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What we will cover

▣ Social media overview - keeping connected with your customers 
and community

▣ Social media messaging - using it in the right way during Corona 
Virus

▣ Overview of the social platforms - how to choose where you focus 
your efforts

▣ Tools that can help manage your social media
▣ Case studies - examples of small businesses doing it well



Social Media before the 
outbreak

• Mainstream & Mobile-first
• Integrated into other 

services
• Influencer marketing
• Ephemeral content – short-

term video content
• FOMO & Netflix generation
• Privacy a major factor



Social Now

• Less mobile – Work From Home (WFH)
• New norm with Zoom etc
• Invite people into our living rooms
• Go to place for information
• Lots of noise / crowded space
• False and misinformation 
• Privacy almost gone out of the window
• Good news & local stories 

– Captain Tom 



People want

• Information
• Reassurance
• Connection



Social Media Approach



Have a plan

▣ Consider planning for :-

▣ Now – based on what we know now (today)
▣ Short-term – based on what we know about the next four weeks
▣ Mid-term – based on what we know about the next 3 months
▣ Longer term – based on what we know about the next 6 – 12 

months



A Social Media Approach

▣ Review
▣ Reassure
▣ Connect
▣ Get creative

▣ Don’t add to the infodemic



Review Your Messaging

▣ You earn a level of trust with your followers, take care with what 
you post (or respond to a review).

▣ It is a marathon NOT a sprint.
▣ If you have any doubts about the content, pause or put on hold
▣ Take care with any “selling” message if we are still encouraged to 

#StayAtHome

https://key.digital/unlock-event-building-digital-trust/


Reassure

▣ This is the time that your audience need you 
the most, so you need to be there for them.

▣ Reassure your customers that you are 
responding to the ever-changing climate with 
frequent updates. Show them that you miss 
them!

▣ DON’T stop posting social media updates or 
sending emails, even though you may be 
temporarily closed. Customers will want to 
know how you are doing.



Connect

▣ Your Brand Counts
▣ Your focus will no doubt be on 

maintaining revenue, but how you can 
engage with your local community and 
show how you can help in this crisis?

▣ Stand by your brand values and show 
your customers and local community 
what it means to be a part of your 
brand



Time to get creative

▣ Your audience are core to your social 
campaigns

▣ What content can you produce which will 
keep them engaged with your brand? 

▣ Remind them that they can still engage 
with you from the comfort of their own 
home?

□ Pictures, memories, Thankyous 
ThrowbackThursday, ComeBackLater

□ Short video pieces
□ Guides and tips – downloads or 

regular Facebook videos
□ Funnies – Emoji quizzes



Social Media Platforms



Pick your platform

▣ You don’t have to master 
every single social media 
platform

▣ Just pick 1 or 2 platforms, 
and do them well



Key social platforms…



Why choose Facebook?

▣ 30-65 yr old  demographic

▣ Facebook business features :-

□ Publish content & updates
□ Targeted advertising
□ Book appointments
□ Communicate with 

customers directly through 
Messenger

□ Curate reviews



Using Facebook effectively

▣ Quality posts 2-3 times a week
▣ New algorithm is weighted heavily to video
▣ Use Facebook Live & Stories
▣ Marketplace is becoming popular to sell items 

– no fees!



Using Facebook effectively

▣ Personalise your content 
▣ Use live video
▣ 360 tours – less than 1 

minute long
▣ Use Facebook advertising to 

boost organic reach and 
target specific audiences



Facebook Advertising

▣ Target people by:-

□ Age
□ Geography – postcode level
□ Interest
□ Retarget - if they visit your 

website!

▣ Advertise across Instagram too
▣ Use Facebook Pixel with your 

website



Facebook Page 
Transparency

▣ See what other 
businesses are doing via 
their Facebook pages

▣ Get advert ideas and 
insight



Why choose Instagram?

▣ Content gets found organically more 
effectively than on Facebook or Twitter

▣ 50% of UK users are 25-44 years old
▣ Lifestyle & luxury content is popular



Using Instagram

▣ N.B. - Mobile only platform
▣ Post content that fits your 

target audience
▣ Use the best pictures of your 

products, business and local 
area



Using Instagram

▣ Use video 
▣ Instagram Stories & Story 

Highlights
▣ Don’t forget #hashtags

#SendALittleHappiness
#Dorchester #LoveDorchester
#LoveDorset
#StayAtHomeSavesLives



Twitter

▣ News, entertainment, sports, politics, 
and more 

▣ Real-time information 
▣ 280 characters in a tweet
▣ Popular trending tweets 
▣ Often used as a customer service 

channel



Using Twitter effectively

▣ If all your Tweets are broadcasts and 
promotional, you’re going to turn off your 
followers

▣ Engage with your audience by replying to 
relevant Tweets

▣ Ask questions and other interactions that 
provide value to your followers.

▣ Use photos & videos
▣ Tag people in to your photos & posts to get 

noticed @DorchesterBID @WessexFM
@DorchesterTIC



Pinterest

▣ Pinterest has been revamped
▣ Enjoying a resurgence
▣ Demographic akin to Instagram
▣ Can drive large volumes of website traffic



Using Pinterest Effectively

▣ Treat Pinterest as a visual search 
engine

▣ Optimise your bio and posts
▣ Include your web address on posts
▣ Set up relevant pin boards
▣ It’s not all about selling!



LinkedIn

▣ “Facebook for suits”
▣ Build valuable connections with fellow professionals
▣ Jobs, company news, and professional content



Social Media Tools



Facebook Insights

30



Facebook Insights



TweetDeck



Hootsuite
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