
Copyright ©2013 WSI.  All rights reserved.  Each WSI Franchise is an independently owned and operated business. 

 

 

 

  

 

Written by: Tracy Spence, Digital Marketing Expert 

 



 
 
 

 

Copyright ©2013 WSI.  All rights reserved.  Each WSI Franchise is an independently owned and operated business. 

 

SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

Many businesses want to deny it, but social media is positioning itself at the core of digital marketing. While it might be 

difficult to keep up with the rapidly shifting social landscape, the businesses that are finding a way to make social work 

are reaping the benefits. 

Despite the plethora of social platforms that seems to grow every few months, the main platforms that offer businesses 

a unique set of opportunities are Facebook and Twitter. 

Using Facebook as a marketing strategy is not a decision most companies take lightly. Many CEOs and business owners 

are very reluctant to be found on social media at all, but Facebook in particular seems to frighten business people as they 

see it as a potential risk. 

If handled correctly, Facebook can become your marketing partner and is a relatively cost-efficient method for companies 

to increase brand awareness and consumer engagement. 

Although Facebook is free for the general public and businesses alike to use, to ensure that you are getting the best return 

for your investment, whether that is time, money or both, you should have a plan in place to test and measure in order to 

benefit from it. 

In some cases when a company decides to take the plunge, they find in fact that someone has already beaten them to it. 

An example of this can be found with Baileys, a part of the Diageo brand.1 Baileys is a very popular drink around the world, 

and fans had already set up pages dedicated to the brand. A marketers dream if handled in the right way, all Diageo had 

to do was invite everyone from the existing Baileys pages to join the conversation in one centrally managed place. Diageo 

managed to increase brand awareness and engagement with their audience fairly quickly, and have now introduced the 

same methodology to their other brands and have a large and growing number of Facebook fans. Diageo not only 

remarkets to these fans, but also to their friends too, exploiting the viral nature of Facebook. 

Your company has a lot to gain from using Facebook: 

 Increased traffic to your website 

 Increased brand awareness 

 Increased trust with your consumers 

 Increased opportunity for market research 

Facebook is a place where your company can engage with its consumers and direct them back to your website for more 

information. These links back to your website act in a similar way to your flyer at your shop, or your business card at an 

event. 

Because you are engaging with people who want to talk to you, these web visitors are more likely to convert and 

become loyal customers than those gained through other methods. 
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SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

It stands to reason that the more places your brand is seen, the more aware consumers will become of your brand. It is 

important to bear in mind the persona you want to get across to your consumers. 

For example, a solicitor may wish to be seen as professional and knowledgeable, and may direct people to informative 

articles or blog posts on their website. 

A holiday villa owner, however, will want to be seen as warm and friendly, and may want to post images and testimonials 

onto their Facebook business page. 

Your persona may be slightly different for other social networking sites and should be planned well in advance of engaging 

with your consumers. 

Facebook consumers love competitions and freebies, and offering something for a share or a like is a great way to gain 

loyal followers fast. 

When using Facebook, it’s very important that as a business you clearly state what can and cannot be discussed with your 

team members in advance. Confidential information should be clearly defined and documented so embarrassments are 

avoided. 

However, the transparent nature of Facebook lends itself to trust and relationship building. Allowing people to post 

comments ensures a stream of positive reviews. Addressing negative comments – with an apology or an assurance that 

the issue is being taken care of – is another great way to build trust with your customers. Whether positive or negative, it 

is essential that comments are monitored and responses are quick. 

Companies can use Facebook to gather important information about a product or service by asking for opinions. A simple 

poll can glean much needed information. Asking questions like ‘red or blue?’ not only gets people engaging with your 

brand, but also helps you optimize your marketing efforts and potentially save both time and money. 

This can be taken a step further by asking your consumers to come up with the ideas themselves. Design competitions are 

a winner on Facebook in many ways. People love to feel they are a part of the brand, and that their ideas really have been 

considered. Everyone is a budding entrepreneur! 

Facebook offers businesses the opportunity to pay for advertising on their site. As a business you can clearly define who 

sees your adverts and therefore Facebook advertising is an effective way of driving traffic to your Facebook page or 

website. 

