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6 Social Media Trends That Will Transform Your
Business

The social media landscape continues to evolve at a rapid pace, but then, you already know
that. Like me, you live and breathe it daily.

You’ve watched the surge in video marketing and probably even felt the tug to get involved.
It’s hard not to jump onboard when it seems to be growing at lightning speed.

Heck, in 2015 alone, Twitter launched video autoplay, Blab rose to social stardom and
Periscope grew to 1.85 million daily active viewers. Those are some ‘drop-the-mic’ statistics.

But while it was a year full of change (and then some), one thing remained the same.
Marketers who didn’t respond to changing trends limped along.

As someone who leads a team dedicated to maximizing social media, I saw this over and over
and it broke my heart. It also got me thinking.

What if you could position your company to navigate the choppy waters of social media with
ease? Alright…maybe not with ease (let’s not go overboard) — but with strategic design?

And what if you could move through the year looking forward, instead of backward? As the
saying goes,“the past is like using your rear-view mirror. It’s good to glance back and see
how far you’ve come, but if you stare too long, you miss what’s right in front of you.”

So, how about succeeding this year by keeping an eye towards the future? I think you can. In
fact, I’m convinced all you need to do is make a few changes of your own.

First, anticipate social media trends that will impact your business. Second, incorporate a
strategy to frequently assess what’s working (and what’s not). And bnally, position your
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company to quickly make decisions that have a positive impact.

Ready to move the needle on your social media efforts? Read on!

Below are the top social media trends that will transform your marketing efforts. And don’t
forget to grab a copy of the full Infographic!

6 Social Media Trends That Will Transform
Your Business
1. Social Customer Service Has Transformative Powers
It’s no secret. Social media has shifted how your company interacts and engages with
prospective buyers and customers. It’s taken a passive relationship marketing approach and
put it on steroids.

But too often, that opportunity to connect in real time turns into a social media meltdown. Ever
watch one of those happen and wonder how they allowed it to unfold? Sure you have. We all
have.

Remember the US Airways tweet? What a disaster.

But here’s the sad reality. Most companies simply aren’t prepared to deal with a social media
crisis. When it comes time to perform, it’s a hurry and scramble strategy that shows an
obvious case of, “oops we got caught with our social media pants down.”

Don’t let that be you.

Prepare your company and team for the huge change coming in 2016: obsessive social
customer care. This includes an escalation (and prevention) strategy.

Customers are no longer going to wait for you to play catch up. They want to connect with you

http://www.digitaltrends.com/social-media/us-airways-says-sorry-after-tweeting-porn-image-to-disgruntled-flier/


instantly. Not only that, they need to know you’re listening and to feel you care.

So, how can you anticipate this trend and embrace obsessive customer support in 2016?

1. Begin by getting everyone on the same page. Whether it’s you and your assistant or a
team of many, you need internal buy-in. And not just because you can’t succeed alone,
but because you can’t afford to lose the customers you already have.

2. Stop focusing all your energy on bringing in new clients and zero energy on keeping the
ones you already have. Did you know that it’s 5-7 times more expensive to acquire a new
customer than it is to keep a current one?

Or how about this fact?



78% of customers have bailed on a transaction or company because of poor customer service,
and not because they were unhappy with the actual product or service the company offered.
(Source: American Express)

No matter how you slice it, now is the time to ramp up your social customer support.

How can you get internal buy-in for your social customer care program?

Set up processes early on. Plan and put the process in motion ahead of time. Having
everything ready and the strategy in place will make you better prepared for what’s
ahead. Also, make sure you know when to involve other departments. (e.g. when to shout
HELP)
Use practical examples to build the case for social customer service. If you need to
convince senior management about the importance of a strong social customer
program, share real examples of positive customer resolutions in social channels. This
will work as visual support that social customer service can and does have an impact.
Be where your customers are. To reach your customers and interact with them on a
personal level, you need to spend time in the same space as your customers. And not
just that, you need to be completely transparent with them. This means no hidden
agenda and no communication that isn’t 100% customer-centric.
Find opportunities to surprise and delight your customers. This includes
humanizing your company and brand. Quit trying to speak at your customers and instead
speak with them. Make your brand relatable and approachable. And even throw in a



surprise because who doesn’t love surprises! Use a conversational approach. Share your
sense of humor.

Southwest Airlines is one of my favorite examples of this in action. One look at their Facebook
Page and you see a brand that knows exactly who their audience is and how to take care of
them.

Just look at this post from December 22nd – 3 days before Christmas. Instead of adding to the
holiday madness, Southwest took the opportunity to de-stress their passengers by offering
complimentary gift wrapping.

