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Introduction

What are the best practices that drive
excellence in customer care on Twitter?

Which best practices are most
widely adopted by top performers in
different industries?

What are the brands and handles that
are using these best practices to drive
care excellence?

For answers to the first two questions, look to
From AM to DM: Twitter customer care in a
24/7 world. Sprinklir collaborated with Twitter to
look at nearly half a billion Tweets, from more
than a thousand global brands, and create a
data-driven picture of the best practices that
enable excellent Twitter care. The report also
includes snapshots of key industries, so you
can see the best practices that drive value for
your business and customers.

Now we answer the third question:

Which brands are tapping into these best
practices to deliver the very highest caliber
of Twitter care?

In this report, you’ll get an

industry-by-industry look
at the top performers.

Each of these brands scores in the top tier of

Twitter care, as measured by the Sprinklr Care
Score: a balanced measure of care excellence,
based on seven different weighted indicators.

The size of each list is different, because each
industry is different: Some industries have a

lot of accounts that shine at Twitter customer
care, while others have fewer stand-outs. While
our dataset included 31 different industries,
almost half of which have at least a handful of
top care performers, this report focuses on the
industries where at least seven care handles
landed in the top tier of Twitter care accounts.

We have highlighted the best of the best: the
accounts that can serve as standard-bearers

for their industry, to show what care excellence
looks like. These are unranked lists, because in
most cases all of these top performers are neck-
in-neck when it comes to their standard of care.
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https://partners.twitter.com/en/partner-resources/sprinklr-customer-care-report.html?utm_source=Twitter&utm_medium=Sprinklr_Blog&utm_campaign=Care_Report 
https://partners.twitter.com/en/partner-resources/sprinklr-customer-care-report.html?utm_source=Twitter&utm_medium=Sprinklr_Blog&utm_campaign=Care_Report 
https://partners.twitter.com/en/partners/sprinklr

The Sprinkir Care
Score Explained

The Sprinklr Care Score is a balanced
measure of care excellence, based on seven
different weighted indicators. Together, these
indicators reflect the various dimensions of
Twitter care, and provide a robust measure
of care excellence that works across different
industries and countries.

FAIR

338

POOR

759

All the brands in our lists of top-performing
accounts have Twitter handles that placed in
the top 25% of the 1,228 Twitter handles we
analyzed for the Twitter care report. Together,
these outstanding care accounts have an
average Sprinklr Care Score of 759 (compared
with an overall average of 486 for all handles
we assessed).
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GOOD

644

Average Sprinklr care score
for brands that excel in the

(0] fundamental Twitter care
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Here are the seven indicators that
make up the Sprinklir care score,
and why each one matters:

° Response rate: Replying to a high
proportion of brand mentions and
customer inquiries demonstrates
a willingness to address customer
concerns, though not every tweet that
mentions a brand handle is actionable
or warrants a response.

e Time to first response: A quick response
shows care for and attention to customers,
as well to the online conversation.

e Volume of brand replies: The overall
volume of Twitter replies a brand sends
to customers indicates the scale of its
customer care capacity.

° Volume of outbound Tweets: The total
volume of outbound Tweets, including
both original Tweets and replies,
demonstrates the brand’s level of
engagement with the conversation
on Twitter.

e Following count: Brands that follow
a larger number of Twitter accounts
demonstrate that they are paying
attention to customers.

e Likes count: The number of Tweets a
brand likes indicates that it is thinking
creatively about how to engage with
customers.

° Engagement rate: The degree to which
customers engage with brand posts
shows that the brand is effectively
speaking to its audience.

5 f-sprinklr




Apparel and Fashion
Top Brands

9 companies that bring style and flair to Twitter care

These nine outstanding Twitter care accounts have an average Sprinklr Care Score of 736,
compared to an overall industry average of just 392.

