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Deliver Great Customer Service on Social Media
Engage on your customer’s terms by providing great g . o
customer service no matter where they are. @ContactUnity | need help please!

11:49 - 19 March 2019

Adding Twitter to your customer service offering

allows Agents to respond to Tweets, Direct Messages, s
Hello, thanks for contacting us. How can we '
help? -

N

praise and rants of frustration quickly, all from within

Acaaso6eace
231 characlers remaining TeE e e B E e w6

Unity Contact Center.

Add Attachments and Store
(O Conversation: Kakapo Systems > Twitter Demo Account - 06:23 - ml X Them in the Cache

0 Q @ @ Unity Portal Help Guide.pdf
Direct Add

Transfer Clase Mﬁ‘saoe stsenment How to obtain Unity logs.pdf

—_— Connectivity Protocol Overview.pdf

Clear attachment cache

Send Direct Message
Requests

Natalie Maines v
@MainesNatalie

@ContactUnity | didn't get to use Unity Agent
before my trial ran out!_Can you reset it please?

14:05 - 10 April 2019

Reopen Tweet
Conversations

@ContactUnity

0 Twitter Demo Account [ ]

Hi Natalie, no problem! Just DM us with your user
name and we will get that trial reset

15:06 - 10 April 20119

Canned Responses )

Conversation Resources

189 characters remaining S e VOO XTO E

Communication History,
Including Callbacks and
Star Ratings
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( g Natalie Maines @MainesMatalie - Mar 19 v\

@ContactUnity | need help please! TWe et Li ke YO u’ re o n TWitte r

(SR8 o Q ih
UnityContactCenter @ContactUnity - Mar 19 v Respond to a” incoming Tweetsl VieW and

0 Hello, thanks for contacting us. How can we help? @MainesNatalie
Q1 ! Q [}

UnityContactCenter m .
@ContactUnity
\ Replying to @ContactUnity @MainesNatalie )

add attachments and images all within the

one Contact Center interface.

- "\ Direct Messages

0 Twitter Demo Account L Some tweets only require a public response,
@ContactUnity

Direct message invitation sent while others require a private chat. Keep

15:31 - 10 April 2019 the conversation going by sending a DM

\_ /) request.

(w "\ Reopen Tweet Conversations

S Lo £ 3 customer replies to the thread the next
e o day then Unity will open it as part of the
[, gﬁ:j;ﬁl existing conversation, routing it back to the

. /) same Agent.

(Perfnrmance Metrics \

Frsihesed s tsons: Conversation History

Time
First Reply Time 10/04/2019 14:05:53

Cosearme  10/0/2019 15:52:63 Drill-in to transcripts of all historical Twitter

Nataie Maines conversations with anonymity options for

@ContactUnity | didn't get to
use Unity Agent before my trial

ran out! Can you reset it GDPR Compllance.

please?
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