Communication



Quick recap

How did you find your session last week?

Give me one thing you took from yesterday’s session



Today’s to-do list g dmsdall

Today we are going to look at Communication

We are going to look at some different methods and
interactions you can add to your site to help with admin
and improve customer communication.
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Learning objectives A%

By the end of this session you will be able to:
e Understand what communication methods are available

* |dentify ways to manage your communications better
e Know what issues can arise and understand what to test.
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Getting in touch

Email off a website

Fill out a form on your website

Phone or text

Message through social media or GMB
WhatsApp

Website chat

Messenger

Zoom, Facetime, Teams or Skype



Getting in touch g dmsdall

Each one of these methods works equally well,
there’s no right and wrong, it’s just down to
personal preference.
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It might depend on your industry, the tattoo
industry for example communicates almost

completely in Instagram messages.

They are too busy being creative to talk to
someone on the phone and very rarely use email.



Getting in touch g dmsdal

Making sure you use the methods that your
customers use is essential to making sure you are
the most accessible.

Of course, each one of these methods has its pros
and cons and slightly different ways of being dealt
with.
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Emails and web forms

Make sure your forms
work on your website

To open a Trade Account we need a few details from you. Please complete the form below and we will contact you regarding your application within 48hours (Mon-Fri)

Name *

First Last

Business Name *

Email *

Make sure you answer
them in a timely fashion.

Business Address *

Have you bought from us before? *
O Yes
O No

Business Type *
[J Retailer

[J Contractor
0
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Another thing to be aware of, especially if you have a
WordPress website or use Microsoft 365 emails don’t
always get to their final destination.



WhatsApp

¥4l 1030

< Catalog >

Sandra’s Cakes »

We offer freshlybaked breads, cakes,
pastries,and other desserts. Custom
cakes for all occasions.

Carrot Cake Cupcake
N White chocolate, orange, cream cheese...

$3.00

Chocolate Cupcake
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WhatsApp is currently owned by
Facebook. Created as a closed
messaging app to compete with
Messenger. WhatsApp remains the
most popular social messaging app,
way out in front of Facebook
Messenger.




Social Media Messages

oy sally Majid

Hi can you point me to the studios
page so | can see who stocks this

Brilliant thank u | had two half leg
sleeves so the little pot | got isn't going
to last © oh and a bit of feedback this
is helping massively to ease my

people. ®

It's brilliant I'll probably carrying on
% using it long term & &

Great to hear it's working for you, we love
it but it's always good to see it helping
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Messaging through social
media has become a popular
way of getting in touch
especially if you are selling
products through your page.
People find it quick and easy
to dash off a note, especially
through Facebook.



Website Chat
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Chat with Bamber Sewing & Embr...

Hi! How can we help you?

Log in to Messenger

Continue as Guest

By continuing as a guest, you agree to Facebook's
Terms. Learn how we collect, use and share your
data in our Data Policy, and how we use cookies and
similar technology in our Cookies Policy.

Q Powered by Messenger
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A very popular tool, the online
chat has become a staple for
anyone selling or needing to
support customers. The ability
to ask a quick question either
about a problem or a pre-sale
has become an essential part of
your customer service routine.



Messenger

Inbox
Respond to

All

and more.

set up

w & ¥

2> Manage

Stacey Leibbrandt
Ahhh perfect thank you! I'm defo.

Amy Lilith Rae

You: Thanks, I'll pass it on. It will be.

Pat Deakin
You: Hi, apologies. | had changed all

Jack D Heaton
Yes mate were 100% game to come.

Sophie Christina
Yay

Ricky Wright
BRicky sent 2 photos.

Rachel Lou Winstanley
You: You're welcome

Chloe CJ Johnson

You: Yes just on the door today. See...

Jay Maria
Am away at moment would like to si

Chris Strach

You: Probably 7pm there's still a few.

Ryan King

Hi, just wondering what the protocol i

Julie Maria
You: You're very welcome xx

Kathy Yeung

You: Absolutely! | know Ben Hands.

