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Social media is the place where qualified customers spend 
their free time and make decisions about what to buy.
According to a recent report by the Pew Internet and 
American Life Study on social networking, 72 percent 
of adults online use social media sites. This is a boon for 
businesses because demographic social media studies 
show that the majority of people who engage in social 
media have an annual income greater than $75K, and 
a college level education or higher, which favors their 
ability to seek out and purchase products and services.

Companies that are not digitally prepared to handle the 
social media arena will not be in a position to benefit 
from this financial windfall. In order to take advantage 
of this massive influx in digital communications, today’s 
professionals must have well-honed social media skills. 
This white paper explores some of the reasons why 
company-wide education is required to build skills and 
knowledge that will help your business prosper from 
this vast income potential.

Social Media Impacts All Areas of 
Business
The skills and knowledge required to successfully 
leverage social media now extend far beyond simply 
learning how to write a compelling tweet or Facebook 
post. The demand for social media expertise has extended 
into all areas of business because of the multiple directions 
in which social media has grown. The following are some 
of the ways social media impacts businesses:

Direct Customer-Brand Interaction
Today’s consumers are sophisticated, tech-savvy, 
and able to quickly compare multiple products and 
services, so it is important for employees have relevant, 
real-time responses to consumer expectations that 
represent your brand with excellence across all social 
media channels. Training is the only sure way to obtain 
continuity of excellence, so that employees have the 
ability and agility to handle sophisticated, consumer and 
B2B interactions that occur globally via social media.

Consumers are using the high-level of information-
community connectivity afforded by social media to 
their benefit. “Show-rooming” is but one example of 
how mobile-empowered consumers have blurred the 
boundaries between retail and online shopping to the 
point where large retail stores have to strategize 

A recent report by the McKinsey 
Global Institute showed how digitally 
prepared companies can unlock up to 
$1.3 trillion in annual business value 
by leveraging social technologies. 

http://blog.hootsuite.com/library
http://blog.hootsuite.com/library
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to not lose in-store sales to online purchases. Social 
media training puts businesses in charge of their online 
conversations and makes it possible for them to create 
effective marketing strategies that leverage social media 
to generate leads and make sales. Managers trained in 
social media are prepared to navigate the many ways 
the Internet and social media impact your company’s 
bottom line.

Buyer Personas
The majority of consumers online are active on social 
media. Within this interactive environment, distinct 
demographic profiles (buyer personas) have emerged. 
Social media platforms vary with respect to the buyer 
personas they attract, so it’s important to gather data on 
which platforms resonate best with your audience.

Timing of interactions is also distinct and varies 
from one social media platform to another. There 
is now a “who, what, where, and when” element to 
publishing social media posts. When a business collects 
information on their buyer personas, they have the 
ability to locate and time their interactions optimally 
across the social media landscape.

Impact on Business Operations
The days when social media was a business experiment 
carried out in a small corner of the marketing 
department are over. As a growing, dominant trend in 
internet communications, social media now informs all 
aspects of business operations from marketing, sales, 
customer service, legal, and financial departments. The 
well being of every company is determined by its human 
capital. Here are some of the ways that social media 
impacts business operations:

�� Human Resources  According to Mashable, 
businesses saw a 43% improvement in quality in the 
hires they located on social media. In sales, social 
media is a launch point for monetization of content 
and product promotion.

�� Sales  Social media generates direct sales. Dell 
leveraged its social media presence on Twitter to 
generate $3 million in computer sales. 
www.usanfranonline.com/social-media/

�� Customer Service  Helping customers now extends 
into social media, where hashtags (#) and handles 
are monitored for complaints that can be resolved 
via tweets or Facebook posts.

�� Legal  To address legal demands, Google introduced 
its HIPAA Business Associates Agreement that 
guarantees HIPAAA compliance for companies 
legally responsible for protection of privileged health 
information.

These are just a few examples of business operations 
impacted by social media in a way that demands that 
employees have a depth of knowledge and agility in 
decision making that can only come from a thorough 
training in social selling, social customer service, social 
media marketing, and social media management.

More Than Social Media Managers
All teams (not just marketing) are responsible for their 
company’s social media monitoring and engagement. 
Social media dynamics have exploded into a tsunami of 
information, affecting every aspect of business. 

The company-wide relevance of social media has 
decreased the need for a singular social media manager 
role, and increased the need for social media expertise 
in every role. According to CNN Money, the once 
burgeoning rate of social media manager hires has 
slowed to a grinding halt. Managing social media is now 
everybodys business.

The necessity for a true grasp on social media was 
exacerbated by the explosion in the use of hand-held 
digital devices as a communication and information 
search tool. This trend is extremely beneficial to 
businesses active on social media, as it expands a 
business access to consumers and increases customer 
purchasing activity in a way that is unprecedented in 
human history. The complexity and rapid growth of the 
social media landscape demands strategic planning and 
mastery of social media dynamics.

“ As a business solution, social has 
evolved, moving well beyond the 
marketing department, to address 
business objectives across the 
organization.”

 MITSloan Management Review

ww.usanfranonline.com/social-media/
http://management.fortune.cnn.com/2013/10/01/social-media-manager/
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Get “Hyper-Local”
The consumer-brand dialogue catalyzed by social 
media levels out the global marketplace in regards to 
branding and communication. SMBs now have to think 
like Fortune 500 companies and vice versa. Companies 
have to be in control of their presence and voice within 
the global marketplace while retaining local relevance 
and profitability. For example, social media trained 
employees at Best Buy Tweet on behalf of their store. 
They answer questions, and share promotions. When 
employees know the best practices for social, they are 
empowered to represent their brands well in social 
media.

