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A multi-national consumer brand had to find an efficient way to maximise the impact of its social
marketing campaigns and provide real-time responses to customer service requests, without deploying
a large team of support agents.

Value Delivered

We designed an automated solution to understand and interpret the customer and prospect

interactions on the social handles; then execute the workflows within the sales, marketing and

customer service teams.

• The consumer brand was dealing with a significant loss of opportunity due to delays in the sales

team’s response to client interest in the marketing offers on its social channels

• The client also needed a proactive customer support desk to automatically manage the user

responses on its social handles. It was critical to understand the sentiment behind the interaction

before deciding the nature of the response.

Client Context

Process Areas

Business Challenges

Sales, Marketing and
Customer Service

Solution

• The solution also carried out a sentiment analysis on in order to identify the sentiment associated with 
the tweet: normal, sarcastic, funny, frustrated

• Depending on the intent of the customer or prospect, the intelligent process design executed an 
appropriate action plan involving the combination of intelligent automation and human agents.

Case Study :

Social Media Marketing and Sentiment Analysis Driven 
Customer Service

Retail

60%
improvement in marketing 
offer response rates

70%
Social Media 
interactions automated

80%
Reduction in campaign 
operational costs

ML Flow
Orchestrated workflows  
across Sales, 
Marketing and Customer 
Support teams

Automated listening on 
social media handless 
of the brand

Determines type of 
interaction and 
associated sentiment

Automated CRM 
updates 

End-to-end automation within EIQ

ConnectorsSmart FormsProcess Flow
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EIQ Platform Overview
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Process Flows

Cognitive Capabilities 

Enterprise Connectors

Analytics and Reporting

Decision Automation

Low-Code, No-code Hyperautomation Enablement Platform

Automate enterprise workflows and create 

seamless customer and user journeys quickly.

Web Apps
Mobile Apps

Process and analyse events in real time to predict 

real-time threats and identify opportunities.

Embed intelligence in the handling of process and 

data attributes using dynamic ML models. 

Derive actionable insights for your business with 

robust analytics and present data in rich reports.

Handle structured and unstructured data with 

an easy drag-and-drop functionality.

Data Flows

Event Flows

Simplify complex decision logic to make accurate 

decisions in changing business environments.

Integrate with business-critical systems quickly 

using pre-built and custom connectors.

Create visually appealing and dynamic web 

applications using new or pre-built templates.
Create enterprise mobile applications that can 

work online or offline.

RPA

Leverage the power of non-intrusive, unified RPA.
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collaborate@evoluteiq.com www.linkedin.com/company/evoluteiq

www.evoluteiq.com

Malmskillnadsgatan 32, 111 51 Stockholm, Sweden
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