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Do you use social 

media? 





Why use social media? 



Killer Stats 
• 5bn mobile phone connections worldwide 

• Over 70% of those in lowest income decile own a mobile phone 

• Shift from PCs to handheld technology 

• Etailing – 1 in 3 stores closed by 2020 

• M-Customers 

• Regular internet access = +/- 4 GCSE grades 

• Every 24 hours: 

• 700K people join Facebook  

• 300K people join Twitter 

• 64m tweets are sent 

• YouTube 120m videos: 200K added each day 

• 200m+ blogs: 54% of whom post daily 

 



Killer Stats 

• Offline households miss out on £560 savings annually 

• 90% of new jobs require ICT skills 

• 60-70% of education and work related opportunities 
were advertised online only last year 

• 50% of your employees will be using social networks at 
work whether you know it or not 

• 80% of burglars say they used Facebook, Twitter and 
Foursquare to target which properties to rob  

• 14% people trust advertising: 90% trust 
recommendations via social media 





• Will not wait – 2.5 minutes being litmus test for service 

• Want everything for less and more price comparison conscious  

• Maintenance – different attitude to problem solving – done 

through networks 

• Gen Y is more “Do it for Me” than “Do It Yourself” 

• Highly confident complainers – using trending, blogs and 

organising online campaigns against poor service  

• “Secondary” Advocacy increasingly driven by other peoples 

experience than their own 

• 14% trust adverts vs. 78% friends recommendations 

• Access to Facebook at work more important than salary 

 

Gen Y Attitudes to Service 

 











http://thomassays.co.uk/wp-content/uploads/2011/03/Thomassays-glasses-direct-tweet.png


Customer Insight 



What to consider 

• Strategy 

• Real time engagement 

• New audiences 

• Training 

• Dealing with complaints 

• What your customers are saying about you 

• Engaging with stakeholders 

• Satisfaction measurement 
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