Failure to Train for Social Media Will 
Lose Your Business Money
Using social media as a business tool is a relatively 
recent trend. For this reason, most professionals 
haven’t invested in professional development specific 
to social media education. Excellence in any area of 
business requires training. Training gives your company 
a competitive edge, reduces error and allows for data 
scrutiny that facilitates timely change.

According to a study performed by Capgemini 
Consulting and MIT, training in social media and all 
things digital (“digital intensity”) is a deciding factor in 
why digitally intense companies outperform their non-
digitally intense counterparts. The report states that the 
rewards of being digitally savvy are tangible: “Companies 
with stronger digital intensity derive more revenue from 
their physical assets.” They also generate more revenue 
per employee, have higher net profit margins, and 
higher market valuations.

The Public Relations Society of America recommends 
social media training in the workplace because (among 
other reasons) policy alone “isn’t enough,” to educate 
employees about the proper use of social media.

Getting Higher-Ups to Buy In
Business leaders and managers might be aware of the 
need to engage social media in more than a superficial 
way, but they may not know how to evangelize social 
media beyond their own role. Getting company-wide 
social media buy-in from leadership teams can be a 
challenge, but it’s the only way to ensure social media 
success. Demonstrating return on investment (ROI) is a 
time honored way to demonstrate valid use of company 
money. Before ROI can be measured, however, social 

media strategies and goals have to be identified. ROI 
can be measured according to the goals that are 
established.

Analytics is one of the most valuable tools for calculating 
ROI once goals are identified. University Business 
website published an article titled “Analytics: The 
Holy Grail of Social Media?” that detailed how several 
universities selected social media goals such as the 
number of clicks on specific initiatives, and the number 
of leads generated from those clicks. One university 
used QR codes, URL shorteners and “collateral 
specific sub-domains” documented engagement 
by 6,500 people, that resulted in over 55 leads and 
34 enrollments. Other universities used analytics to 
document the success of sports oriented fund-raising 
campaigns. The key to success is tying analytics to a 
specific goal, and raising the bar as you progress.

Step Up to the Plate
The business environment of the 21st Century is 
such that every employee is in some way accountable 
for the online growth and reputation of your brand. 
Maintaining your company’s identity online is an effort 
that has to be well-coordinated across departments. 
The need for company-wide continuity in online activity 
requires employee training. Well-trained staff are alert 
to opportunities and problems that might otherwise 
escape attention. Training reduces the human error 
factor that can result in social media missteps that 
tarnish your company’s online reputation.

It is a time-proven business axiom that technology 
increases revenue by saving time and reducing labor 
costs. Social media has added the dimension of 
increased demand to this equation. Training is essential 
to reap the benefits of increased demand generated by 
social media. 

One way to secure high-quality social media training 
is to obtain recognized certification in social media 
strategy, like that of Newhouse School and Hootsuite. 
The education obtained during the course of study for 
the Advanced Social Media Strategy Certificate reduces 
errors and facilitates process improvement. Without 
training, excellence may be compromised — in any 
arena. Excellence and high-quality decision-making that 
are developed and nurtured with certification gives 
companies a competitive edge that propels managers 
and their employers into success.

http://comprehension.prsa.org/?p=5269
http://www.universitybusiness.com/article/analytics-holy-grail-social-media
http://www.universitybusiness.com/article/analytics-holy-grail-social-media
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What’s In It for You?
Social media is where the majority of qualified online 
consumers gather to obtain information and have 
conversations about purchasing decisions. With this shift 
in the business landscape, there is now a clear need 
for skilled, knowledgeable professionals empowered 
with a strategic understanding of social media. Strategic 
social media education and certification are crucial to 
your business success, because they provide the skills, 
strategy, recognition, and professional development that 
are the hallmarks of elite performance in every industry. 
Elite performance empowers your company’s success.

The $1.3 trillion dollar annual revenue that awaits 
businesses who leverage social media is too big a 
windfall to ignore or leave to chance. As the old saying 
goes, success is where opportunity meets preparation, 
and preparation requires training.

Empower Your Employees Through 
Education
Hootsuite accelerates business success through 
education. Address today’s digital skills gap and 
empower your employees through:

�� Applied Skills: Training on practical skills and 
knowledge needed to execute on social activities.

�� Digital Strategy: Strategic education on how social 
media functions across your organization, aligning to 
key business objectives.

�� Assessment & Recognition: Industry and academic 
credentials, professional development, and baseline 
learning retention. 

Learn more about Education at Hootsuite at hootsuite.com/education

http://www.hootsuite.com/education
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About Hootsuite Enterprise
    Partner with Hootsuite to accelerate your social transformation    

Trusted by 744 of the Fortune 1000

Hootsuite Enterprise empowers organizations to 
execute business strategies for the social media era. 
As the world’s most widely used social relationship 
platform, Hootsuite Enterprise enables global 
businesses to scale social media activities across 
multiple teams, departments, and business units. Our 
versatile platform supports a thriving ecosystem of 
technology integrations, allowing businesses to extend 
social media into existing systems and programs.  

We help organizations create deeper relationships with 
customers and draw meaningful insights from social 
media data. Innovating since day one, we continue to 
help businesses pioneer the social media landscape 
and accelerate their success through education and 
professional services.

Request a custom demo today by visiting  
enterprise.Hootsuite.com
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http://enterprise.hootsuite.com

