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Is your company a social 
organization or just "doing 
social?“ 
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Measurement: Where do you start? 

Sample pie chart – 3D Pie 
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! Specific to your goals 
•  Measure what matters to you 

! Awareness 
•  Followers, fans, growth of network over time and 

connections  
! Engagement 

•  Clicks, likes, shares, comments and +1s 
! Traffic 

•  Clicks, referrals to website 

! Sentiment 
•  Positive or negative nature of social conversation 

What to Measure 
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! Site specific tools 
! Google Analytics & Alerts 
! HootSuite 
! Paid tools 

•  Argyle Social 
•  Radian6 
•  Hashtracking 
•  Tailwind 

How to Monitor & Measure 
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…but it’s more 
than that. 
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Measurement: A paradigm shift 
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Social interaction and brand 
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What is  
Social Business? 
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Social business 
 
 
“Activities that use social media, social software 
and social networks to enable more efficient, 
effective and mutually useful connections between 
people, information and assets. These connections 
can drive business decisions, actions and 
outcomes across the organization.”                            
--Social Business: What are Companies Really Doing Report   
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! Social business is operational, embedded into 
every segment of the business 
•  Customer service 
•  Strategy  
•  Sales 
•  Staff development  
•  Innovation 
•  New revenue lines 

! Social business encompasses every aspect of 
brand 
•  Thinking about your brand 
•  Feeling about your brand 
•  Engaging with your brand 

Think value add 
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Business change #1 

! Customer interaction = 
brand experience 

! From customer service 
to customer evangelists 
•  Service Center integration 

- Answering questions 
- Confirming membership 

status 
- Enhancing engagement 
- Converting detractors 
- Transforming 

experiences 
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Customer service examples 
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Business Change #2 

! “Ivory Tower” strategy 
to customer-driven 
strategy  
•  Business intelligence 
•  Informal research/polling 
•  Crowdsourcing 
•  Idea generation 
•  Product development 
•  Trend insight 
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Strategy example: Crowdsourcing  
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Business change #3 

! Communications 
channel to sales 
conversions 
•  More than promotions– 

a bottom line contributor 
- Publications, 

webcasts, 
conference and 
products 

•  Customer stickiness: 
innovate new ways to 
generate conversations 
and engagement 
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Sales examples: Products & hashtags 

@AICPA         #prmeasure  
 

Drove 6,193 clicks to AICPA products last quarter 
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Business change #4 

! Staff productivity, 
collaboration and loyalty 
•  Internal community 
•  Employer image 

! Staff training 
! Talent acquisition 
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HR example: Career Facebook tab 
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Drove 809 clicks to AICPA job postings in the last year 
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Business change #5 

! More than policy 
! Legal = business 

intelligence and 
protection 
•  Brand monitoring 
•  Domain name watch 

reporting 
•  Trademark scanning 
•  Defensive URLs 
•  gTLDs (generic Top Level 

Domains) 
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Business Change #6 

! Avenue to new revenue 
•  Social media webcasts and 

training sessions 
•  Social media handbooks 
•  LinkedIn group dues 
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New revenue examples 
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Key Takeaways 

! Measurement is important– find the right tools and 
use them 

! But… Social media’s true value: moving from a 
communications channel to a way of doing business 

! Social business embeds social media in operations 
to drive bottom line results -- ROI at its best! 

! Social media can and should change every area of 
your business– from your sales channels to your 
customer interactions to your strategy development 
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