FabFitFun Louis Vuitton

v _
fw

FabFitFun Care

Stitch Fix

PERSONAL w
STYLING FOR

EVERYBODY

The percentage of top-performing
Sprinklr Care Score apparel and fashion brands that excel
at each best practice

Take ownership

FAIR GOOD for issues or mistakes
Go the extra mile
and exceed expectations

Build relationships

POOR @ TOP by engaging customers
73 6 Tweet like a human

and with a personality

(o] 1,000 Respond quickly
to mentions

3 \-sprinklr


https://twitter.com/away
https://twitter.com/nikeservice
http://twitter.com/tracksmith
https://twitter.com/fabfitfuncare
http://twitter.com/stitchfix
https://twitter.com/askteamUA
http://twitter.com/LVServices
http://twitter.com/thirdlove
http://twitter.com/victoriassecret
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Financial Services
Top Brands

9 top-performing care accounts

These nine financial institutions run Twitter accounts with an average Sprinklr Care Score of 838,

compared to an overall industry average of 551.

Bank of America

|
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S |
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HELP =B

Bank of America Help &
@BofA Help

Lloyds Bank

Lloyds Bank &
@LioydsBank

PNC

r @ i

PNC Bank Help @
@PNCBank ol

Sprinkir Care Score

499

FAIR GOOD

\ 644

338

838

1,000

wwwwww

@TO P

Capital One

Capital One &
@AsiCapitalone

NatWest

Tomorrow

NatWest &
@Natiest Help

Rabobank &

@Rabobank

and exceed expectations

for

) I
- @

=)0

begins today.

KeyBank Expert Help &
@eyBank Help

PayPal

The percentage of top-performing
financial services brands that excel at

each best practice

Go the extra mile

67%

Take ownership
issues or mistakes

53%

Tweet like a human

and with a personality

by engaging customers

28%

Respond quickly

{o)
to mentions 47%

Build relationships
P 25%
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http://twitter.com/bofa_help
http://twitter.com/lloydsbank
http://twitter.com/PNCbank_help
http://twitter.com/askcapitalone
http://twitter.com/natwest_help
http://twitter.com/rabobank
http://twitter.com/keybank_help
http://twitter.com/askpaypal
http://twitter.com/ask_wellsfargo

Food and Beverage
Top Brands

8 accounts with a taste for great care

These eight food and beverage accounts have an average Sprinklr Care Score of 744,
compared to an overall industry average of 435.

Home Chef Misfits Market

Campbell’s

Wil Love ® Use SOC30 for $30 off your first

© chicago, I [ Joined July 2013
177 Follo

THE TASTE YOU LOVE,
AT A PRICE YOU'LL LOVE.

ovE 0F

T 0065

0id Peps, you've come o the right pace.
2008

The percentage of top-performing
Sprinklr Care Score food and beverage brands that excel
at each best practice

Take ownership >
499 for issues or mistakes
Go the extra mile 36%
cict:] 644 and exceed expectations ©
Build relationships o

. 43%
POOR 74 4 TOP by engaging customers
Tweet like a human

and with a personality

0 1,000 Respond quickly 5
to mentions 29%
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http://twitter.com/campbellcares
http://twitter.com/nestlecare
http://twitter.com/purina
http://twitter.com/realhomechef
http://twitter.com/oscarmayer
http://twitter.com/stouffers
http://twitter.com/misfitsmarket
http://twitter.com/pepsi

Leisure and
Tourism Top
Brands —

12 brands that shine TR
at care

AMC Theatres

Joined January 2010

Do 117 Then you're one of The Fun Ones. Welcome to the offcial
Twitter for Carnival el #Carnival #ChooseFun
@ Miami, FL & c

These twelve leisure and tourism brands
have an average Sprinklr Care Score of 805,
compared to the industry average of 567.

Follow

BIC

DoubleTree by Hilton &
@DoubieTree

moments that make you feel special

Sprinkir Care Score B el T

Hertz Thanks °
LA e toyouswe're
y #1 again!
Hilton

POOR

Hertz @

Hilton Hotels &
@Hertz @HitonHotels

Hertz. We' You there. For support, i it
bity/2gBGEJK ‘out-of-this-world service for a truly memorable stay.
@ Worldwide & hertz.com (I} Joined December 2008 "

3a.4KFollowing 6

@ McLean, VAUSA & hior
13K Following  315.9K

The percentage of top-performing

leisure and tourism brands that excel IHG !

