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Write	
  your	
  best	
  answer	
  to	
  this	
  customer	
  service	
  tweet	
  
	
  

	
  
	
  
How	
  GEICO	
  handles	
  this	
  type	
  of	
  inquiry:	
  
	
  

• Once the customer has received a quote, the next step is to talk to an 
insurance agent. 

• The social customer service agent needs the customer to provide name 
and phone number via direct message. 
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Phone	
  scorecard:	
  How	
  much	
  can	
  you	
  use	
  in	
  social?	
  
	
  

• Follow	
  scripting	
  guidelines	
  
• Professional	
  &	
  courteous	
  behavior	
  extended	
  during	
  the	
  call	
  
• Communication	
  is	
  clear,	
  positive,	
  and	
  conveys	
  confidence	
  
• Use	
  complete	
  sentence,	
  correct	
  grammar,	
  and	
  avoid	
  slang	
  
• Ask	
  permission	
  to	
  transfer	
  or	
  hold	
  
• Keep	
  customer	
  informed	
  of	
  actions	
  throughout	
  the	
  call	
  
• Demonstrate	
  active	
  listening	
  and	
  acknowledgement	
  
• Allow	
  customers	
  to	
  present	
  their	
  needs/concerns	
  
• Offer	
  additional	
  assistance	
  
• Manage	
  resistance	
  
• Maintain	
  call	
  control	
  

	
  
Chat	
  scorecard:	
  How	
  much	
  can	
  you	
  use	
  in	
  social?	
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Email	
  scorecard:	
  How	
  much	
  can	
  you	
  use	
  in	
  social?	
  
	
  

	
  
	
  
	
  
Tweets	
  to	
  score	
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Facebook	
  posts	
  to	
  score	
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