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Why do we use social media? 

• To better understand, respond to, and engage with a wider 

audience and specific stakeholders.  

• Targeted two way communication with people in places where 

they are already engaging with their peers about shared areas of 

interest.  

• Content can be varied, interesting and multi-layered.  Users 

expect their interest to be sustained and to be pointed to 

newsworthy and engaging content. 

• Social media can also help you to network and share knowledge 

and ideas, discuss topics or issues. 

 

 
 



Social media etiquette 

• Use the channel in the spirit it is intended and speak the 
language of its users, very formal language is often not 
appropriate. 

• Be open, accessible and approachable (use names, you etc. , 
make it personal) 

• Be nice, friendly and polite, followers appreciate this and it can 
also help diffuse difficult situations. 

• Be clear, always use plain English, don’t assume followers will 
understand abbreviations.  

• Be responsive, social media is not about one-way 
communication.  

• Be timely, social media happens in real time and reputations are 
won and lost by being slow or unresponsive. 

 



Getting the best out of social 

media 
• Have a plan that is part of a joined up communications plan not 

standalone activities.  Think before you post 

• Do your research into hashtags and keywords, what are people 
already saying about the topic? Who are the experts? 

• Monitor and respond to what people are saying about you. 

• Measure and evaluate how well your campaign plan went, how 
many retweets did you get? How many people read your report 
after seeing it on Twitter?  

• Be creative and visual – images, videos, infographics can lead 
to higher engagement. Always make sure anything you use isn’t 
subject to copyright restrictions. 

• Make sure your profile is up to date, welcoming, helpful and 
colourful – keep it fresh! 
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What is Facebook? 
 

 

 

 

Facebook was originally set up as a way for 

university students to keep in touch but now there 

are 1.59 billion active users across the world 

sharing photos, videos and articles with their 

friends and family. Many brands and organisations 

also use Facebook as a way of connecting with 

their users and for advertising their services. 

Facebook is open to anyone over the age of 13. 
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What is Twitter? 

• It's a platform where users share 

their thoughts, news & information 

in 140 characters of text or less, 

users often add images as well.  

• There are 320 million Twitter users 

worldwide. 

• Twitter makes global 

communication easy and 

measurable.  

• Profiles are (usually) public — 

anyone in the world can see what 

you write, unless you have made 

your profile private.  

• Users "follow" each other in order 

to keep tabs on and converse with 

specific people, organisations and 

brands. 
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Twitter jargon 

There are certain words and jargon which are essential for understanding Twitter: 

• Tweet: A 140-character message. 

• Retweet (RT): Re-sharing or giving credit to someone else's tweet. 

• Feed: The stream of tweets you see on your homepage, which are updates from users 

you follow. 

• Handle: Your username  

• Mention (@): A way to reference another user by their username in a tweet (e.g. 

@ScotParl). Users are notified when @mentioned. It's a way to publicly have 

discussions with other users. 

• Direct Message (DM): A private, 140-character message between two people. You can 

decide whether to accept a Direct Message from any Twitter user, or only from users 

you are following.  You may only DM a user who follows you, or has elected to accept 

DMs from any user. 

• Hashtag (#): A way to denote a topic of conversation or participate in a larger linked 

discussion (e.g. #FMQs). A hashtag allows others to find your tweets, based on topics. 

You can also click on a hashtag to see all the tweets that mention it in real time — even 

from people you don't follow. 

 



Following and followers 

• At first follow organisations and brands you are familiar with, as well as friends and people 

you know.  

• You may also want to explore people your friends are following to naturally increase your 

Twitter perspective. 

• You can search for people you know to see if they are on Twitter, be aware that some users 

have very similar names so you need to check you are following the right person. 

• Once you are more established, Twitter will give you better follow suggestions, based on who 

you follow and the industries/fields associated with your interests. With time, you'll get to 

know who is worth following and who is not. It's completely up to you and your own personal 

tastes.  

• If someone follows you, there's no requirement to follow them. Equally, you can unfollow 

someone if their tweets are no longer relevant to you. 

• You can use lists to organise other users (you don’t need to follow them to add them to a list) 

or subscribe to lists created by others. For example, you might have one for your potential 

stakeholders, or a list of people with a particular interest. 

 

http://mashable.com/2015/11/06/john-lewis-twitter-confusion/#P2PdWAHRJiqU
http://mashable.com/2015/11/06/john-lewis-twitter-confusion/#P2PdWAHRJiqU


Joining the conversation 
• Once you’ve observed some conversations and musings on Twitter, it’s time to join in. 

• You could try to send a 140-character observation into the ether and hope someone sees it, 

but there's a better way to engage with people around your interests. 