Generally it is wise to work with an experienced company who will help you prepare your campaigns, create user friendly 

landing pages and optimize your Facebook advertising with A/B testing in order to get the very best return on your 

investment. 
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SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

Facebook offers valuable insights for business pages that show how a relatively small number of Facebook likes can make 

a large impact if Facebook is used properly. 

Total Likes is simply the number of people who have liked your business page. The more likes you have, the more chance 

you have of your message being seen on Facebook. However, Facebook does not just assume that the number of likes is 

the most important factor to popularity. When we have discussed “a like for a like” type pages with Facebook - where 

people like your page for a like back on their own page – they say that they understand that these are popular and so have 

metrics in place to show the value of these likes. This will clearly show fake likes for what they really are. Do not 

underestimate the value of an earned like. 

People Talking About This measures the activity that your consumer initiates. In other words, if someone comments, likes 

or shares your post or content, answers a poll question, mentions your page or checks in at your place. This figure includes 

shares using a mobile device. Clearly this is the social engagement measurement, and one that any company should be 

working towards increasing. 

Weekly Total Reach is the measurement of how many people have posted something about your page. While “likes” are 

self-explanatory, each of your fans will have a number of friends. The viral nature of Facebook is based around these 

extensions of a fan-base and so your reach is not limited to your fans alone. The numbers Facebook tracks are based on 

the first 28 days after a post is created. Your post counts as a reach if it is loaded and appears in their news feed. This is 

why the “People Talking About This” measurement is important as this will show the difference of it appearing in your 

feed, or being read. 

Facebook also shows the views for each individual post and determines if the view was organic or viral. What is not being 

measured of course is whether the shares, comments and likes are for positive reviews or negative comments. 

Once you have decided to take part you should follow a few basics: 

 Decide on your goals and how you will measure them 

 Decide on your company persona (friendly, professional, intellectual, knowledgeable) 

 Plan your comment strategy (what your team can and cannot say) 

 Plan your content strategy (Mother’s Day incentives, budget day news etc.) 

 Plan your resource (who will answer what, when and how) 

 Plan negative reviews (how and who will handle them) 

The design elements should follow your brand of course, and Facebook should be an integral part of both your online 

and offline marketing to make a real impact on your business. 
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SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

People who do not use Twitter often ask, “What is the point - with a limited number of characters, how can you really get 

your message across?” Each Tweet is only 140 characters including spaces, but this succinctness makes it very easy to read 

many updates quickly and is why Twitter has become a popular social media platform. 

When you update Twitter, it will send a “tweet” to all your followers to let them know what you are up to. This generally 

means that businesses on Twitter are looking for a large number of followers, but in fact you should really concentrate on 

obtaining followers who are interested in your business niche to get the greatest benefit from Twitter. 

By following people who are likely to be interested in your business, you are more likely to gain the right type of followers. 

As they follow and begin to engage, your following will grow. 

It is important to highlight that a person does not need to use Twitter or follow a company or personality to view tweets 

and conversations. Unlike Facebook, where you can choose to hide elements, Twitter is public and fully searchable. This 

in itself is a benefit as it means your shared content can be seen by everyone, and of course means you can easily see 

what your competition and prospects are doing too. 

Twitter can be used to: 

 Share photos, videos and news 

 Gather product or service intelligence by asking questions 

 See what people are saying about your company, brand, products and services 

 Demonstrate your industry knowledge 

 Collate thoughts and ideas into one space 

People are very visual so sharing photos and videos is a great way to engage with your audience. Photos and Videos are 

often shared and commented on. By sharing news articles and blog posts you can generate links and drive traffic back to 

your website. 

Engage and interact with your Twitter followers by asking them questions. This will not only aid your market research, but 

will make your followers feel they are valued customers. 

Monitor closely what people are saying about your business by running a search on Twitter. This way, even if you do not 

have an account with Twitter, you can respond accordingly. 

Informative tweets about your industry are a great way to set you apart from the competition. You can stand out from 

the crowd as being a leader in your field on Twitter and other social media platforms. 
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SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

The use of a hash tag makes finding things on Twitter very simple. By encouraging users to use a hash tag (e.g. 

