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VInspiring 

VNorming 
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goal  



ÅIntroduction to WaterOne 

ÅJustifying your time 

ÅManaging social media: tips, tools, + trends 

ÅQ&A 

game plan  



waterone  

https://www.youtube.com/watch?v=gg-ChkFKscs 

 

our story  

https://www.youtube.com/watch?v=gg-ChkFKscs
https://www.youtube.com/watch?v=gg-ChkFKscs
https://www.youtube.com/watch?v=gg-ChkFKscs


your skeptics  

why social media?  



business case  

1.  customer service  

2. in crisis  

3. recruitment  

4. your bottom line  

 



business case  
customer service  

67% of consumers have used a company's social 

media site for servicing, compared with 33% for 

social marketing. (J.D. Power and Associates)  

33 % of users prefer to contact brands using 

social media rather than the telephone. 

(Nielsen)   

When companies engage and respond to customer 

service requests over social media, 

those  customers end up spending 20% to 40% 

more  with the company. (Bain & Company)   



business case  
customer service  

4. 67% of consumers have used a company's 
social media site for servicing, compared with 
33% for social marketing. (J.D. Power and 
Associates) 

5.  33% of users even prefer to contact brands 
using social media rather than the telephone. 
(Nielsen)  

13. When companies engage and respond to 
customer service requests over social media, 
those customers end up spending 20% to 40% 
more with the company. (Bain & Company)  

http://www.jdpower.com/press-releases/2013-social-media-benchmark-study
http://www.jdpower.com/press-releases/2013-social-media-benchmark-study
http://www.nielsen.com/us/en/reports/2012/state-of-the-media-the-social-media-report-2012.html
http://www.nielsen.com/us/en/reports/2012/state-of-the-media-the-social-media-report-2012.html
http://www.bain.com/Images/BAIN_BRIEF_Putting_social_media_to_work.pdf
http://www.bain.com/Images/BAIN_BRIEF_Putting_social_media_to_work.pdf


business case  
in crisis  

25% of 18 -35 year olds get 

their news from social media  

- Forbes  



business case  
recruitment  

70% of job seekers will check out a companyõs 

social media when considering a job opportunity.  

~ CareerBuilder  



business case  
recruitment  



Social Media 

Great 
Services 

Funding 
(Budget) 

Political Will 

Public Will 

Demonstrate 
Value 

Authentic 
Perception 

business case  
your bottom line  

currency = 

public will  



business case  

1.  customer service  

2. in crisis  

3. recruitment  

4. your bottom line  

 



report it!  

- Benchmark with others  

- Track your engagement  

- Measure your progress  

- Report out (self -assign)  

 



Mandy Cawby 

Director of Customer Relations 

WaterOne 
mcawby@waterone.org 

913/895-5546 

 

 

  