Hyatt Concierge @
@HyatiConcierge

at each best practice mase

Providing 2477 senvice and support or the IHG Hatels and Resorts. True
Hospitality for Good. Send us a Direct Message!
%
0,

© 4900+ hotels in ~100
8
8
Build relationships “ASsisT
P

by engaging customers
BON

Tweet like a human 50%
and with a personality Marriott Bonvoy Assist &

@MBonvoyAssist

$ 1HG.com [E) Joined December 2010

Take ownership
for issues or mistakes

Go the extra mile
and exceed expectations

Royal Caribbean &

@RoyalCaribbean

Tweetus  of our

380/ hotels. Fi stions at bit.I/loyaltyFAQS.
‘0 @ Global

18.5K Fol

Respond quickly
to mentions

@ Miami, FL & bitly/RoyalCariobean... [ Joined April 2009
1,264 Following  291.3K Followers

3 Joined June 2014
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http://twitter.com/airbnbhelp
http://twitter.com/carnivalcruise
http://twitter.com/hertz
http://twitter.com/MBonvoyassist
http://twitter.com/amchelps
http://twitter.com/doubletree
http://twitter.com/IHGService
http://twitter.com/hiltonhotels
http://twitter.com/royalcaribbean
http://twitter.com/avis
https://twitter.com/enterprisecares
http://twitter.com/hyattconcierge

Logistics Top Brands

9 brands that deliver on care

Whether they’re bringing a meal from the other side of town or a package from the other side of
the world, these logistics companies deliver on care: Their average Sprinklr Care Score is 795,

compared to an overall industry average of 532.

T Joined October 2014

FedEx Help @
@FedEteln

updates.

Uber Support &
@Uber_Support

& help.uber.com [ Joined September 2014

Sprinkir Care Score

FAR > Goop

POOR 7 9 5 @TOP

1,000

DHL Doordash

Delivering Good.

HOW CAN WE'HEH
YOU TODAY?

() () ( Foliow )

DHL U.S. Help @ DoorDash Help &

@DHLUSHelp @DoorDash Help

Helo This Us.cust /. pa
Spm, Sat AZ Time. Follow GOHLUS to #GoGiobs. below.

Postmates

a

@Asklyft 3 £ © =

@ @ (rorow

lyk

AskLyft @ Postmates Support @
@asklylt @Postmates Hel o

Official Twitter support channel of Ly/t. We're available 24/7 to help.
@ yft.comicities & lyftcomihelp [ Joined April 2014

UPS Customer Support & XPO Logistics, Inc.
@UPSHelp @XPOLogistics

The percentage of top-performing logistics
brands that excel at each best practice

Take ownership
for issues or mistakes

Go the extra mile
and exceed expectations

Build relationships

by engaging customers
Tweet like a human
and with a personality

Respond quickly
to mentions
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http://twitter.com/caviarsupport
http://twitter.com/fedexhelp
http://twitter.com/Uber_support
http://twitter.com/DHLUSHelp
http://twitter.com/asklyft
http://twitter.com/UPShelp
http://twitter.com/doordash_help
http://twitter.com/postmates_help
http://twitter.com/XPOlogistics

Restaurant Top Brands

8 brands serving up great Twitter care

These eight restaurant brands deliver excellent customer care. Their average Sprinklr Care Score

is 738, compared to an industry average of 576.

Chipotle

izza on Twitter, Hosted by the crew at Domino's HQ.
Joined April 2009

Official support account f
an order? DM us your ord ery-cafe location.

Sprinkir Care Score

FAR > Goop

POOR 73 8 @ TOP

0 1,000

McDonald’s

ba da ba ba ba

+ support hande for GKFC. Lot me know about your i close personal frend
nt. I here to help.
Tl e [ Joined September 2009

0B Joinud ey 2016 13.5K Following  3.7M Followers.