Now if you really want to make social customer care effective, you have to take this one step
further. You need to track and measure your results.

There are many ways to do this. Here’s a few ideas:

Post feedback surveys. As soon as any interaction is over, make sure to ask customers
about the customer service agent’s skills, response time, technical knowledge,
completeness of the provided solution, and satisfaction.
Relationship/experience surveys. At least once per quarter, send a survey to
your customers asking how their support experience has been. You’re looking for total
(even brutal) honesty here. No tippy-toeing around it if you know there’s been trouble

https://www.facebook.com/Southwest/?fref=ts


within your support team or system.
Customer happiness surveys. Ask your customers how you’re doing. Are they happy
with you and do they plan on purchasing products or services from your brand in the
future? If the answer is anything less than positive, it’s time for the customer retention
team to get to work. And don’t make this a passive approach.

With 89% of customers saying they’d switch to a competitor if they felt their customer
experience was poor, it’s critical you take a proactive stance towards customer feedback. We
accomplish this through an NPS Survey focused on answering one question – “How likely are
you to recommend Post Planner to a friend or colleague?”

In the spirit of total transparency, I’ll tell you that this has been eye-opening for our team.
Responses haven’t been all sunshine and roses as the customer support team had hoped.

Keep in mind, this is on a scale of 0 – 10 with zero being one unhappy camper. Plus, this all
happened on one day. Ouch! When your team sees something like this, there’s no denying
action must be taken.

If you suspect there’s something broken within your customer care process, don’t wait to bnd
out. NPS is the best way to gain necessary insight into areas needing immediate improvement.

It also gives you the ammunition needed for radical change. How’s that?

The numbers can’t be disputed by employees, leading to the internal buy-in you need.
They offer a daily way to track, measure and adjust your process. Doing this obsessively
and without fail is the glitter that will make your social customer support sparkle.

http://www.oracle.com/us/products/applications/cust-exp-impact-report-epss-1560493.pdf
https://www.netpromoter.com/know/


2. Employee Advocacy is the New Norm
Whether your employees are active on social media or not, 2016 is the year for advocacy.

Now, if the thought of your employees talking about your brand on social media makes you
quake in your boots, just look at what you’re missing out on.

According to Cisco, your employees have 10 times more followers than your company and 8
times the engagement you do. (read that stat one more time) Kinda feels like a no-brainer to
get them involved and singing your praises, right?

But not only that, they’re more than willing to spread the good word about your company, they
just don’t know how. So why not give them that power through education, training and
empowerment?

To ensure your employees feel comfortable about advocating for your brand, you need to spell
it all out. Be clear on the guidelines, violations, and best practices. In other words, what can
they say and what’s off limits?

A few platforms you might want to consider discussing:

Social networking sites (Facebook, LinkedIn, Google+, Pinterest, Instagram)
Micro-blogging sites (Twitter)
Blogs (Company blog and personal blogs)
Video sites (YouTube, Periscope, Meerkat, Facebook Live and Blab)

http://blogs.cisco.com/socialmedia/employee-advocacy-marketing-engine-of-the-future


Photo sharing sites (Flickr, Imgur, etc.)
Forums and Discussion Boards (Google, Yahoo!, LinkedIn)

Clarity lets employees become a living, breathing testimonial for your brand without the worry
of what they’re doing wrong. After all, they have the potential to amplify your company vision,
mission and message, so why not let them?

And while you’re empowering your employees, remember this. There’s 80 million US millennials
out there, many of whom you’re marketing to. Of those, 63% say they keep up with companies
just like yours on social media.

How are you staying relevant?

3. Video Continues to Take the Social World by Storm
From Periscope to Blab, Facebook Live and YouTube, 2015 was a huge year for video
marketing. But watch out, 2016 is already about to blow that rapid growth out of the water.

According to eMarketer, people are now watching an average of 5 hours, 31 minutes worth of
video every day. Compare that to the 21 minutes a day in 2011 and that puts video on pace to
surpass TV viewership by the end of 2016.

It’s easy to see that no matter if it’s live streaming or quick clips, consumers are taking their
obsession of all things video to a whole new level.

And its not just consumers. Brands have run full steam ahead into the world of video. Some,
more willing to take on risk than others, are embracing networks like Snapchat.

Taco Bell, McDonald’s and Food Network’s short, witty and highly-engaging video campaigns
are fodder for an active and hungry (no pun intended) social following.

http://rebekahradice.com/using-video-to-market-your-business/
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But while Snapchat might not be your cup of tea, there are plenty of other ways to reach your
audience through the power of video.

