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What Do Consumers 
Expect from Brand
As consumers become more demanding in 

digital age, a systematic approach is required 

to handle their needs.

We need to be responsive to any kind of 

voices: from soft feedback to hard complain, 

from a simple thank you note to endless 

stream of inquiries.



What we need to do?

Responding to consumers’ voices has become as important as 

creating and running those breakthrough marketing campaigns .

How should we handle their voices while managing various

mix of digital channels of communication?



Welcome 
Appreciation

Accept feedbackAddress ComplainReply Inquiries Compile Activity 
Submission

Hello,

We Are
DigiCare

Digicare is a whitelabel relationship service to effectively manage your 

consumers digital experience in social media channels.

We are team of agents whose mission is to help brands/agencies 

addressing consumers’ needs in digital (official social media channels).

We are part of TRYS Digital



Consumer
Channel
We Support

*Other channels available upon request



How We Work

As a Team

We work as a team (work-shift) to avoid 
burnt out and minimize human error.

Each agent work no longer than 4 hours 
a day,  with a day off every week.

Each team is closely monitored by 
supervisor to maintain quality of work.

Supported 
by World-class Tool
Sociomile  is a social community and 

moderation dashboard/apps that helps 

businesses manage all their social 

network profiles. 

Sociomile  also comes with tools to help 

you gather critical data like statistics

and reporting to help us gain

high quality insights.

Standardized 
rules of work
We have proper Standard Operating 

Procedure, it covers internal rules of work 

and how to communicate with consumer 

as well as clients.



● Inquiries

● Complains

● Feedbacks

● Appreciation

● Activity 

Submissions

Workflow

Consumers

Digicare Agent

Knowledge Base

Digicare Supervisor

Client

Agency



(1) EASY (2) NEED CONFIRMATION (3) DIFFICULT, NEED CLARIFICATION

Answered with the pre-approved FAQ / 
responses by the Social Media team

Social media team draft answer/response 
to post

Escalate to  Brand Team with suggestion 
to answer 

Send for review and approval to Brand 
Team Internal Process by Brand Team

Social Media team post answer / confirm 
directly based on the FAQ

Approval by Brand Team Brand  team send approved draft of 
answer to social media team

Social Media team post answer / confirm 
directly provided by Brand Team

Social Media team post answer / confirm 
directly provided by Brand team

Social Media team categorise all the response activities for monthly report purposes

Social Media team records the answers 
to create a living-document FAQ for reference

Category of Inquiries
Feedback Management

RESPONSE TEAM
SOCIAL MEDIA

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Rangga Rahimsono
Project Lead

Iradatin Rosita
Account Director

Lydia S Aprina
Head of Digicare

Lara Oktafia / 
Agustina

Account Manager

Team Lead 
Shift 2

Agent A

Project ManagerClient

TEAM 
STRUCTURE

Team Lead
Shift 1 

Agent B

Agent C

Agent D

Agent E



Existing & Previous Brands 



Case Study : Wuling Motors Indonesia

Launched in 2017, Wuling Motors is a Chinese 

automotive brand that suffer from negative 

stigmas. Public believes that Chinese brand have 

low quality and bad service compared to their 

Japanese and European counterparts.

28.106
Responses

2017

76.762
Responses

 2018

2.178
Responses/week

on avg

 2019

DigiCare act as a digital frontline to prove 

that those misconceptions are all wrong!

We also look for “buying signals” from the 

potential consumers to be converted to leads that 

will be followed up by Wuling Motors sales team.

3.056
Responses 

during the event

GIIAS



Achievement
In 2019, DigiCare and Wuling Motors won

Number 1
The Best Digital Customer Service
In Automotive Industry

Runner Up
The Best Digital Customer Service
Across Industry



Utilize Social Media to The Next Level:
Solving more than 300 problems from Social Media

*Data taken from social media response during July  2018 -Jun 2019

69 Voucher Prize 
Issues

45 Product delivery 
Issues

44 Car Condition 
Issues

41 Car Condition 
Issues

3 Car Condition Issues

312
Total Issues



03  OUR WORKS03. OTHER PROJECTS



Prepared by TRYS

Client : OYO Indonesia
Industry : Hospitality
Period : 2020  

   #1
Tik Tok Community Engagement

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Prepared by TRYS

   #2

Client : So Good Indonesia
Industry : Food & Beverage
Period : 2018  

Client : YoyiC Indonesia
Industry : Food & Beverage
Period : 2018  

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Prepared by TRYS

   #3

Client : Koppa Coffebites
Industry : Food & Beverage
Period : 2018  

Client : Ralali
Industry : E-commerce
Period : 2020  

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Prepared by TRYS

   #4

Client : Pustekkom Kemdikbud
Industry : Education
Period : 2017  

Client : LPDP RI
Industry : Education
Period : 2019  

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Prepared by TRYS

   #5

Client : Telon Lang
Industry : Pharmacy
Period : 2018  

Client : BCW Indonesia for DELL
Industry : Technology
Period : 2020  

Prepared by TRYSPrepared by TRYSPrepared by TRYS



Prepared by TRYS

   #6

Client : Lakme Indonesia
Industry : Make Up
Period : 2020  

Prepared by TRYSPrepared by TRYSPrepared by TRYS



On the internet,

everyone hold a speaker to speak louder. 

They can say nice thing about you. 

Then life goes on. But when someone's say 

bad thing, the news travels fast and 

multiplied. 

With hindsight, we realized that 

one dissatisfied voice is a spark that could 

eat the whole forest!



So...

Rather than using your team hours to handle 

consumers voices, why don't you use a solid team 

of agents with rigid process to manage them?



“Customers are always beautifully, 

wonderfully dissatisfied.” 

Jeff Bezos



Let’s Discuss
hello@trys.co


