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@CiscoSystems: Lessons Learned  

Lindsay Kniffin, Community Manager  
lkniffin@cisco.com 
@CiscoSystems  
 



• Background on                              
@CiscoSystems  
 
• Our Communications Strategy  
 

• Engagement Best Practices  
• Cisco Social Channel                                                 
Response Process  
• Invite a Friend Program  

 
•New Opportunities on Twitter  

• Paid Advertising  

@lkniffin   #Big3pr  



Technology/Industry Specific Cisco Pages  Global Cisco Facebook Pages 

Cisco (Corporate)                   Cisco Security 
Cisco Collaboration                Cisco WebEx 
Cisco Data Center                   Cisco CSR 
Cisco Channels                        Cisco WAAS 
Cisco TelePresence                 Cisco SP360 
Cisco Wireless                         Cisco IBSG 
Cisco Insights                           Cisco IT 
Cisco Education                       Cisco Live! 
Cisco Health 
Cisco Events 
Cisco Networking Academy  
Cisco Support  
Cisco Retail  
Cisco Manufacturing & Energy  
Cisco Career Certifications 
Cisco Linksys 
Cisco Small Business  
Cisco Borderless Networks  
Cisco Channels  

Cisco Brasil                        Cisco Africa  
Cisco France                      Cisco South Africa 
Cisco Canada 
Cisco Mexico  
Cisco Denmark 
Cisco Finland  
Cisco Israel  
Cisco Italia  
Cisco Cono Sur 
Cisco Latin America  
Cisco Middle East  
Cisco Netherlands 
Cisco Norway 
Cisco Portugal  
Cisco Sweden  
Cisco UKI (UK & Ireland)  
Cisco Australia & New Zealand   
Cisco Russia 
Cisco Poland 
 



-Cisco’s first Twitter handle in 2008   
 

-Corporate voice of the company 
 

-Content: News, events, technology  
 

-100% increase in followers y/y 
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Approximately 100% growth Y/Y across Cisco 
   



TweetChats  

Hashtags  

Live tweeting during events 

Utilize Instagram  



• Developed a process with other Cisco              
Twitter leads to ensure the questions                   
sent to @CiscoSystems get answered in a       
timely fashion.  

• Public and private response options for           
our community managers to respond              
back to individuals.  

• Utilize the Radian6 engagement console                 
as well to send follow-up tasks to the              
various community managers.  

• Created a Cisco social FAQ for                     
individuals to consult for basic                   
questions.  
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• Celebration of @CiscoSystems 100,000 follower 
on Twitter.  

• Created an infographic about who the typical 
@CiscoSystems Twitter follower is as well as our 
top 10 most engaged tweets in 2011.  

• Asked @CiscoSystems Twitter followers to invite 
a friend(s) that they think would be interested in 
receiving updates from Cisco.  

• Tweet must include the user’s Twitter handle 
and the #followCisco hashtag.  

• Anyone that invited a friend on Twitter received 
a free Cisco t-shirt.  

• Received double the amount of new daily fans.  
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• More visual storytelling through 
Enhanced Profile.  
• Banner ad space across the top of 
the profile.  
• Ability to “pin” a tweet(s) at the 
top of twitterstream.  



Promoted Tweets  Promoted Accounts  Promoted Trends  

Ordinary tweets paid for by brands 
who want to reach a wider audience 
or to spark engagement from their 
existing followers.  
 
Mix of organic and regular 
advertising since they are regular 
tweets before they get promoted.  
 
Ability to promote a tweet(s) in your 
users timelines or in search.  
 
Looks the same as any other tweet 
except for a small “Promoted” sign 
on the side.  
 
Utilize for specific campaigns to build 
greater awareness and engagement 
across Twitter.  
 
 
 

“Who to Follow” Feature on the 
right hand side of the Twitter page.  
 
Encourages users to follow a 
particular Twitter handle that they 
don’t currently follow.  
 
Algorithm based on who a particular 
user follows and what they tweet 
about.  
 
Choose keywords if you want to 
target a very specific group of 
people.  
 
Great for building-up your Twitter 
following with your targeted 
audience.  

Twitter homepage takeover.  
 
Ability to broadcast your message to 
an extremely wide audience.  
 
Your trend (hashtag) will appear on 
the trending topic list for everyone 
on Twitter.com for 24 hours.  
 
Users clicks on the Promoted Trend 
to view all tweets containing the 
trended hashtag or trend terms.  
 
Significantly more expensive than  
Promoted Tweets and Promoted 
Accounts.  



1.) Develop a tweeting cadence and decide on your brand’s Twitter persona and 
even before you start tweeting. Give an overview of what you will be tweeting 
about in the bio!   
 
 

5.) Mix-up your company content with fun, general content and experiment with 
all of the new Twitter features and programs to see what works: TweetChats, 
photos, embedding live events, contests and the Enhanced Twitter profile.  
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2.) Create a two-way dialogue between your brand and your fans by retweeting 
or posting content they send to you! This will increase engagement and loyalty 
to the page.  

3.) Build Twitter programs that reward engagement and brand loyalty. Even the 
smallest acknowledgement goes a long way!  

4.) Be sure to respond to all the questions and comments you can across your Twitter 
handle. If you don’t know the answer, connect with someone that does.  



Cisco Confidential 11 © 2010 Cisco and/or its affiliates. All rights reserved. 

Questions?  
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