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1.Introduction

1.Social Media—Enabled Engagement Platform
* Provides a modern platform to manage customer interactions across social media

channels.
2.Single Interface Management
e Allows organizations to handle multiple digital channels from one unified dashboard.
3.High-Volume Query Handling
e Efficiently manages large volumes of customer queries with accuracy.

4.lmproved Service Quality
 Enhances communication flow to build stronger customer relationships.

© Key Objectives
1. Unified Customer Communication

» - Combine all social media interactions into one system

2. Efficient Query Management
= Handle customer requests quickly and accurately
3. Enhanced Customer Experience
» - Improve response quality and customer satisfaction

4. Scalable Business Support
» = Grow seamlessly with changing business needs




2: Importance of Social Media

1. Multi-Channel Support
 Handles customer queries from multiple social media platforms
« Supports Facebook, Twitter, WhatsApp, and more
e Ensures no customer message is missed
« Provides consistent support across all channels

2. Centralized Management
» All customer interactions in one unified system
» Easy tracking of conversations and case history
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e Reduces confusion and duplicate responses

3. Faster Response & Resolution

Enables quick response to customer inquiries

Reduces waiting time for customers

Improves first-contact resolution rate

Increases overall customer satisfaction

4. Consistent & Quality Service
* Maintains uniform responses across platforms
e Ensures adherence to service timelines
e Improves service accuracy and reliability

« Enhances overall customer experience



3: Social Customer Service

Social Customer Service helps organizations manage customer interactions from different social media platforms in an organized way. It ensures
that no customer message is missed and responses are given within set timelines. Customers get support on the platforms they already use,
making communication easier and faster. Centralized handling helps maintain consistency in responses. Overall, it improves service quality and
customer satisfaction.
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4: Unified Agent Interface

The Unified Agent Interface provided by Alliance Telecom Solution allows agents to manage all social media interactions from a
single platform. Agents can view customer messages, history, and context on one screen, reducing the need to switch between

multiple applications. This simplifies daily operations and minimizes errors. Faster access to information helps agents resolve
issues quickly. As a result, productivity increases and customer response times improve.

1.Single Screen View
 All customer interactions visible in one interface
* No need to switch between different applications
« Easy access to customer history and context

* Improves focus and efficiency
2. Faster Issue Resolution

« Reduces average handling time
* Quick access to relevant customer information
* Enables faster decision-making
* Improves response speed
3. Enhanced Agent Performance
* Increases overall agent productivity
« Allows agents to handle more interactions
« Reduces operational errors

* Improves agent satisfaction and experience



5: Facebook Workflow

Facebook [}
e Track comments, likes, and messages on posts or ads.

Use lead generation ads with pre-filled forms to capture contact info.
Integrate Facebook leads with CRM for efficient management.

Sales team follows up with personalized messages or calls.

Facebook Workflow

— End-to-End Process —
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6: Twitter Workflow

Twitter ®
« Monitor tweets, mentions, and hashtags relevant to your products/services.

« Engage with users showing interest (reply, like, retweet).
o Capture leads via links to landing pages, forms, or direct messages (DMs).
e Sync lead data into CRM for follow-up by sales teams.

Twitter Workflow

— End-to-End Process —
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7: WhatsApp Workflow

WhatsApp
« Respond to inquiries or broadcast messages to interested users.
o Collect customer details through chat conversations.

o Use WhatsApp Business features to tag and track leads.
o Transfer lead information to CRM automatically or manually for sales follow-up

WhatsApp Workflow

— End-to-End Process —
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8: Web Chat Workflow

Web Chat &
o Visitors interact with your website chat widget or bot.
o Chatbot or agent captures visitor info and qualifies the lead.
o Leads are automatically pushed to CRM.
» Sales team engages quickly to convert leads into customers.

Web Chat Workflow

— End-to-End Process —
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9: Lead Generation

Social media interactions often reveal potential sales opportunities. Alliance Telecom Solution identifies customer interest
from social conversations, captures these interactions in the CRM, and delivers high-quality leads to sales teams—boosting
conversion rates and revenue growth.

Key Objectives:

Lead Identification £ [ - Finds potential customers

Social Interactions ** - Uses engagement data to spot interest
CRM Integration = - Centralizes lead information for easy access
Sales Follow-Up ®¢ = Enables timely and effective engagement
Revenue Growth ~/ & Maximizes sales opportunities

Lead Generation Process:

Engage — Monitor social media and online interactions.
Capture — Collect lead information via forms, chats, or CRM integration.

Qualify — Identify leads with the highest potential.
Nurture — Follow up with personalized communication.

Convert — Turn leads into paying customers.
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10. About Alliance Telecom Solutions Pvt.Ltd

Allian ce Telecom Solutions Pvt. Ltd. is a trusted leader in enterprise communication solutions, providing innovative platforms that enable

organizations to communicate efficiently and reliably. Specializing in IP-based technologies and unified communication systems, the company

supports modern business needs with scalable and future-ready solutions. Its customer-centric approach ensures solutions are aligned with

real-world workflows, while a strong technical support infrastructure guarantees smooth operations. With continuous innovation and expertise
across multiple domains, Alliance Telecom empowers businesses to enhance connectivity and productivity.

Advanced Communication Technologies

= Expertise in IP PBX, IVRS, Dialers, and Voice
Logging.

= CTl (Computer Telephony Integration)
capabilities.

= Unified Communication platforms for

seamless collaboration.

High-quality, reliable voice and messaging

systems.

Integration with existing enterprise
infrastructure.

Future-ready architecture supporting evolving
business needs.

Scalable solutions for organizations of any size.

Innovation and R&D

Continuous research to adopt emerging
communication technologies.

Development of new features to meet market
demands.

Focus on enhancing user experience and
operational efficiency.

Implementation of automation and Al-driven
tools.

Regular system updates for improved
performance.

Proprietary solutions tailored for industry-specific
requirements.

Encouragement of innovation in communication
strategies.

Customer-Centric Support

" Reliable and responsive technical support
team.

= On-site and remote assistance for installations
and troubleshooting.

= Comprehensive training programs for
administrators and end-users.

= Dedicated account management for enterprise
clients.

« Multi-channel support including phone, email,
and chat.

= Transparent communication and issue
resolution tracking.

= Ensures minimal downtime and uninterrupted

business communication.
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11. Our Reputed Customers
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12. Closing Note

The Social Media is a powerful, scalable platform that enables organizations to communicate smarter, faster, and more effectively. By
automating bulk communication across voice, SMS, email, and fax channels, it reduces operational effort while ensuring reliable and
consistent message delivery. Designed with innovation, reliability, and customer-centricity in mind, the solution helps businesses
strengthen engagement and improve overall efficiency. It empowers organizations to stay competitive in an increasingly digital and fast-

paced environment. With robust features, multi-channel support, and actionable insights, Alliance Telecom Solutions ensures that
communication drives measurable results and business success.

1.\ Multi-channel communication support: voice, SMS, email, and fax.

2. Easy deployment with web-based administration and unified dashboard.

3.5 Dynamic IVR and automation for reliable campaign execution.

4. Wl Comprehensive MIS reports and real-time analytics for informed
decisions.

Closing Note

5. £ Secure, role-based access ensuring data confidentiality and accountability.
6.2 Targeted customer engagement through segmentation and contact
management.

7.m Automatic retry mechanisms for failed calls and messages.

8.~ Scalable architecture suitable for small to large enterprises.
9. $ Cost-effective pay-per-delivery model with reduced operational overhead.
10.%X Dedicated installation, training, and support for seamless adoption.



