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MY GRANDMOTHER IS ON FACEBOOK 
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YOU CAN BE A PART OF IT 
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120 MILLION MEMBERS IN 200 COUNTRIES (AUG 4, 2011) 
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81% OF LINKEDIN USERS BELONG TO AT LEAST 1 GROUP 
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JOIN THE CONVERSATION 
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IMPROVE CUSTOMER SERVICE  

Connect directly to customers & fans 

Ask questions, get answers 

Listen & observe 

  

 

BUILD A COMMUNITY OF SUPPORTERS   

Strengthen customer relationships 

Engage with community easily – for free 

Enable brand evangelists 

  

 

KEEP PACE WITH COMPETITION 

Establish branding outpost for your business online 

SEO benefits – Google watches Facebook 

Drive traffic to you website 



SHOW THEM YOU CARE 
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LONG TERM CRM STRATEGY 

Success is established in the second mile.  

It’s doing a lot of little things right every day.  

 

 

STRENGTHEN CUSTOMER RELATIONSHIPS 

Customer relationships are the heart of every  

business. How do you treat the people who  

keep your company afloat? 

  

 

KEEP THEM COMING BACK FOR MORE 

The goal of CRM is repeat business  

– one customer at a time. 



HE PROFITS MOST WHO SERVES BEST 
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CUSTOMER ACQUISITION COST 

Acquiring new customers can cost up to 5 times more 

than satisfying and retaining current customers. 

 

 

TIME INVESTMENT 

It’s easier to RETAIN customers  

than to ACQUIRE new ones. 

 

 

NURTURE YOUR BEST CLIENTS  

Repeat customers spend 33% more than new customers. 
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BE FRIENDLY, BE HELPFUL 
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DO 

Be accessible.  

Avoid Dullsville. 

Share your influence. 

Think before you post. 

Respect your followers’ time. 

Admit when you screw up & remedy your mistakes. 

 

DON’T 

Don’t attack competitors.  

Don’t use questionable language.  

Don’t post questionable photos of others. 

Don’t unfollow people if they don’t follow you back.  

 

 



KEEP THINGS INTERESTING 
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TELL YOUR STORY 

Testimonials, case studies, video interviews. 

 

 

PAINT A PICTURE 

Photos & videos of staff, clients, location, events. 

 

 

ENGAGE FOLLOWERS 

Ask questions. 

Engage followers & get their feedback. 

 

 

GIVE SOMETHING AWAY 

Information: advice, how-to, added-value content. 

Contests or giveaways via third-party apps or website. 

 

 



THE GOLDEN RULE STILL APPLIES 
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WHERE’S WALDO? 

No one knows you have a social media presence. 

 

 

IS ANYONE OUT THERE? 

Your interactions are infrequent, or nonexistent. 

 

 

DOES ANYONE CARE? 

You are non-responsive to customer issues. 

 

 

ARE THEY EGOMANIACS? 

All people see is “Me, me, me.” 

 

 



YOU CAN DO IT  
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PEOPLE HAVE PROFILES,  

BUSINESSES HAVE PAGES  

Owners vs. Admins 

Choose your category 

Name, address, phone 

 

 

GET PERSONAL  

Add your logo 

Invite friends/import contacts  

Add about info (225 characters) 

Add photos, videos, audio 

 

 

TIE IT TOGETHER  

Link to your website 

Add your blog RSS 

Link to Twitter, YouTube, Flickr 



TRUE POPULARITY BEGINS WITH TRUST 
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ONLINE INTEGRATION 

“Like” button in prominent place 

Social icons on blog posts (AddThis) 

Email signatures 

 

 

SPREAD THE WORD 

Brochures, flyers, business cards 

In-store signs & bulletin boards 

Email newsletters 

 

 

MAKE YOURSELF LIKEABLE 

Bribes still work 

Set expectations 

Follow through 



SAY SOMETHING INTERESTING 
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FACEBOOK ADVERTISING 

Use eye-catching pictures (110x80) 

Short message (135 characters) 

Personalize your pitch 

 

 

TARGET YOUR AUDIENCE 

Geo-target by city, zip, & radius 

Age & birthday 

Education level 

Relationship status 

Interests & hobbies 

 

 

TALK TO YOUR NETWORK 

Reach friends of fans 

Talk to existing fans 

Change often 
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