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A Day in the Life of a 

Social Media Champion- 

Rogers Social Media 
 

Danielle Kovac 
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What are our priorities? 

A multi-year plan  

to revitalize the company’s legacy of  

innovation and growth.  
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Social media support at a glance 

ACROSS  

4 LOCATIONS 

60  

BILINGUAL 

SPECIALISTS 
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Global Firsts! 
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What is the press saying? 
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Facebook Messenger TV Campaign 
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This has been such a cool 

experience to get help over 

Facebook messenger 

Thank you for your help and 

its good to have help through 

messenger 

I always get fast, responsive service 

via Twitter, and I really value that. 

Love twitter for 

customer service 

Twitter service line is best. 

Quickest response.  

I love it! So many things 

can be solved by just using 

facebook and chatting 

about it. 

Customer Service phone line 

was close Saturday night, but 

Sabrina was terrific in helping 

resolve my issues via 

Twitter!! 

Love the ease of speaking with 

someone on Facebook. Service like 

this is why I will stay. 

Had an awesome 

experience with the twitter 

team. Very responsive and 

informative . ALWAYS ! 

Rating this service 5 stars :) 

What are customers saying? 
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FBM 

launch 

A year in review 

TV 

campaign 

launch 

BEST 

NPS  

ALL CONTACT 

CHANNELS 

3x+  

INCREASE IN 

VOLUME YoY 

91%  

DECREASE IN 

RESPONSE TIME 

YoY 
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What were our top lessons learned? 

 Be prepared for anything! 

 You need to be a good storyteller 

 Do not underestimate the importance of 

connecting emotionally 

 Promotion is key and highly effective 

 Social is different-  don’t get stuck in 

the traditional contact strategy approach 
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Thank you! 
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