
status

� Efficiency

� Organization

� Automation

� Lots of unique features 
like pulling your 
different forms of 
various sources.

Pull(4/6): Ticket System









Use social media to push 
out communication as well.

� Brief but polite

� WHE's Facebook

� Comcast's Twitter 
(@ComcastCares)

Push(1/2): Social Media



� Get the message out

� My Account - Communication preferences

� Automation

� Geo targeted

� Systems:

– Manual (e.g. MailChimp)

– Automated (e.g. build on top of your ticket system)

� Multiple messages as the issue progresses

� Resolution message

Push(2/2): Email Blast and SMS



Measure
Results





So, to

wrap this up...



All of this has benefits

� Customers get answers faster, and the way 
they want

� Very happy customers

� Saves you time and money

Benefits to Your Organization