So, where do you get started? First of all, don’t panic. There’s no need to reinvent the wheel and
add more content creation to your workload.

Second, turn to one of our favorite forms of video communication, the new network on the
block –Blab. We dove in hard this year and loved every minute of it.

What was our motivation? Simple. Get in front of our audience and break into a new and
emerging market.

http://blab.im/


What was our strategy? Repurpose popular blog content into one-hour Q and A’s. (thus the “no
new content created” mantra)

Sure, you could accomplish this on a Google Hangout, but that’s so 2014. Blab is the future of
interactive video. Rather than speak at your audience, you invite them into the conversation.
And who doesn’t love to be a part of the conversation?

You could also pip this around and use your Blab content to repurpose on your blog and social
channels. Take tips or how-to’s from your Blab and write a blog post, craft a few quick tweets
or create shareable and branded visuals. Any way you look at it, video is the content gift that
keeps on giving!

See this in action with a look at our “How to Discover Viral Content that ROCKS Your Twitter
Feed” Blab. 100% of the content was taken from the Post Planner blog with a whole lot of our
own thoughts thrown in. (and you won’t want to miss Diana’s Star Wars hat!)



4. Businesses (Finally) Get Smart With Inpuencer
Marketing
Times have changed and consumers are no longer solely looking to companies for an
answer. Today, consumers on social media spend more time than ever looking to fellow
consumers who they trust.

To make great inroads with your current and potential audience in 2016, you’ll need two things.

A realization that inpuencer marketing isn’t free, but it is well worth the time, energy and
cost when done right.
A plan to gain the help of your friends – brand ambassadors.

These ambassadors (aka inpuencers) are fans of your brand and more than likely already



actively supporting your company. Problem is, no one on your team has leveraged their active
voice.

So, why would you want to market through this group of eager promoters?

They have a built-in audience and the ability to impact their decisions.
Gives you access into a group of people you might not be able to reach otherwise.

Where and how can you get started? Begin by identifying your top 20 supporters. Use tools
like Social Mention and Commun.it to see who’s tweeting and sharing your content.

Now get active with them on social media. Share their content, respond, interact and build
rapport.

In the meantime, start putting together your outreach campaign. Here’s what that might look
like:

Add all potential ambassadors to a new email list.
Create copy for your brst touchpoint. Get it started with a welcome and explanation:

Hello _____,

I have some exciting news! Post Planner is kicking off a brand ambassador program and we’ve
selected you as a partner. As someone who’s been a prominent (and totally awesome)
supporter of ours across social media, we believe you’re a perfect bt for the program.

First, let me give you a little background before I dive into the details…. (insert all details)

Create a welcome video
Put together your landing page and opt-in for those interested (you need to gather name
and address to send them some swag)
Write 2-3 additional emails as follow up

http://www.socialmention.com/
http://commun.it/


Create a Facebook group to easily share news with your ambassadors

While those ideas are only the tip of the iceberg, it’s a great place to start.

As you can see, gaining the support of inpuencers doesn’t have to be difbcult or convoluted. It
just has to come from the heart and show how much you value their support. Strive to be a
giver brst.

And Adam Grant, New York Times bestselling author of Give and Take has data that supports
my giving theory. In his study, he found that:

“The most productive people are those who give brst and put their customers’ interests brst.
That comes from the trust and the goodwill that they have built.”

5. Companies Learn How to Show, Not Tell
Want to gain the attention of your audience in 2016? You need to get visual!

Visual marketing has exploded over the last couple of years and in 2016, companies are bnally
making the turn.

They’re taking the era of the hard sell and long tell and turning it into a new era of visual
sharing. While it’s not surprising that the days of pushy, spammy posts are over, many
companies have been slow to adjust.

But numbers don’t lie and the results on visual marketing are in. Posts with graphics are
getting more attention, traction and engagement than those without.

An estimated 84% of communications will be visual by 2018. (Source)
Posts that include images produce 650 percent higher engagement than text-only posts.
(Source)
Tweets with embedded images get 18% more clicks, 150% more retweets, and 89% more
favorites. (Source)

http://www.adamgrant.net/
http://www.inc.com/larry-kim/visual-content-marketing-16-eye-popping-statistics-you-need-to-know.html
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Adding a photo URL to your tweet can boost retweets by 35%. (Source)
95% of B2B buyers prefer short bite-sized content (Source)
Adding a compelling visual or graphic to a post can generate up to 94% more views than
plain text. (Source)

Here’s one shared on our Facebook Page. As you can see, organic reach is alive and well.
Especially when it comes to photos.

