
Without doubt, being on social 
media is good for businesses, 
whether large or small. 
What’s important is a well 
thought-out strategy for a 
successful social business 
adoption.



Whether you are dealing with 
customers or other businesses, 
people are talking about your 
organization, and more so in 
social networks. With all the 
interactions and buzz in the 
social web, there is an 
immediate need to get 
empowered with tools and 
resources to deploy, monitor, 
record, analyze, and gather 
intelligence on the interactions 
taking place.Commit resources 
and time to social media, and 
you have the opportunity to 
direct the conversation and 
establish a new channel to 
reach, communicate and 
connect with employees, 
partners and more importantly, 
customers.

The rise of the social enterprise
The proliferation of social media with millions of messages being generated 
every minute and exponentially growing social interactions is transforming 
the dynamics and the very nature of business. Moving traditional engagement 
channels to the social platform can create better engagement experiences for 
customers, partners, employees, and other stakeholders. In fact, a successful 
social network translates to significant benefits for enterprises. Simply put, it 
creates a definitive and dramatic change in the way enterprises reach and 
engage with stakeholders.

Social media dynamism, the science behind it and the way it works is unique 
and more importantly, easily adaptable. It is therefore rapidly gaining 
recognition as a business accelerator and a strategic technology for 
enterprises. Not surprising, the industry is churning out application systems 
and human skills to make the most of this platform. But how do you build 
and measure success with social?

It’s all about the right use case
When you consider adopting a social strategy, there are four broad scenarios 
or use cases that drive high returns.

How do you ensure that you invest in the right scenario or use case? By 
mapping your list of priorities or goals with the use cases.Once the priorities 
are clear, the traditional engagement methods can be packaged and 
deployed over social media platforms to give access and reach to a global 
community like never before.
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Key considerations for social 
media adoption
While social media facilitates internal collaboration and 
external engagement, it is not effective without a proper 
content and measurement strategy. But what is the right 
content development and deployment strategy? Produce 
content that aligns with your goals – whether it is to 
educate and entice, convert and sell, care and delight or 
drive awareness.This will also make it easier to measure 
the ROI from social media implementation.

Get the most bang from the 
buck 
To get the most bang from the buck, start by clearly 
defining goals. What do you want to see – an increase in 
customer satisfaction, reduction in support OPEX, or better 
marketing intelligence?

Once the goals are set, identify the parameters or KPIs that 
will help 'quantify and qualify' the set goals. Here are a few 
examples of KPIs:

Then, by assigning a tangible value to the goals and using 
the data on KPIs and costs, the ROI can be calculated. 
This is an effective way to track, measure, and determine 
the overall success of the social initiative.

KPIs
Website and blog traffic

Downloads through email marketing campaigns

Increase in positive sentiment

Increase in subscribers, followers, fans, +1s

Search rankings

Increase in number of mentions

Decrease in customer service inquiries

Increase in leads / sales

Cost savings

G O A L S

S&M effectiveness

Customer satisfaction

Support OPEX

Marketing intelligence

Time-to-market

Direct / indirect revenues

Brand value

Knowledge-centric value

Communication and collaboration



Final thoughts
Social media promises vast and exciting expansion of capabilities of many 
departments in an enterprise. Central to social media adoption are the key 
goals that lead to the right use case being implemented. When coupled with 
a strong metrics and governance process, your social media initiative can 
reap rich results and ROI.
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