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Why do you want to be there?
Established KPIs

Test and Learn

Awareness Support

Reduce time to first 
response by 1 hour

Determine size 
of local market 
on Facebook

Increase 
customer 
satisfaction
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Finding Your Voice
Conversational

Broadcast

Branded Personal

Sales people 
talking to 
customers

Regional offers 
or coupons

© HootSuite 2013. All Rights Reserved.



Building Your Team
Team/Org Lead Members Supporting Team

e.g contractors, agencies

Primary 
Goals

KPIs
e.g. CPA/CPC, Increase market 
share/revenue

Individual Goals
e.g. Traffic generation, Sales/cost-of-sale, Cost-per-incident

Support Goals
e.g. cost reduction

Social 
Networks

Profiles Content Types e.g. Whitepapers Size of Audience

Tools Listen Engage Measure

Timeline Establish & Train Implement & Measure Evaluate
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