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What is Social Networking? 

ÅOnline communities of people who share 
interests and/or activities

ÅSites include a means to connect with 
friends and a recommendation system linked 
to trust

ÅUsers can upload a picture of themselves, 
create their 'profile' and can often be 
"friends" with other users

ÅWord of Mouth (WOM) Marketing



Shifting Trends

ÅAs companies focus more on social media, it 
will become necessary to focus on customer 
service

ÅCustomer Service will be the new marketing.  
A scenic byway with great customer service 
will outperform those with more dollars used 
toward advertising

Å70% to 30% ratio is flipping



Types of ñSocial Mediaò
Blogging/Micro

ÅWorldPress; TypePad; Twitter

Peer Reviews

ÅYelp; Google Local; Yahoo Local

Social Networking

ÅFacebook; MySpace; LinkedIn

Peer Knowledge

ÅWikipedia; Yahoo Answers

Social Bookmarking

ÅDigg; StumbleUpon; Delicious; RSS

MediaCasting

ÅPodcasting; YouTube; Flickr; Panoramio, 
Seesmic



ÅA social networking and micro-blogging 
service

ÅUsers write and read updates or ñtweetsò 
(140 characters or less)

ÅPeople and/or businesses follow your tweets

ÅIn February 2009, Compete.com estimated 
Twitter had over 10 million users

http://twitter.com/home


Tips about events,

specials, fun facts,

new photos or 

videos online 

(flickr/YouTube).

RSS feeds

Complete bio with 

website & location



7 Habits of Highly Successful Twitterers

ÅLet your profile speak for itself

ÅMaximize your efforts with Twitter applications

ÅProvide positive insights about your attraction

ÅFind your community and bring it to you

ÅñRetweetò other helpful information

ÅRespond as often as you can

Å140 characters of funðMake the most out of 
each and every tweet

http://twitter.com/home


Twitter Donôts

ÅDonôt be too sales pitchy or sound like a 
commercial

ÅDonôt tweet information that is NOT 
relevant to your followers

ÅDonôt not follow people back

ÅDonôt ever be upset if people say 
something negative about your area

http://twitter.com/home


Twitter Links/Helpful Sites

ÅTinyURL.com

ïMake a long URL tiny (25 characters)

ÅMonitter.com

ïEnter your username to keep track of tweets 

about you

ÅTwitterGrader.com

ïMeasures your rank as a Twitter user

ÅSearch.Twitter.com

ïSearch tweets or relevant topics

http://twitter.com/home


Understand why Twitter is an ideal 

customer service platform

ÅProblem resolution: Help someone resolve 

their issues. 

ÅPositive brand image: Great customer 

service gets talked about; WOM

ÅCost reduction: Customer service via 

Twitter often takes less time and a lot less 

money

HOW TO: Use Twitter 

for Customer Service



Track the ENTIRE conversation 

around your brand

ÅWhat are people already saying 

about you?

ÅTrack ALL the possible keywords  

that are related to your brand, like  

the names of your key features or 

any nickname your company may 

have.

HOW TO: Use Twitter 

for Customer Service



Make customers aware of your presence

ÅSearch for potential visitors and follow them

ÅProminently place twitter a button on your 

website and e-newsletters

Respond with @reply

Åno restrictions on who you can reply to, as 

opposed to DM

ÅOthers can see what youôre doing, which can 

possibly help other customers/visitors

HOW TO: Use Twitter 

for Customer Service



Be engaged in the conversations

ÅWhy do you like the brand so much?

ÅWhat can visitors do in your area?

ÅWhat cool things has your company done?

ÅRetweet a success story gives people many 

reasons to follow what you say

HOW TO: Use Twitter 

for Customer Service



Be authentic

ÅItôs easier than ever for your customers to 

research whether or not youôre telling the truth. 

ÅComcast, Dell, Southwest Airlines, Ford, 

Starbucks, and many more have been 

successful in promoting a positive brand image 

and solving customer problems with less cost 

than phone or email service

ÅTwitter and social media are helping redefine 

how customer service is done

HOW TO: Use Twitter 

for Customer Service



ÅñA social utility that connects you with the 
people around youò

ÅCreate a Page for your Business

ÅUpdate your page by adding events, 
images, new attractions and contests

ÅIn February 2009, Compete.com estimated 
Facebook had 120 million users



You and your fans

can post items

and comments to

your pageôs wall.

Add applications

for flickr photos,

RSS feeds, etc.

Add other apps 

to your wall from

your Boxes tab.



ÅFree Photo Sharing Website

ÅCreate sets to organize your photos by themes   

or locations

ÅAdd descriptions and keyword tags to each photo

ÅGeotag photos for better SEO (Search Engine 

Optimization)

ÅCreate a group for Flickr users to share their 

personal photos 



Your photostream: Sets

Organize your photos by location,

activity, theme or special interest.


