
The Social  
Maturity Index



2 conversocial.com | @conversocial             Share this

Conversocial Social Maturity Index

Brands who have not yet grasped the brevity of a powerful 
customer experience are figuratively not even in the game 
yet. Unless your social media customer service strategy 
is powered by an underlying drive to provide exceptional 
customer experience, you aren’t built on the right foundation 
for social customer maturity. 

Adaptive policies mean agents have the flexibility and 
protocol to find creative resolutions to challenging customer 
issues. Agent empowerment requires having the right 
resources, tools and information on hand so agents aren’t 
held back by technology or policy.

Be warned, not all solutions labeled “social customer care” 
are created equal. Just because you have employed a 
technology to support you on social, does not mean it is 
equipping you to answer social media customer queries at 
scale. A viable solution turns the chaos and noise of social 
media chatter into streamlined threads and queues that are 
easy to manage and ensure best-of-breed customer service. 

Best practices for digital customer service as a whole include 
resolving in-channel, forgoing new escalation paths on the 
road to resolution. Social is no different. If your agents aren’t 
equipped, either by the technology you employ or the training 
you embrace, to resolve immediately in-channel when faced 
with customer questions and demands on social, you have 
strides to make in your social service maturity. 

Your customers need to know that they can depend on you 
to be there, answer them and resolve their issues on these 
familiar social channels. Increase volumes, on these more 
personal, less expensive service channels throughout the 
customer journey onsite, via emails and every touch point. 

Private channels are becoming the preference for the 
new wave of mature customers for their interactions with 
your brand. Your customers are less interested in public 
venting sessions, but more interested in efficient, personal 
engagements with your brand. Focus on relationship building 
and building bridges on the channels your customers defer 
to, such as Messenger, Whatsapp and more. 

Is customer experience a 
priority across all channels? 

 

Are your agents empowered 
to go above and beyond for 
the customer? 

Have you invested in a 
dedicated social customer 
care solution?

Do you resolve in-channel  
on social?

Are you promoting Social as 
a service channel on site, and 
other customer engagements?

Have you embraced 
private, 1-to-1 channels 
for personalized social 
engagement?

Social maturity is more than just showing up on social media channels, far more intimate than canned 
responses and requires more than expensive software. Here is our checklist for achieving social maturity. 
See where you fall in the social spectrum of maturity.

Checklist: Is Your Social Service Mature?

https://www.facebook.com/sharer/sharer.php?u=http%3A//www.conversocial.com/thank-you-smi-checklist
https://twitter.com/home?status=Is%20your%20social%20service%20mature?%20Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.%20http%3A//hubs.ly/H03Q6mz0
https://www.linkedin.com/shareArticle?mini=true&url=http%3A//www.conversocial.com/thank-you-smi-checklist&title=Checklist%3A%20Is%20Your%20Social%20Service%20Mature?&summary=Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.&source=conversocial.com
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The question is not If  a crisis will happen but when a crisis will 
happen on Social. Your audience will turn to social, expecting 
updates, looking to crowdsource information and seeking 
common ground. This conversation can spin wildly out of 
control, if you don’t show up, make a statement and quell 
your customers’ fears and answer their concerns. Without the 
proper plan in place, that has been practiced, you are simply 
sitting back inviting Murphy’s Law to determine your social 
service success. 

If your digital customer service architecture has social 
media as a footnote in the grand scheme, you are 
missing a fundamental understanding of today’s social/
mobile customers. Social media is increasingly not only a 
foundational channel your customer turn to for help, but 
slowly overtaking the pillars of what have been considered 
the mainstays of modern customer service. 

If your social media customer interactions sound more like a 
blaring foghorn that is producing the same monotone sound 
to every customer, you’re doing it wrong. Your audience on 
social media can smell a fake a mile away. You will minimize 
your effectiveness if you try to feed a corporate, stuffy tone 
into channels that are designed for authenticity and
personal engagements.

Companies that do not have cross-departmental line of 
communication run the real risk of alienating themselves from 
their customer base. Service-minded, socially mature brands 
not only engage, but listen too. With social offering the very 
real market opinion into your goods and services, you need 
to use what you hear on social to impact your product, your 
marketing campaigns and even your corporate image. The 
solution isn’t to try and combine departments to make one 
massive department that deals with customers.

Social service maturity is best accomplished when the 
leadership are the first adopters of a mature social outlook. 
One of the best examples of this is Sprint’s CEO, Marcelo 
Claure, he is very active and transparent on social and gives 
his team the freedom to follow suit. This can account for 
Sprint being one of the earliest adopters of one of the most 
mature social channels available - Facebook Messenger. 

