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It’s nice to meet you 

• Krisleigh Hoermann, Director of 
Operations | Digital and Social Media 
Consultant at American Heart 
Association | American Stroke 
Association 

 

• 4 years at AHA/ASA 

 

• Prior PR/social media to a variety of 
industries including nonprofit, 
healthcare, event, retail, energy and 
finance 

 

• Grew up #volunteering 

 

• #CommunityIsWhy 
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Our journey 
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• AHA YouTube Channel is launched 2007 

• Go Red For Women Facebook is launched 

• Social media policy and playbook is created 2008 

• AHA officially joins Facebook and Twitter 

• First full-time social media position is filled – in communications 

• Social media strategy is created 

• SMaC U finds it’s beginnings with quarterly “Unconferences” 

• AHA/ASA ramps up listening 

2010 

• AHA/ASA launches official blog 

• AHA uses social media to drive Scientific Sessions 

• Customer service team begins integration 
2011 

• ASA launches Facebook page 

• AHA joins Google+, Pinterest and Instagram 

• AHA livestreams several SoMe chats 
2012 

• Social community of more than 4 million people 

• 125 community managers, social mindset integrated across the 
organization 

2014 



  

The top 3 factors for success on social networks: 
strategy, prioritization and dedicated staff. 

1. 41% Developed a strategy 

2. 37% Prioritization by executive management 

3. 28% Dedicated social media staff 

Success factors for building a social 
business 
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Source: 2012 Nonprofit Social Networking Benchmark Report 



  
Are you listening? 
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https://www.youtube.com/watch?v=D3qltEtl7H8


  
What is listening? 

#PRNews | @KrisleighH 

Your own island. 

Image 1: http://www.thinksnaps.com 

Image 2: http://scienceblogs.com 

Everything else. 
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Why do we listen? 

Alert 
• Early-warning system on sensitive issues or customer relationships 

Learn 
• Understand which keywords consumers use to fine-tune SEO and SEM 

Track 
• What people are saying about topics we care about 

Identify 
• Sites and influencers to engage 

Support 
• Share info, answer questions, give “virtual hugs” by meeting people where they are 

Humanize 
• By being a participant in the conversation 

Connect 
• With influencers and build relationships with the community 



  
Evolving dialogue: Virtual hugs 
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Making metrics matter 
Context is king 

Brand Reporting 

• Reach 

• Engagements 

• Engagement rate 

• Click-through rates 

• Brand ambassadors 

• Community growth 

• Social services 

• Demographics 

Listening 

• Volume of mentions 

• Owned vs. Earned 

• Source distribution 

• Key influencers 

• Engagement around specific 
topics 

• Language used around specific 
topics 

• Social services 

• Brand topic vs. trending topic 

• Demographics 
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Case study: The EmpowerMEnt Challenge 

• More than 9,000 mentions 

• More than 1,200 participants 
weekly 

• Most popular content: Fruits and 
Veggies and Physical Activity 

• 80% was earned 

• 78% on Twitter 
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Case Study: Social Services 
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AHA staff notices a blog 

being re-tweet using 

TweetDeck.   

He discovers how the 

potential problem was 

handled AND the 

awesome social 

response.  



  

• Create your goals for listening 

• Earn buy-in over time. It isn’t a once-and-done 

• Listening to your brand + other pertinent topics 

• Leverage case studies to advise the business and 
executives 

• Adjust how you use social media based on how people 
discuss topics of interest online 

• Plan for success! 

Next Steps 
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Commitments 
 

My three listening commitments are: 

 

1 

2 

3 

Make a plan 
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Identify three social 
media commitments 
coming out of today 



  