• The next time you see a tweet you like, click "reply" and let the person know what you 

thought. Interacting with people is a great way to get the hang of the "@mention" (just use 

the "@" sign before that person's handle). 

 

 



Joining the conversation 
 

• Clicking "expand" or "view conversation" on a tweet will display all the responses that 
message received, including tweets from people you aren't following. You can see when 
someone follows or @mentions you in the notifications tab at the top of the page. 

 

 

 

 

 

 

• You might also notice a vertical blue line connecting some tweets. When two or more users 
you follow are involved in a conversation, Twitter automatically groups those messages 
together on your timeline, displayed chronologically from when the most recent tweet was 
sent. Up to three messages in the conversation will appear on your timeline, connected by 
the vertical line. If there are more than three messages in the conversation, click on any one 
to view the entire conversation. 

• Once you feel comfortable with these tools, it's time to start interacting with more influential 
Twitter users. Twitter gives you the power to directly connect with government officials, 
celebrities and cultural movers and shakers. By @mentioning specific people, the odds that 
they see your conversation increase drastically. They might even respond or retweet to their 
own followers. 

 



Retweeting 
• Retweeting is a way to share something interesting from someone you follow to your own set 

of followers. Information can spread virally via retweets. It's important to remember that a 

retweet should be thought of as quoting someone or citing a source. 

• There are a couple of ways to retweet someone 

• Simply hit the retweet button that appears when you hover your mouse over someone 

else's tweet. The tweet will be sent to your set of followers, using the original tweeter's 

profile pic alongside a note that you have retweeted the post. A small green icon will also 

appear in the top-right corner of the tweet. 

• You can now also quote directly in Twitter. All you do is click "Retweet" as you normally 

would but now there is a box with "Add a comment…" that appears before the final 

"Retweet" button click to send it live.  The end result is your comment above the original 

tweet, including the original photo if it had one. 

 

 

 



Hashtags 
• Hashtags label the subject matter of conversations taking 

place on Twitter.  

• They can be a good way of joining in popular conversations 

and what your key stakeholders are discussing. 

• The hashtag is represented by the number sign "#." Putting 

one in front of a word or phrase indicates a subject you think 

is worth talking about, or because you want to join in on a 

conversation using it.  

• The words you use after the hashtag become searchable 

because Twitter tracks them. Clicking on a  particular hashtag 

means you can see all tweets that have also used that 

hashtag. It's a grouping mechanism that allows you to get the 

general public's sense about a specific topic or issue. 

• It’s a very convenient way to drop in on subjects that are 

broad or focused. 

• Feel free to create your own subjects — just make sure you 

don't use any spaces between words in a hashtag. The 

#Discover tab at the top of the page will display content and 

hashtags that might interest you, based on your own tweets. 

• If you want to start your own hashtag, check to see if it is 

already in use and have a think about how meaningful it will 

be.  

 



Who are you? 

• Now that you're up and running, focus on being yourself and crafting your online beat. 

When you start to situate yourself as an expert in a specific subject area, you'll notice that 

people will begin to follow you for advice and expertise.  

• You may not know who they are, but that's fine. Twitter isn't about following people you 

already know; it's about engaging interesting people from all over the world. 

• As you start building your "brand" on Twitter, think about why people are following or 

talking to you. Are you an expert in a particular topic? Do you share great news articles or 

interesting photos? 

• Use your profile to promote yourself and what you are about.  

• Be authentic and true to your values and you'll quickly become a valuable member of the 

Twitter community.  



Analytics 
If you are interested in having a look at your own personal account, you can use Twitter’s free 

tool, just sign in using your Twitter details. It will show you your tweets, impressions (number of 

times tweets have been seen), profile visits, mentions and followers. It’s quite an interesting tool 

to play with.  

analytics.twitter.com/about 

 

https://analytics.twitter.com/about


Risks 
Using social media can come with reputational risks for yourself, and, if you are using it on 

behalf of the Member you work for, reputational risks for the Member, as the immediacy of it 

means that a simple mistake can easily turn into something bigger. Remember: 

 
• Be responsive and don’t ignore people.  If you get asked a question answer it!  Don’t fall into 

the “it’s only a comment on social media” trap.  

• It’s important to regularly monitor social media for questions, mentions etc.  This can be the 

source of useful intelligence as well as the best way of ensuring you are responsive. 

• Don’t spam people – be regular but don’t overdo it. 

• Planning and reviewing can help with all of this and keep any issues to a minimum. 

 

http://www.cio.com/article/3012772/social-networking/top-10-social-media-misfires-of-2015.html


Further social media 

resources 
If you want to learn more about using social media, these may be helpful:  

 

Beginner’s Guide to Social Media  

 

Twitter Help Center: Using Twitter 

 

Facebook: Getting started on Facebook 

 

Facebook: Family safety centre 
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