#wsidigitalminds), you can easily identify the stream of conversations that relate to a specific topic. 

Hash tags are great for competitions, where users tweet a hash tagged phrase to be eligible to win a prize. 

Hash tags are also useful for seminars and conferences. Twitter acts as an instant news feed for those who cannot attend, 

and gathers the highlights of the event all in one place, complete with photos, and snapshots of the insights that are being 

delivered to users all over the world. 

The benefits of using Twitter in business include: 

 Quick content review 

 Increased traffic to your website 

 Increased brand awareness 

 Ideal source for market research 

Because tweets are only 140 characters long, they’re easy to read, and therefore you get your message across quickly. 

People scan for the things they will find interesting, so the key to a successful tweet is in the headline. 

If your tweets are informative and useful, and include a link back to your site, then this should drive relevant traffic back 

to your website. Because the search engines are looking for relevancy, and a low bounce rate on your website (a bounce 

is when someone lands on your website and leaves immediately), your tweets can also improve your rankings on the 

search engines. 

It stands to reason that the more places you are, the more your brand will be seen. If Twitter is used as a marketing tool, 

and used in a way that encourages people to engage with you, then your brand will become well known on Twitter, and 

as a result, increase your overall brand awareness online. 

Asking questions to your Twitter followers will not only get them engaged with your company, but will start to build the 

trusted relationship that a business needs to grow online. As a result you can also gain valuable market insights that you 

would otherwise pay a focus group thousands of dollars to provide. 

Advertising on Twitter is a great way to build your following. Typically, a business would use this to build up to a big event 

or product release or to capitalize on a particular event or sales period in the year. Promoted accounts can be geo-targeted 

to country level, and in the United States down to state level. 
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SOCIAL MEDIA SHAKEDOWN FOR BUSINESSES: FACEBOOK & TWITTER 

A promoted account appears only for people who would find your news interesting based on the people they currently 

follow. So, if you sell golf equipment, you are more likely to have your Promoted Account shown to people who follow 

golf celebrities and golf brands. 

Promoted tweets are used to reach users when they are searching on Twitter, putting your tweet in front of the right 

person at the right time. 

Promoted tweets are used to amplify messages to your followers or users who are like your followers and therefore would 

most likely to be interested in what you have to say or offer. 

Promoted tweets are typically used for special offers and deals. They are priced at a cost per engagement basis where you 

only pay when someone retweets, replies to, clicks or favorites your promoted tweet. This means that promoted tweets 

are great for growing brand awareness as the cost for every impression (time your tweet is shown) is free. 

Analytics are available to all paying advertisers on Twitter and offers some high level information including details on 

trends, activity and followers. However, there are various tools you can use to gather the same kind of information. One 

such tool, called HootSuite, details your most popular links, top referrers and more. You can also trace activity generated 

from Twitter onto your website using Google Analytics. 

Once you have decided to take part in Twitter, you should follow a few basics (which are not that different from Facebook): 

 Decide on your goals and how you will measure them 

 Decide on your company persona (friendly, professional, intellectual, knowledgeable) 

 Plan your comment strategy (what your team can and cannot say) 

 Plan your content strategy (Mother’s Day incentives, budget day news etc.) 

 Plan your resource (who will answer what, when and how) 

 Plan negative reviews (how and who will handle them) 

As always, your design elements should remain consistent with your brand, as you further incorporate Twitter as a vital 

part in your digital marketing campaigns.  
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Tracy Spence has been a WSI Consultant since 2005 and works with a small but 

knowledgeable team from her offices in Northampton, UK.  

Tracy’s digital marketing career has enabled her to build a great relationship with 

Facebook, working with them on a one-to-one basis to understand their platform 

extensively and develop her knowledge on how to get the very best out of the 

platform for business. Tracy has also delved deeply into Twitter and how to benefit 

from it as a marketing tool, successfully working with many clients.  

Tracy speaks at conferences and events around the world about social media and 

digital marketing. 

1. http://ads.ak.facebook.com/ads/FacebookAds/Diageo_CaseStudy_EN.pdf 
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