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Using Social Media to Engage CustomerS

D anny Ro cks  (d  anny  @thecomp anyr  o  cks '  c  om)

Social  Media can help you to grow your business -  by attract ing new customers, by strengthening your

relat ionships with your customers, and by gett ing customers to refer your business to their  f r iends and

col leagues. The key to making this happen is to learn how to use social  Media to engage your

customers; to have a conversat ion with your customers; to learn more about your customers'  needs;

and to help them to see how your business can sat isfy their  needs.

Set Your Goal
In order to effect ively use Social  Media to grow your business, i t  is important that you be clear about

your goal.  ls your goal to get a lot  of  c l icks on a YouTube video that you create? ls your goal to get a lot

of c l icks on your website 's home page? Are these business goals or bragging r ights?

Engagement is growing the number of c l icks that each customer makes once they reach your website '

Learn how to keep customers cl icking -  c l icking to go deeper into your website cl icking unt i l  cur iosi ty

turns into an act ion -  into a sale, into a download, or into a request for addit ional information'

Follow the A-I-D-A Process
Fortunately,  there is a proven process that you can fol low to help guide your customers to complete an

act ion on your website.  The A-|-D-A process has successful ly guided direct mai l  marketers for decades.

The four steps in the Process are:

1". Attract Attention

2. Get lnterest

3 .  Bu i ld  Des i re

4. Take Action

Let,s see how the A-|-D-A process can help you to use social  Media to engage your customers'

Attract Attention
Before you can make a sale, you must attract the attention of your target customer' And, on the

internet this also means that you must attract the attention of the search engines. search engines and

social Media are a perfect match. when you consistently post interesting videos on YouTube and when

you publish blog entries that appealto the interests of yourtarget audience, you attract attention'

Write for your audience, but ensure that you include relevant keywords and "eye-catching" headlines so

that the search engines know how to index your social media content'
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When you add your comments to a blog post be sure to include a signature l ine with a l ink to your

website.  And be sure to gather incoming l inks to your keywords from your customers'

Get Interest
In my experience, where you direct the " l ink" is the key to success in the "A-|-D-A" process'  When

customers cl ick on a l ink they are saying, " l  am interested; tel l  me more'"  So be sure that you tel l  them'

you do this by l inking to a relevant " landing Page." Each landing page al lows your interested customer to

gather information about specif ic product groups or upcoming events'  Engage your customer by

allowing them to "self-select" from a focused set of options:

o Download detai led product information

e Grab a short  "how to" video

. sign up for an in-store event

o Get a copy of your latest newsletter

I t  is l ikely that your interested customer wi l l  want to take some t ime to study the information that they

gathered from your landing page. So, be sure that you capture their  emai l  address on your landing

page. An interested customer wi l l  g ive you their  emai l  address in exchange for obtaining qual i ty

information from You.

Build Desire
Don,t  be surpr ised when many customers leave your website after gathering information from your

landing page. That is why i t  is essent ial  that you know how to fol low up with your customers'  Now you

can send them an emai l  with a l ink to another relevant landing page where you wi l l  use stor ies,

test imonials and case studies to bui ld their  desire to take act ion. Be sure you help them to see how your

product or service wi l l  benef i t  them. Test imonials conf irm that other customers have benef i t ted from

your product or service. l f  you offer warrant ies and guarant ies, summarize them on this page' You may

have to do addit ional fol low up, so be sure that you can contact your customer to answer any quest ion

and address any concerns that they may have'

Take Action
Before you begin the directed market ing process be sure that you have establ ished your goal '  what '

ul t imately,  is your desired act ion? ls i t  to make a sale? ls i t  to schedule an appointment? Make i t  c lear

and make i t  easy for your customer to complete the act ion. Be sure to conf irm that the act ion was

completed. And, be sure that you fol low up the transact ion with a thank you card or a phone cal l  in

o r d e r t o c o n t i n u e t o b u i | d t h e r e | a t i o n s h i p w i t h y o u r c u s t o m e r .
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