Starbucks Care & Tim Hortons &
@ @TimHortons

‘We're here to support any mments or concerns when

bt dilonilis Proud to be Canada's favourit coffee. < @

For guest support, please send us a private message from 8am - 10pm ET.
[ Joined September 2011
ng 657.6K Followers

The percentage of top-performing
restaurant brands that excel at each
best practice

Take ownership o

gy ld relationships
Tiweet ke o human
Respond quickly
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http://twitter.com/chipotletweets
http://twitter.com/mcdonalds
http://twitter.com/starbuckscare
http://twitter.com/dominos
http://twitter.com/olivegarden
http://twitter.com/timhortons
http://twitter.com/tellthecolonel
http://twitter.com/askpanera

Retail Top
Brands

15 retailers who provide
excellent Twitter care STRNCEOBNORESHGS

wwwwwww

Amazon Help &
@AmazonHelp

Dollar General &
These fifteen retail accounts have an average
Sprinklr Care Score of 823, compared to an

overall industry average of 626. el e e

you, you.

Sprinkir Care Score

) Your ind
of unwind =
o SRS

FAIR 2 GOOD

338 \ 644 Nordstrom
POOR 823 @TOP NORDSTROM

1,000

PublixHelps &

pppppppppppp

The percentage of top-performing

oooooo

retail brands that excel at each

best practice Stop

esTopasHop / {

8sTopashop |

Take ownership
for issues or mistakes

g e extra mil
oy ol rlationstips
weet ke 2 human

Respond quicky

78%

Walgreens Social Care Team &
@WAC ialCare.

nnnnnnnnn
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http://twitter.com/amazonhelp
http://twitter.com/nordstrom
http://twitter.com/dollargeneral
http://twitter.com/staplesstores
http://twitter.com/macys
http://twitter.com/wholefoods
http://twitter.com/asdaserviceteam
http://twitter.com/publixhelps
http://twitter.com/askebay
http://twitter.com/stopandshop
http://twitter.com/michaelsstores
http://twitter.com/cvspharmacy
http://twitter.com/sephora
http://twitter.com/kohls
http://twitter.com/WAGsocialcare

POOR

Respond quickly
(0] 1,000 )
to mentions 44%

Technology Top Brands

14 tech brands that are wired for care

These fourteen tech industry accounts have average Sprinklr Care Scores of 805, compared to an
industry average of 509.

Electronic Arts

EAHelp @
@EAHeID

Expedia ili Playstation

y. —
,’9,',9{‘\ °Iil;m°,,,\‘w'}°"'
‘w Q li:o“‘v"l/'} 9 il 9"[

A A | £ P
\Y . & ¢ G
'%\"Lq\“".'i.w“o\“w \ L
. (o) ( Follow ) =) (83) ( Follow (o 1) ( Follow SUPPORT
o . ernipece

Ask PlayStation &
@AskPlayStation

QuickBooks Snapchat

Salesforce Customer Success Group & Samsung Support US &
@asksalest @SamsungSupport

@asksalesforce

<w = e - . The percentage of top-performing

technology brands that excel

Sprinklr Care Score at each best practice

; : 52%
499 for issues or mistakes
FAIR GOOD
Go the extra mile 88%
338 644 and exceed expectations ©

Build relationships

12%)

@TOP by engaging customers
8 ‘ ' 5 Tweet like a human °
and with a personality
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http://twitter.com/adobecare
http://twitter.com/QBcares
http://twitter.com/EAhelp
http://twitter.com/snapchatsupport
http://twitter.com/philipscare
http://twitter.com/applesupport
http://twitter.com/asksalesforce
http://twitter.com/expedia
http://twitter.com/teamturbotax
http://twitter.com/askplaystation
http://twitter.com/dellcares
http://twitter.com/samsungsupport
http://twitter.com/microsofthelps
http://twitter.com/yahoocare

POOR

Telecommunications
Top Brands

10 telecoms that answer the call for care

These ten telecom companies offer outstanding Twitter care. Their average Sprinklr Care Score is

883, compared to an industry average of 623.