Do you have a crisis plan in 
place and have you practiced 
drills with your team? 

Is social recognized as an 
equally important service 
channel to legacy channels? 

Is the tone of your
response more personal 
than automated?

Do you find cross departmental 
collaboration on 
social channels?

Is your Executive 
Team practicing social
media maturity?

https://www.facebook.com/sharer/sharer.php?u=http%3A//www.conversocial.com/thank-you-smi-checklist
https://twitter.com/home?status=Is%20your%20social%20service%20mature?%20Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.%20http%3A//hubs.ly/H03Q6mz0
https://www.linkedin.com/shareArticle?mini=true&url=http%3A//www.conversocial.com/thank-you-smi-checklist&title=Checklist%3A%20Is%20Your%20Social%20Service%20Mature?&summary=Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.&source=conversocial.com
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Leader
 
 

Empowered agents

Adaptive policy

Genuine personality

Integrated technology solutions

Contender
 
 

Ambitious agents

Visionary policy

Inspiring personality

Innovative technology

Conservative
 
 

Restricted agents

Risk-averse policy

Formal personality

Legacy technology

Observer
 
 

Casual agents

Ambiguous policy

Rigid personality

Marketing/native tools
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The Social Maturity Index
 
Determine where you fall on the spectrum of social maturity. This is a true valuation for you to map out your 
accurate position on the maturity scale. The ultimate goal is to be a leader (in the top right quadrant), however 
to get there, you must have poured the right amount of attention to both Investment and Innovation. An 
imbalance between either of these axis provides a customer experience on social that is lacking. 

https://www.facebook.com/sharer/sharer.php?u=http%3A//www.conversocial.com/thank-you-smi-checklist
https://twitter.com/home?status=Is%20your%20social%20service%20mature?%20Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.%20http%3A//hubs.ly/H03Q6mz0
https://www.linkedin.com/shareArticle?mini=true&url=http%3A//www.conversocial.com/thank-you-smi-checklist&title=Checklist%3A%20Is%20Your%20Social%20Service%20Mature?&summary=Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.&source=conversocial.com


5 conversocial.com | @conversocial             Share this

Conversocial Social Maturity Index

If you are putting the right emphasis on Investment 
in Social Media Customer Service, it means that 
you have accepted social media as a powerful, 
growing channel for customer engagement 
across all departments. True investment in social 
media customer service is not only indicated with 
financial ‘buy-in’ but also through the time invested, 
manpower allotted and executive attention given. 

Learn more about Social 
Media Maturity on Customer 
Service and download our full 
SMI White Paper. We will go 
through each of the 4 levels 
of maturity and give important 
tips to help you take your 
service to the next level.

Download SMI Whitepaper
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What are the indicators of full 
investment in social maturity?

1. A team of dedicated social agents in relation 
to volumes 

2. A Best-in-class tool for each function of social 
engagement

3. Executive visibility into KPIs and performance 
4. Full adoption of technology, cultural practices, 

and operations through company

INNOVATION

Even with all of your ducks in a row on the 
investment side, without a truly innovative outlook 
on social media engagement, you will still fall 
short of the “leader” status. In fact, it is the most 
brands who have attained a “leader” rating slip 
not because of failures on the investment end, 
but rather because they stopped innovating. Your 
Social customer are constantly evolving and your 
technology and strategies must keep up. 

What are the indicators of robust innovation to 
provide extraordinary social media experiences? 

1. A cross-company tone of voice on social that is 
‘human’ and efficient

2. A proactive social customer service strategy  
3. In-channel resolution for all queries, regardless 

of engagement
4. Early adoption of new channels (e.g Facebook 

Messenger, Whatsapp, etc.) 
5. Upserve over social, contributing to future 

customer lifetime value

https://www.facebook.com/sharer/sharer.php?u=http%3A//www.conversocial.com/thank-you-smi-checklist
https://twitter.com/home?status=Is%20your%20social%20service%20mature?%20Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.%20http%3A//hubs.ly/H03Q6mz0
https://www.linkedin.com/shareArticle?mini=true&url=http%3A//www.conversocial.com/thank-you-smi-checklist&title=Checklist%3A%20Is%20Your%20Social%20Service%20Mature?&summary=Use%20%40conversocial's%20checklist%20to%20learn%20how%20your%20brand%20can%20achieve%20social%20maturity.&source=conversocial.com
http://www.conversocial.com/the-conversocial-social-maturity-index

