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Social Media & Business: Opportunity and Risk

The skyrocketing adoption of social media by consumers presents companies with a world of opportunity for forging stronger 

customer relationships, increasing monetization opportunities and providing dynamic and rich service where customers are 

spending the majority of their online time: the world’s most popular social media forum, Facebook.

With 500 million members at last count, Facebook also surpassed Google as the most visited website in the United States and 

recently ranked third in the number of U.S.- based video uploads, under Google’s YouTube. Instead of slowing in popularity, 

Facebook is projected to continue to grow. The impact of Facebook’s popularity on business, government and associations is 

massive. It has become the virtual place where people are, and where they go to search for information, look for answers, air 

grievances and effuse accolades. Most companies are flocking to Facebook, in some manner. As of 2011, there are more than 3 

million active pages[*].

Setting up a Facebook page is the first, not the last, step in establishing a social media strategy that drives new business and keeps 

customers happy. Companies need to define social media policies and strategies that look at Facebook as an additional 

communication channel for engaging and delivering service and support to customers. Companies that lag behind in execution will 

not only miss an opportunity to strengthen relationships and brand perception, but they run the risk of suffering wide- spread brand 

damage and lost customers.

Until the release of Parature for Facebook, most companies had only two options: 1.) Assign headcount to troll through hundreds or, 

even, thousands of posts, and, then, manually respond to comments or submit a ticket in a disparate system; or 2.) shut down 

Facebook posting functionality from their fan pages.

Neither one of these options builds stronger relationships with customers and prospects. Today’s consumer is looking for immediate 

gratification through rapid issue resolution and real- time response to problems. A delayed or lack of response to Facebook posts 

and activity hinders and hurts relationships. Responses that half- heartedly point customers to a different website or a phone number 

miss an opportunity to engage and provide quick and painless issue resolution. They also necessitate that the customer leave 

Facebook, the site where many spend the majority of their online time. Further, companies that avoid communicating with customers 

by shutting down Facebook postings devalue the customer relationship and send a clear, but negative, message that the company 

does not take customer feedback and service issues seriously.

In today’s age of the empowered consumer, those half- hearted strategies can have a lasting effect on brand as well as customer 

acquisition and retention strategies. One nasty tweet can start a firestorm of negative publicity that can take precious time and 

dollars to rectify. In today’s dynamic and collaborative world, every consumer is empowered to easily and quickly share their 

perceptions and opinions, whether it’s a malicious gripe or a roaring endorsement.

The ability to plug into customer issues and sentiments in real time, and then rapidly engage and resolve problems and impact 

perception for the positive helps companies to attract new customers and keep the ones they have, regardless of industry, and 

regardless of the communication channel preferred by the customer, whether it’s the phone or Facebook. 

Parature for Facebook provides organizations and companies in every industry the ability to extend their service, sales, support and 

personalized communications to the social media channel. Whether you are in retail, gaming, politics, government, media, high 

technology or higher education, Parature for Facebook empowers your external- facing teams to provide top- tier service, protect 

your brand, and increase awareness, all while keeping service- costs low and providing immediate impact.

http://techcrunch.com/2010/08/17/facebook-graphic/
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WHO USES PARATURE FOR 
FACEBOOK?

Regardless of industry, organizations 

are clamoring for a social media 

solution that eases management and 

provides direct engagement with 

target audiences.

 Internet Retailers

 Brick and Mortar Retailers

 Government Agencies

 Political Organizations & Officials

 Gaming & Media Companies

 Higher Education Institutions

 Non- profits and Associations

 Technology Companies

 Professional Services Companies

 Health Care Companies

THE SKINNY ON FACEBOOK

 More than 500 Million Members

 Most Visited Site on the Web

 Ranks 3rd in Number of Video 

Uploads, Just Behind YouTube

 More than 3 million active pages

Engage and Resolve to Foster Stronger Loyal Relationships through 
Facebook

Facebook is a cultural force that is changing how and with whom people communicate. 