Bell

b

Bel

Bell Support &
@8el Support

AT&T Help &
@ATTHelp

Hello! service, device or p

9 Joined August 2009

) (@) (rotem

Sky Help Team &

@SkyHelpTeam @Ask Spectrum

(=) (&) (Follow )

Frontier
Communication

Frontier

Ask Frontier &
@hskFrontier

care & technical support. For more online help visit

(@ Joined March 2012

Sprint T-Mobile

) () ( Follow () ( Foliow

Team. We're here

Official help & support account for @SkyUK.

Telus

TELUS Support &
@TELUSsupport

Sprinklr Care Score

499

FAIR GOOD

883

®

1,000

gurus: biling : tech
5. (2) Team Magenta 24/7

The percentage of top-performing
telecommunications brands that excel
at each best practice

Take ownership
for issues or mistakes

56%

Go the extra mile
and exceed expectations

76%

Build relationships

O,
by engaging customers 40%

Tweet like a human

0O,
and with a personality 48%

Respond quickly

O,
to mentions 64%
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http://twitter.com/ATThelp
http://twitter.com/telussupport
http://twitter.com/rogershelps
http://twitter.com/sprintcare
http://twitter.com/bell_support
http://twitter.com/verizonsupport
http://twitter.com/skyhelpteam
http://twitter.com/tmobilehelp
http://twitter.com/askfrontier
http://twitter.com/ask_spectrum

Utilities Top Brands

9 utility companies that keep Twitter care switched on

These nine utility companies offer top-tier Twitter care. Their average Sprinklr Care Score is 729,

compared to an industry average of 569.

Dominion Energy

n Energy. Customers can
X an emergency,cal o1

GENERATING

WlND+NUCLEAR+SOLA)—B

can beat the climate crisis. Together, we can help Britain achieve net

'IBERDROLA

Iberdrola Clientes &

‘Canal Oficial de Clientes lbercrola. Resolvemos tus ot
soluciones més eficientes: luz, gas y servicios. iberc

Sprinkir Care Score

FAIR GOOD

/\
729 O

0 1,000

POOR

DTE Energy

Duke Energy

=) (83) ( Follow )

Customers can report outages

) (Follow )

8
a Power & Light

g soway o B M faries s bumoeses Wet ore Mo 47,50
s, call 1-800-40UTAGE or 911. Do not report here.

com (3 Joined April 2009

Together et anaur way o 4l
MeFar iy

[ Joined August 2008

Waste

Xcel Energy
Management

THE FUTURE IS
WHAT WE MAKE IT,

£3) (_Follow |

Waste Management s the leading provi
Solutions in North America. Twitter Hours: 8

The percentage of top-performing
utilities brands that excel
at each best practice

Go the extra mile o
Take ownership 5

Tweet like a human 1%
and with a personality e

Respond quickly °

to mentions 44%

Build relationships o

by engaging customers
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http://twitter.com/dominionenergy
http://twitter.com/edfenergy
https://twitter.com/TuIberdrola
http://twitter.com/DTE_energy
http://twitter.com/SCE
http://twitter.com/wastemanagement
http://twitter.com/Dukeenergy
http://twitter.com/insideFPL
http://twitter.com/XcelenergyMN

The Best of the Rest

These thirty brands are in industries with relatively few high-performing Twitter care accounts.

But all thirty provide outstanding Twitter care: The average Sprinklr Care Score for these brands

is 750, compared with an overall average of 486 for all accounts across all industries.

Motion Math

Education & Parenting

=) ( Follow

3 K a instruction
ady & i-Ready that give every student the chance to succeed.

#MyiReady

© N.Bilerica, MA & om [ Joined April 2009

Bouygues
Engineering & Construction

bouygues =) (22) ( Follow

Bouygues Telecom &
@bouyguestelecom

Depuis 1996,

Telecom,

A
) Qe

Pdm;?e’vs

Vo
7@“7 |

q - N
pempere®,

MT——

Cigna
Health Care

C|gnc| ) () ( Foltow
Customer Service &
@Cignaquestions
Offcial Twitter page of Cigna's customer service team.
3 Joined July 2009

ClassPass
Health & Wellness

Chewy
Hobbies & Lifestyle

: m L~
, T T
gl 2 (A
v ¥ (B
. = J !
< s, W Can ¥ Omerfy
Wy 5 ep? 4 Onlerfyl dy
c Y Ty y
customer () (3) (Foliow
Chewy Help
o

24/7/365 Customer Sevice support. Have questions about your
Just ask our pet experts!

