CASE STUDY
SYKES Guides Client into Global Social Media Customer Care Arena

BACKGROUND
Client is a global leader of information and communication technology solutions, including telecom
network equipment, IT products and solutions, and smart devices used across the globe. Established
in the 1980s and headquartered in China, this is one of the largest telecommunications equipment
manufacturers in the world, with 2014 revenue of almost $50 billion.
CHALLENGE
The client’s core values have always been rooted in a “customers
first” philosophy, as the company continuously strives to create
long-term value by being responsive to customer needs and
requirements. To do so successfully required not just clearly
communicating the avenues for support to the consumer, but also
active listening, response, and analysis of the information acquired.
With products being used in 170 countries and regions, establishing
a multi-lingual customer support solution also served a primary
business requirement. This included attending to the increasing
amount of feedback shared through social media networks.
The company had comprehensive marketing agency support for
brand engagement queries and some high level analytics, such as
overall conversation volume. What they needed was an
experienced team focused on handling advanced technical
questions, complaints and issues that could also provide actionable
insights from the data, while working cohesively with agency
partners.

APPROACH
Our social media customer support program began in March 2015
at our Budapest location. Commencing with five agents and an
analyst, the team covered social media customer support
mentions in English and Polish languages and worked with client
marketing agencies to assure complete coverage. This has since
evolved and scaled to over 30 agents monitoring and analyzing

mentions from 23 countries in 20 languages. Social media
customer care responses cover 19 countries across 16 languages
and is delivered from two locations – Budapest, Hungary and Cluj,
Romania. Coverage is currently five days a week, with plans to
extend in the near future. Regions served include Central and
Eastern Europe, Western Europe, Nordics, and the Middle East.

SOLUTION SUPPORT
Our agents respond to support posts and complaints across
multiple platforms, and also identify and engage with “superusers,” extending invitations to participate in beta testing product
and software groups and special events.

Our analysts not only examine and report on customer experience, product feedback, and competitor
insights to help inform R&D, but also performance of the social care support team, with recommendations on how to improve customer service perceptions and standards. Consistency in performance is a
key metric with countries and languages working to the same standards. Weekly reporting to client
includes the following:

BENEFITS
Complete social media customer
care solution comprised of:

USER EXPERIENCE

CUSTOMER
SERVICE
EXPERIENCE

Specialized social media customer
service agents and seasoned analysts
Clearly defined operational process,
integrated with licensed social media
management tools & technologies
Consistent customer support in social
media across countries, languages
and hours of operation

• User Experiences
• Device Performance
• Customer Support Experiences
• Competitors

• Speed to Respond
• Accuracy

ABOUT SM|Edge
Scalable yet cost-effective, including
team size, global coverage, and
multilingual capabilities
Ongoing optimization as social
capabilities and best practices
continue to evolve

Actionable analytics pinpointing trends,
opportunities and performance metrics
Cohesive collaboration with client
marketing agencies to ensure posts are
being addressed by the correct teams
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SM|Edge is a strategic SYKES solution providing
comprehensive, cost-effective global social
media customer care. SM|Edge transforms the
digital and social landscape into a full customer
service experience, across borders, languages
and unique customer needs. Contact SYKES today to discover how SM|Edge can give
your company the competitive advantage in social care.

ABOUT SYKES
SYKES is a global leader in Customer Interaction Management. Through innovation
and analytics, we deliver consistent, high quality customer service for leading
companies around the world through multiple communication channels, including
phone, e-mail, web, chat, and social media.