Companies desiring stronger and more profitable customer relationships need to figure 

out how to use social media to build their brand and drive more business through the 

emerging channel, while keeping operational and technology costs in check. Providing 

direct 1- to- 1 service is essential, but it does not stop there. Sales and marketing 

organizations are getting into the act to keep brand perception positive and harvest leads 

from the growing community of Facebook fans.

Parature for Facebook aims to make managing and communicating with customers 

through Facebook easy and seamless. The product is packaged with several features that 

are accessed directly from a company’s Facebook page. The features enable companies 

and organizations to directly engage customers, prospects and fans in a rich and 

personalized way without the expensive, unproductive and time- consuming practice of 

manual social media management. Prospects, fans and customers gain access to sales and 

service representatives and tools that help rapidly resolve service issues and answer 

questions while keeping support and new customer acquisition costs low.

Here’s how it works. Customers quickly click on the Facebook Support Link, which is 

located in the new page navigation on the left. Then, customers can choose to engage 

through a variety of support services that are designed to keep costs low and get issues 

quickly resolved. For example, customers can choose to chat live with a service 

representative, access a knowledgebase that allows customers to search and self- resolve 

an issue, submit a trouble ticket if they cannot resolve their issue and also check on the 

status of submitted tickets.

Parature for Facebook makes every Facebook interaction and activity trackable, 

manageable, reportable and easy to resolve. End- users establish permissions and access 

by setting up parameters that flag certain words and the tone of posts. Facebook posts 

and inquiries are monitored automatically in real time, flagged, filed as a ticket, and then 

routed to the appropriate internal representative and organization.

All tickets are directly integrated with the Parature Service Desk, and can be accessed by 

multiple internal audiences based on permissions. The Parature Service Desk is the 

back- end portal accessed by your customer service team to manage your customer 

interactions and provides a 360 degree view of all Facebook activity.
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ROSETTA STONE GOES 
SOCIAL WITH PARATURE 
FOR FACEBOOK

“Our Facebook presence is key to our 

customer acquisition and retention 

strategies, and we knew we needed a 

way to foster stronger relationships 

and resolve any questions or issues 

encountered by our growing 

Facebook fan base,” said Jay Topper, 

senior vice- president of customer 

success, Rosetta Stone. “Parature for 

Facebook empowers us to do just 

that, while fully integrating Facebook 

as an additional channel into our 

customer success operations.” 

SAME PRODUCT, DIFFERENT 
USE CASES

Service: Directly engage and provide 

1- to- 1 support, access to a 

self- service knowledgebase, trouble 

ticketing and live chat, all within 

Facebook.

Pre- Sales: Identify prospects, find 

new leads within your growing fan 

base, and directly funnel them into a 

sales force automation system for 

tracking and follow- up.

Brand Management: Monitor, flag 

and respond to negative and positive 

posts to keep abreast of your brand 

perception and evolution.

Parature for Facebook is available as a stand- alone application and does not require the 

purchase of other Parature Customer Service software applications. Parature’s Web- based 

architecture and packaged APIs provide easy integration into other marketleading 

Customer Relationship Management solutions, like Salesforce.com, Marketo, Oracle, and 

SAP, and can be used cross- functionally for marketing, sales, service, social media, human 

resources and service organizations.

Companies and organizations looking for a 360 degree view of all of their support 

interactions and operations can utilize multiple applications of the Parature Customer 

Service software suite. The suite provides a complete view of all service and support 

interactions across every communication channel available to customers today, including 

the Web, phone, email, and other channels.

Parature for Facebook, as well as all of Parature’s Customer Service solutions are delivered 

in a Web- based environment and billed through a subscription.

Parature for Facebook: Features and Benefits

Faster and Lower Cost Issue Resolution with Immediate Service & Sales Response Parature 

for Facebook includes several features all directly accessible through a Facebook page and 

designed to help customers gain access to sales, service representatives and tools that 

help rapidly resolve service issues and answer questions. The results are stronger 

customer relationships and improved brand perception all while enjoying lower support 

and customer acquisition costs. Features include:

Parature “Page Monitor” — Real- time, automated page monitoring enables userdefined 

parameters and key words that immediately flag posts and route them to the appropriate 

representative for handling as an in- bound ticket. Service, marketing, and sales 

representatives can easily monitor and respond to otherwise unmanageable Wall posts 

and comments without ever leaving the Parature software.