28 Aug

27 Aug

25 Aug

6 Aug

30 Jul

6Jun

5Jun

5Jun

4Jun

3Jun

1Jun

1Jun

27 May

Q Available @ Automated responses #

Direct Facebook Chat plugin
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Stacey P
Assign conversation ¥

27 Aug 2022, 19:27

We spoke with you at Blackpool tatcon about being your cake ladies for Preston and Doncaster
next year 2 | just wanted to touch base and say we are still interested and would like some more
@ info sent over if that's ok like stall size etc xx

Hi

Have you got an email address and | can pass it on to Babs. She doesn’t always see the messages.
Lisa, look forward to seeing you!

Sent by Lisa Woo @

Hello!
Yes of course! My email is

@ Look forward to hearing from you! X

b, I've passed it on to Babs. She'll be in touch she does all gs. | do all the marketing @

Sent by Lisa Woo @

@ Amazing! Thank you! X

28 Aug 2022, 16:36

Hey Lisa! Can | just check a date with you please, when | spoke to babs she said the Doncaster one
was 2nd and 3rd of sept 2023 and that's what the leaflet says but when Lloyd has emailed me he
@ said it's the end of sept, can | just double check when it is so | can book on xx

Hi Stacey, yes Lloyds right because we were forced to change the date due to us clashing with London,

Babs xxx

Sent by Babs Bantleman @

Ahhh perfect thank you! I'm defo booking on to both just want to make sure | have the right dates
2= thank you xxx
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b Stacey
o I
View profile

About

Add details about people, such as contact
information

Add Details

Facebook profile ©®
Liked since 27 Aug 2022
Labels © Manage labels
© Add Label
Suggested labels
New customer Important

Today's date (9/06)

Activity © Add activity

OQ Liked your Page.
Saturday, 27 August 2022 19:26

Notes Add note

Keep track of important customer interactions.
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Messenger chat has
become a popular
choice for any business
that’s not always sitting
at their computer
waiting to talk.




How Messenger can help develop your business & dms4adll

Example: A client uses Messenger chat, it’s reduced
returns by over 50% and increased sales and sales area.
There is always someone around between the staff to
pick up the messages. People are able to ask for
recommendations and be sent to the right product so it
cuts down on buying the wrong thing, therefore
reducing returns.
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There are lots of reasons why a customer would get
in touch with you and there are lots of things you
can do to reduce the amount of contacts. If you
have to spend time answering endless messages it
can get in the way of actually doing your job.



Communicate well ¢ dms4all

Providing more information, avoiding problems and
mistakes and using some of the tools available in the
platforms you can cut down on admin and help your
business run more smoothly.



Workbooks out!

We are going to create a
Contact Us page. It will
include email and dialable
phone links and we are
going to install WPforms to
generate a contact form.

Time for this activity: 45 mins
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Auto-responders

OQ Inbox > Automatedresponses > Edit automation

® i oo Using the autoresponders

Respond to the first message someone sends you in Messenger or on Instagram.

4 I in the social media
o [FEhe platforms you can give

When this happens

people FAQs like
appropriate pages and

Take this action
Reply instantly to the customer.

direct replies to pre-set

Thank you for contacting The Ginger Bistro in Preston. 492/500

°
We are open from 10am to 3pm and 5pm to 10pm, Monday to Saturday. q u e St I O n S
[ ]

Closed Sundays and Bank Holiday Mondays.

To see our menu visit thegingerbistro.co.uk

To book a table visit thegingerbistro.co.uk/book-now/ or telephone 01772 460214.
To order take away for collection visit online.thegingerbistro.co.uk/menu/

Please note: We do not take bookings/take away orders via Facebook Messenger or Instagram DM.

Find us on Just Eat & Uber Eats

)3
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Signposting

‘Signposting’ is a good
_ way to send people off
Contact us to find out more
to the areas where

help get you outside and enjoying the only way to travel... by scooter. So get in touch! Your Email (required)
Or alternatively you can shop now to get your ATOM Scooter to day.

Aot o e v At Thia o et Wedonotpply APAT S sucpoc th ey Ccan get t h e
information they need
without you having to
spend time writing the
same old replies.




Workbooks out!

Adding to our contact page
let's incorporate some
signposting and additional
information.

Time for this activity: 45 mins




gdmsdall
S40
Digital Marketing Skills4All

Any Questions?




Show and tell g dmsdall

Does anyone want to share
their activities or experieces
with us?



Up next... ¢ dms4all

See you next tomorrow for GDPR and Data Collection