FL & chewy.comhelp ) Joined June 2016

1,047 Folowing 1,908 Folowers

Humana
Health Care

/,

'
a1
-

W @ @) Goom

Humana Help &
@HumanaHelp

P

3 callus
Tweet to us Mon - Fri 8am - 9pm EST

© Loy

itter [ Joined November 2000

ADT

Commercial Services

@ ) (@) (rotow

ADT&
@aoT

Here to help protect what matters most, #SafeAtHome

© Helping Protect the US & act. ome [ Joined October 2009

210 Following 497K Folloveers,

Pear Deck

Education & Parenting

interactive
9

@ lowa City and New York &
3,905 Following  B5.6K Followers

&) Joined September 2013

UnitedHealthcare
Health Care

Hi

Ask UnitedHealthcare &
@askUHC
for
assistance.
© Mimesota & uhe.com/privacy () Joined March 2015

4,495 Following 5,777 Followers

Huggies
Education & Parenting

*

) ( Follow

Huggies® &
GHuggies

GEICO

Insurance

When you have a question,
we have an answer.

Gethelp nthe GEICO Mobile app.
‘ =TS

G ) (8) (Foliow

GEICO Service Team &
1CO_Service

Twitter

needs 247!

© Chevy Chase,MD &

4,719 Folloving 10.2K

Speedway
Oil/Gas/Raw Materials
CHECK OUR APP DAILY FOR

SPECIAL OFFERS ON
DRINKS, SNACKS & MORE!

Speedway
@Specdnay

‘The OFFICIAL account of Speedway - Home of the f#SpeedyFreeze &

[ Joined September 2012

& spe

730 Following  137.7K Followers

Daikin

Engineering & Construction

GOODNESS ror EVERYONE

VPoamin

Daikin India
dia

@ Joined July 2009
16.6K Folowing  124.6K Followers

Mercedes-Benz
Automobiles

Mercedes-Benz &

@MercedesBenz.

Welcome to the offcal Twitter of Mercedes-Benz. imprint: i, me/provider
© Stuttgart, Germany ¢ mbame/provider [ Joined July 2009

690 Following  3.6M Followers

idential segment today. You can tak to us here. :)

© New Delhi ) Joined September 2011

1,849 Following  44.4K Followers

ADP
Commercial Services

= I NS e

Your HR & Payroll
partner for what
comes next.

[ Joined February 2009
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http://twitter.com/curriculumassoc
http://twitter.com/bouyguestelecom
http://twitter.com/pampers
http://twitter.com/cignaquestions
http://twitter.com/GEICO_service
http://twitter.com/speedway
http://twitter.com/daikinindia
http://twitter.com/adp
http://twitter.com/classpass
http://twitter.com/Chewyhelp
http://twitter.com/humanahelp
http://twitter.com/adt
http://twitter.com/peardeck
http://twitter.com/askUHC
http://twitter.com/huggies
http://twitter.com/mercedesbenz

RGA

Insurance

@RGA
We design businesses and brands for a more human future. Tweets by @chapinc
© New York, NY & rga.com [ Joined October 2008

3,038 Following  168.6K Followers

Aetna
Health Care

aetna
vaetna
help ) () ( Follow
Aetna &

@hetnaHelp
We are your official Actna Customer Service Twitter reps, here to help,listen and
learn from you. Tweet with us 24 hours a day, 7 days a week.