Parature “Find an Answer” — Without ever leaving Facebook, fans, prospects and 

customers can search the company’s knowledgebase and find an answer that rapidly 

resolves the visitor’s issue and question. If the answer is not found, Facebook visitors are 

given the option to use the embedded “Ask a Question” feature which submits a question 

to complete their requests.

Parature “Chat with an Agent” — A customer visiting a page can “Chat with an Agent” to 

open a live chat window and directly discuss a service problem, ask a question, or begin 

the sales process without ever leaving Facebook. Representatives respond to the Facebook 

user through Parature Chat™, and quickly resolve issues while conducting a rich, 

personalized experience that facilitates stronger and more loyal relationships 
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PEOPLE ARE BUZZING...

“Social Media has taken over several 

business functions over the past few 

years, and most organizations are 

beginning to understand how Twitter 

and Communities work for Customer 

Service,” said Esteban Kolsky of 

ThinkJar, LLC. “Research has shown 

that companies that engage 

customers in the channels of the 

customer choice are going to have 

higher customer satisfaction. It is 

time for companies to consider how 

to engage customers across all social 

channels seamlessly, as they have 

done for email, chat, and other 

customer service channels.”

“Parature is one of the few 

companies selling enterprise 

software for use on Facebook. It is a 

different market than the 98% of 

Facebook apps which are free and 

end- user focused. By providing a 

tool that lets brands take control of 

support inquiries happening on 

Facebook, whether they manage 

them or not, Parature has created the 

tool to manage customer support for 

the social network era.”

Inside Facebook

Josh Constine

Parature “Share” — With Parature’s embedded “Share” feature, customers that use support 

functionality within Facebook are given the option of sharing their experience and 

perceptions on their personal Facebook Wall. As a result, companies attract new 

customers and build more positive brand perception.

Parature API Integration

Parature’s open, standards- based software enables easy integration into other leading 

CRM solutions targeted at sales force automation, customer support, marketing 

automation and campaign management. Through rapid and secure integration, Parature 

for Facebook users can integrate social media into the rest of their external- facing 

operations and activities.

Multi- language & Multi- browser Support in a Global SaaS model.

For Facebook Fan Page visitors, there is no plug- in required, making use of the embedded 

Support features accessible and hassle- free. Parature for Facebook customers access all 

functionality through a browser- based, on- demand environment, making deployment 

fast, affordable, easy and global. Compatibility for a multitude of browsers including 

Microsoft Internet Explorer, Apple’s Safari and open- source Firefox is offered for 

Facebook fans and end- users.

Conclusion

With Parature for Facebook, your organization can provide effective, top- tier service that 

builds brands, retains customers, strengthens relationships, and, in the end, drives more 

business. From marketing to service, Parature for Facebook empowers organizations in 

every industry to directly engage and communicate with customers in an increasingly 

popular channel.
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ABOUT PARATURE
Parature is the industry’s leading 

provider of cloud- based customer 

engagement solutions and is used to 

support over 25 million end users 

worldwide. Parature empowers 

customer service organizations to 

monitor, manage, resolve and respond 

to a high volume of service issues 

across multiple communication 

channels, including the growing 

number of service- related 

conversations that are happening every 

day within social media channels.  With 

more than a decade of experience, 

Parature delivers support and social 

media engagement and management 

solutions to mid- size and enterprise 

organizations across a wide variety of 

industries. Parature is among Inc. 

Magazine’s Top 100 Fastest Growing 

Private Software Companies and is the 

recipient of numerous product, 

technology, and leadership awards.  

Parature is used by some of the world’s 

most innovative organizations, federal 

agencies and companies, including 

LivingSocial, Cox Communications, 

SuccessFactors and Threadless. 

Parature is headquartered in Vienna, 

Virginia. For more information, visit 

www.parature.com or follow @parature 

on Twitter.

HEADQUARTERS
8000 Towers Crescent Drive 

Suite 800

Vienna, VA 22182 USA

Phone: 703.564.7758

Fax: 703.564.7757

www.parature.com


