Click-To-Call Socialization: 8 Initial Suggestions
The ratings, reviews, questions, answers, and other social commerce data your customers submit can be very valuable, and integration with click-to-call solutions is an excellent way to move from potential value to proven ROI.
For our purposes, we’ll define click-to-call broadly as any services which lets users click a button and immediately speak with customer service representative or other users.
Some current solution providers in this space include ATG (eStara), IBM, InstantService, Kana, and RightNow Technologies.  Please think about opportunities to use all of these ideas with click-to-chat, and consider these solely starting points: the best click-to-call socialization for your company is the one you create.
Level I: Easy, Quick
Let’s start with integrations requiring minimal investments that produce quickly-realized benefits to customer satisfaction and loyalty.  For example: 

1. Email click-to-call invites for rejected customer reviews.  During the moderation process, Bazaarvoice content analysts code rejected reviews with descriptive codes, including FL (foreign language), CR (competitive reference), and IU (inappropriate content).  You might start with a click-to-call invite targeted specifically at reviewers who submitted content rejected for liability concerns (LI); with proper execution, this could trigger a phone call that alerts you to a product liability concern sooner than would have otherwise occurred.

2. Reach out to top reviewers.  Our “top reviewer” badging system lets you know who your greatest advocates are by taking into account both review volume and how frequently others have rated reviewer’s content as helpful.  Link this list to your customer database and send click-to-call invites for a focus group, product announcement, manufacturer feedback session, or any other time you’d like to hear from or talk to your greatest advocates.  Whether you end up taking their advice or not, they’ll feel even more brand loyalty.  

Level II: Volume, Service
Your click-to-call integration creates further value by increasing review volume in and improving customer service out:

3. Enter your existing knowledge base into Ask & Answer.  By seeding Ask & Answer with actual customer questions and support agent responses captured via your traditional customer service channels, you’ll create a compelling reason for your customers to find their own answers while staying in the path to purchase.
4. Present social commerce data to your agents handling incoming click-to-call requests.  Existing solutions frequently provide support agents with an order history when a caller dials in.  By adding reviews, questions, answers, and stories to this view, your customer support agents will be better enabled to quickly and effectively address issues germane to specific callers.  Customers now expect you to know what they have purchased; customers will be genuinely impressed if you know not just what they purchase but what they actually like.
Level III: Unique Venues
Next, we’ll achieve greater ROI by creating unique venues for social content generation via integration.  Advanced integrations often will require substantially more work, and the benefits of differentiation via advanced integration must clearly outweight the costs
5. Conditionally invite customers to click-to-call during the review submission process: if an otherwise happy customer is midway through submission of a 1-star rating on a high-margin product with a high average rating, this is probably a customer you would like to get on the phone.
6. Allow customers to call in questions and answers.  Click-to-call services that also offer transcription can become rich sources of questions, answers, stories, and reviews that increase conversion and decrease customer support costs
Level IV: Upgrade Your Instrumentation

Lastly, you can use advanced click-to-call technologies to make your social commerce solutions more responsive to customer needs:
7. Rule-based escalation: if a customer asks a question via Ask & Answer and doesn’t receive an answer within 72 hours, send the customer a click-to-call invitation.

8. Notification options: ask customers if they would like to receive a text message, email, IM, or automated phone call upon review moderation to let them know if their content has been accepted or rejected.

Up Next: What Works?
These are our ideas; we hope you find some of them useful.  Of course, you’ll know better what to do for your business.  Give us a “call,” and we’ll help make your project “click”( 