9 Hartford, CT and Global & bitly/aetnasocialToU [ Joined February 2012

5,074 Folowing 162K Followers

Kent

Tobacco

EMBRACE A 100% PURE & Y L
HEALTHY LIFESTYLE WITH KENT 1 I

Follow

Kent RO
KentRO:
KENT RO Systems Ltd brought the revolutionary RO technology to India. It a 21st
with a vision to ol
3 Joined June 2010
50 Folowing 8,927 Followers

Curology

Cosmetics & Personal Care

We're a custom skincare brand that wants to get real with you about skin. Al ruth,

2010 BS. Try a custom formua free.

NOV
Oil/Gas/Raw Materials

Follow

Rockstar Support &

@RockstarSupport

Official Rockstar Games technical support on Twitter. Also check out the Rockstar
Support website for help and answers

© New York, NY ¢ mes.com [ Joined May 2010

1Following  687.9K Fol

Cadillac

Automobiles

Catitlec .

lac &

Welcome to the official Cadillac Twiter account. Privacy Statement -

9 cadillac.com [ Joined August 2000

1121 Following  710.3K Followers

Peloton
Health & Wellness

Peloton &

@onepeloton

Allstate

Insurance

you've never been
in better hands

Follow

Alistate &
SAlstate

the hands Iife well protected

Dove
Cosmetics & Personal Care

Take care, be safe.

Dove

) ( Follow

Dove &

@pove

We're committed to encing systemic racism by:
4 Expanding the CROWN Coalton

-

= Empowering young people.
plfying Black voices

Moment
Hobbies & Lifestyle

Submit

Follow

Moment &

@moment

creatives. Buy gear (and film). Lear from pros. Take epic:

peiotoni ; "
can take anytime with the Peloton Bike, Peloton Tread & Peloton App.

m [ Joined August 2012

© New York, NY & onepeloto

1,233 Folowing  139.9K Followers

Bud Light
Alcohol

Follow

@budiight
By following, you confirm you're 21+ and will only share content with those of legal
drinking age. Enfoy responsibly. budlightiegends.com

© stLouis, MO [ Joined August 2012
ng 237.3K Followers

trips. rello@shopmoment.com

© seattle, WA & shopmoment.com () Joined October 2013

1,738 Folowing  97.2K Followers

Grove Collaborative
Home & Appliance

.

—

Follow

Grove Collaborative
@grovecolab

Healthy, sustainable home essentials, delivered to your doorstep. So you can
create your best home. €

Need help? DM or email us via community@grove,

Express Scripts
Health Care

a—rn

-
Ask Express Scripts
@ExpressRHeln
Offical @xpressSeripts Twitter help center, "SB, “H, AF &*SJ are here tosten,
@ St Louis, MO & express-scripts.com [ Joined December 2012

3,021 Following 1,343 Followers

Busch
Alcohol

Busch Beer &
@BuschBe

By following, you confirm you're 21 and wil ony share content with those oflegal
arinking age. Enjoy responsiby. bt /2

) StLouis, MO & b
108 Following 130K Followe
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http://twitter.com/RGA
http://twitter.com/aetnahelp
http://twitter.com/kentrosystems
http://twitter.com/curologyusa
http://twitter.com/grovecollab
http://twitter.com/expressrxhelp
http://twitter.com/buschbeer
http://twitter.com/rockstarsupport
http://twitter.com/cadillac
http://twitter.com/onepeloton
http://twitter.com/budlight
http://twitter.com/allstate
http://twitter.com/dove
http://twitter.com/moment

Methodology

The accounts we considered for this list are the
same 1,228 accounts that were scored for the
Twitter and Sprinklr collaborative report, From
AM to DM: Twitter customer care in a 24/7
world. These 1,228 accounts represent 1,050
brands in 30 countries. Scores were calculated
based on one year’s worth of data (July 2019-
June 2020), encompassing nearly half a billion
Tweets to and from brand accounts.

Brands were eligible for scoring if
they appeared on one or more of the
following lists:

e Forbes 100 Most Valuable Brands 2019
e Interbrand 100 Best Global Brands 2019
e Brand Finance Global 500 2020

e Interactive Advertising Bureau 250
Direct Brand Products to Watch 2020

e Brand Finance USA 500 2019

e Interactive Advertising Bureau 100 Direct
Brand Services to Watch 2020

Each of the 1,050 brands in this report was
scored based on a single customer-facing
handle. This included 874 brand handles that
deliver care from their main Twitter handle, and
176 care handles that are separate from the
main Twitter handle.
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