Tips for Creating a Great
Customer Experience Online
Turn your website and social media channels into powerful sales, marketing
and customer service platforms with these five winning moves.

Give prospects
a reason to engage.

Nurture your existing
relationships.

20%

65% of companies

of your social media or
website content should
be sales messaging.1
Win over prospects with objective,
actionable information that will have
them coming back for more.

generate additional sales among
their existing customers.2

Keep a sharp focus on your
current customer relationships. It’s
6 to 7 times more expensive for companies
to attract new business.3

Encourage feedback—
even negative reviews.

80% of product reviews

are the result of a business
requesting them in a postpurchase email.4

Play to your
audience.
Tailor content to your demographics. A vast
majority of consumers age 54 and younger
are social-media dependent.
Social media use by generation

82% of customers look

69%

Gen Xers

for negative reviews when
researching goods or services.5

Solicit customer reviews and
suggestions—and embrace your critics.
They’ll boost your channel’s credibility.

51%

Baby Boomers

86% 6

Millennials and GenZers

Stay current on your market
segments to better inform your
channel development.

Address feedback…quickly.

67%

of customer attrition
can be avoided by
responding to the
first service request.7

24

31%

of consumers
expect questions and
complaints answered
within 24 hours.

1

44%

expect an
immediate
or one-hour
response.8

Invest in the resources you need to maintain a rapid-response team.

Talk with your business banker for more great ideas about how to boost
your business and keep customers satisfied.
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