This post was not boosted (no ads run), and received over 64 million views, 150,000 likes,
2,300 comments and 787,000 shares.

Those statistics (and the post above) prove what we already know – we’re a society of visual
consumers. Not only do images do a better job attracting attention, but they’re also processed
at a 60,000 times faster rate than text. Imagine the possibilities!

Starbucks, one of my favorite brands to follow, shows time and again how visuals can capture
the attention of an audience.

https://blog.bufferapp.com/the-power-of-twitters-new-expanded-images-and-how-to-make-the-most-of-it
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Here you’ll see how they include their customers in the conversation. You will also see their
omni-channel strategy in action as they share their content cross-platform, expanding their
reach.

Stop talking at your social media audience and include them in the conversation with vibrant,
fun, entertaining and always engaging visual content!

6. Mobile Is No Longer an Option, It’s a Necessity to
Survive
For years, companies have taken a “hurry up and wait” attitude towards a mobile-
brst marketing strategy.

While many have attempted to make adjustments, the change has been slow going. But here’s
the rub. If 2015 didn’t prove that mobile is no longer an option, 2016 will be the nail in the cofbn
for those who don’t adjust.



Don’t believe me? Recent statistics show that 70% of all smartphone searches result in an
action. Whether that’s a purchase of a product or a visit to a website, more and more
people are using their mobile device to surf, shop, interact and engage.

Add to that, 3.65 billion mobile users access the internet and social media via smartphones
and you have reason to hop on (and stay on) the mobile marketing train.

Here’s how to make your social media posts mobile friendly:

Size your posts according the exact specibcations for each social network. Not sure
where to begin? Take a look here for the perfect social media image sizes.
Add context to your content. It’s no longer enough to throw a piece of content out across
social media. If you want to grab the attention of a fast moving mobile market, you need
to get visual. As I shared above, visual marketing has social media superpowers. Put
them to work in your 2016 strategy.
Create short form, snackable content to improve readability and engagement.
Use a call to action – always. Don’t assume your mobile readers know what next step to
take. Be clear and concise when asking them to click, like, share, retweet or comment.

Final Thoughts
Social media is here to stay — and keeping up with changing trends is a must.

http://www.mediative.com/mobile-stats-for-2015/
http://rebekahradice.com/social-media-image-sizes/


Whether you decide to embrace those changes today or tomorrow, one thing is for sure.
Without a strategy and plan in place to manage it all, you’re doomed to repeat your past
mistakes.

It’s time to adjust your thinking, adapt to upcoming trends and implement what makes sense
for your business.

As Max McKeown expressed, “Adaptability is the powerful difference between adapting to
cope and adapting to win.”

I don’t know about you, but I’m here to win.

What will you do to embrace these trends and position your company for success?

How will you adapt to win? 

Download and Embed the Infographic

http://rebekahradice.com/social-media-strategy-that-actually-works/
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March 7, 2016 at 3:11 am

Great article…

Social Media is the place where all the marketing ends but at the same place our branding
starts.Personally, I believe that both Marketing and Branding go hand-in-hand. The brst day when
you start marketing, your effort to build the brand should also begin.
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Tanmoy Das says
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This is another awesome post from you Rebekah . Just loved the way you have explained how to
use social media effectively to resolve customer’s query.We can create an engaging relationship
with our clients on personal level by being responsive on social media .
I just loved your infographic ! You surely practice what you preach  Thanks for sharing !
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This is another awesome post from you Rebekah . Just loved the way you have explained how to
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Great post as always Rebekah! Completely agree with the need for customer service on social
media. So many brands use it to shout and forget about engaging and replying to comments and
complaints.
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Ravi Roshan Jaiswal says
February 18, 2016 at 3:27 am

Hi Rebekah!

Awesome post indeed!

Your are right that social media is more important for performing the every thing of our
business. Therefore, we should always know about this before starting business.

And I agree with your brst title i.e. social customer services have more power. These six step are
written in deep description which is more cleanable to understand. Even info graphic is the best
for me.

When I see info graphic article, I got happy. Really great topic shared by you. Hope people will
understand follow this.

Thanks a lot! 
Keep writing..

– Ravi.
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Awesome post per usual, Rebekah! Love how you pointed out the importance of social as a
customer service channel. This soooo important and it’s amazing to me how many big brands
are missing the mark on this front. I won’t name names, but I’m consistently disappointed
Tweeting to brands that never respond. That said, there’s a gold mine of unhappy customers on
Twitter, creating a huge opportunity for other brands to swoop in, save the day, and “steal” that
customer.
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