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Abstract: The article examines the impact of digitalization on customer service processes 

in the service sector, as well as the role of social technologies in transforming these processes. In 

the context of constant technological progress, customer needs are becoming increasingly 

dynamic, and competition in the market is fierce. Social technologies, including social networks, 

mobile applications, chatbots and data analysis systems, are becoming important tools that allow 

companies not only to improve the quality of service, but also to create new forms of interaction 

with customers. The article analyzes key aspects of digitalization, such as improving customer 

experience, personalizing service, automating interactions and reputation management, as well as 

the impact of these processes on the success and competitiveness of enterprises. Examples of 

successful implementation of social technologies in various service industries are given, and the 

main challenges that organizations face when implementing such technologies are identified. 
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Introduction. Digitalization and the introduction of innovative technologies are radically 

changing the face of the services market and customer service processes. If a few years ago the 

main tasks of enterprises were limited to providing standard customer service, then in modern 

conditions they are faced with the need to introduce new tools to improve the quality of service, 

increase the efficiency of business processes and create long-term relationships with clients. One 

of the most important factors for success in the services market is the use of social technologies 

that allow businesses to integrate digital platforms into their daily activities. 

Main part. Social technologies, such as the use of social networks for customer interaction, 

mobile applications, chatbots and online reviews, are becoming an integral part of the customer 

service system. In the conditions of fierce competition and high expectations from consumers, 

these tools play a key role in creating competitive advantages, increasing the level of trust and 
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customer satisfaction. This article examines the main aspects of the transformation of customer 

service processes using social technologies and their impact on the success of service enterprises. 

Digitalization covers many aspects of business activity, including marketing, sales, HR 

management and customer service. In the service sector, digitalization of service processes allows 

you to speed up interaction with customers, improve the accuracy and personalization of offers, 

and create a more effective interaction model. 

Personalization is becoming one of the main factors determining the success of a service business. 

Social technologies allow you to collect data on customer preferences, needs and habits, which 

opens up opportunities to create personalized offers and optimize service. Big data analytics and 

machine learning algorithms allow you to predict customer needs and offer them individualized 

products and services. This helps not only to increase customer satisfaction, but also to increase 

their loyalty. 

One of the striking examples of digitalization of customer service is the use of chatbots and virtual 

assistants. These tools allow you to automate the process of answering standard questions, 

processing orders, consulting on services and solving typical problems. Chatbots based on 

artificial intelligence can work around the clock, which significantly increases the availability of 

the service and reduces the workload of employees. This improves the customer experience and 

reduces the response time to requests. 

Mobile applications and social networks are becoming important channels for customer service. 

Through social media, organizations can not only promptly respond to customer requests, but also 

promote their products and services, participate in discussions and activities, and receive 

feedback. The introduction of mobile applications allows customers to interact with the company 

anytime and anywhere, which makes the service process more convenient and accessible. 

One of the key tasks of service enterprises in the context of digitalization is reputation 

management. Social technologies play a major role in this process as most consumers now use the 

internet, including social media and review platforms, to find out what other customers think 

about a company. 

Social networks allow not only to promote a brand, but also to track opinions about the company 

in real time. Reviews, comments and discussions on platforms such as Facebook, Instagram, 

Twitter, as well as on specialized services such as Yelp, can significantly affect the reputation of a 

business. Prompt response to negative reviews, resolution of conflict situations and continuous 

improvement of service quality through such channels helps companies to strengthen customer 

trust and increase their loyalty. 

More and more customers rely on reviews of other users when choosing goods and services. 

Review platforms allow not only to maintain a high level of trust, but also to minimize risks for 

the business. Review management is becoming an important component of corporate strategy, in 

which social technologies play a key role. Positive reviews and high ratings on platforms form a 

positive image of the company, and negative reviews are a reason to improve the quality of 

service. 

Social technologies significantly affect the success of service companies due to the ability to 

increase the efficiency of service processes, improve customer interaction and reputation 

management. Let's consider the key factors that influence the success of a business in the context 

of digitalization. Companies that actively use social technologies have a significant advantage 

over their competitors, as they can interact with customers more effectively, respond to their 

requests faster, and provide better services. Continuous improvement of service quality based on 

the analysis of customer needs data helps businesses adapt to changes in the market and compete 

effectively with other players. 
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Social technologies significantly improve customer experience by offering customers convenient 

and fast ways to interact with the company. Mobile applications, chatbots, online consultations, 

and social networks allow customers to resolve issues at any time and with minimal effort. This 

increases the level of satisfaction and trust, which contributes to long-term relationships with 

customers. 

Digitalization of service processes and automation using social technologies help to significantly 

reduce personnel costs and improve operational efficiency. Less time is required to process 

customer requests, and automated systems can handle typical tasks without human intervention. 

This allows you to save resources and invest them in other areas of the business, such as 

innovation and development. 

Conclusion. Digitalization and social technologies play an important role in transforming 

customer service processes in the service industry. They not only contribute to improving the 

quality of service, but also allow companies to achieve high efficiency and competitiveness. 

Social networks, mobile applications, chatbots and data analytics systems open up new 

opportunities for personalization, automation and reputation management, which is becoming a 

decisive factor for success in the modern economy. 

Suggestions: 

1. Developing digital skills of employees: Companies should invest in training employees to 

effectively use social technologies and digital platforms. 

2. Actively using data for personalization: More attention should be paid to collecting and 

analyzing customer data to create personalized offers. 

3. Reputation monitoring and management: It is important to actively work with customer 

reviews and manage reputation through social networks and specialized platforms. 

4. Investing in innovation: Companies should continue to invest in new technologies to improve 

customer experience and increase operational efficiency. 

5. Strengthening data security: It is important to ensure reliable protection of customer data to 

avoid leaks and increase consumer trust. 

Thus, the use of social technologies in customer service is a key factor in the success of service 

enterprises in the era of digitalization, allowing them to improve the quality of service, increase 

competitiveness and strengthen relationships with customers. 
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