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About the SBDC 

   We are part of the non-profit Pennsylvania 
Small Business Development Center 
network and an accredited affiliate of the 
national network of Small Business 
Development Centers. 
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SBDC consulting is offered at no charge,  
thanks to funding and support from: 

 
§  The Commonwealth of Pennsylvania, Department of 

Community and Economic Development 
§  The United States Small Business Administration 
§  Host Colleges and Universities – in our case, The 

University of Scranton 
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About Me 

§  SBDC 20+ years 
§  Accountant 
§  MBA Marketing 
§  Internet Business 
§  … and more ! 
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Create Business Page 
  Add attractive cover photo 
  List hours of operation 
 Updated contact information 
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Post Regularly 
  Stay visible 
  Vary posting times 
  Enhance post with 
photos or video 
 Don’t only sell 
  Add value 
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Create Photo/Video Content 
  Increase engagement 
  Share from Instagram 
 Upload videos 
directly to Facebook 
 Create albums: 
products, customer 
testimonials 
 Contests 
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Create Offers 
  Special offers  
/ discounts 
 Hold private 
event 
  Adds value 
 Reach beyond 
followers 
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Boost Posts 
 Reach wider audience 
 More targeted 
 Costs $$ 
 Can set aside spending amount 
 Great for local business 
  Images can’t contain more 
than 20% text 
  Expands reach beyond followers 
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  Establish keywords 
  Search keywords 
(Business name, industry, geographic area) 
  Start listening 
 Hashtags 

Listen 
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What to Tweet? 

§  Ask questions 
§  Highlight products/services 
§  Share photos/videos 
§  Customer testimonials 
§  Retweet usful info/tips 
§  Use hashtags 
§  Avoid political/religious/controversial topics 
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Why Hashtag ? 

§  Trackable 
§  Become part of larger 

conversation 
§  Expand beyond 

followers 
§  Tagboard.com 
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 Do not let tweets/messages go unanswered 
 Great use for Customer Service 
  Instant notifications 
 Great way to show off your CS skills 
 Respond quickly 
 Move offline / resolve issues privately 
  Always offer a Thank You for positive 
feedback 

Respond 
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Social Media should not be 
your only means of Customer 
Service. 
 
If your audience believes the 
only way they’ll get a good 
response is by airing 
grievances in public, they’re 
only going to air them publicly 
in the future. 

Don’t Abandon other Channels 
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Find and Claim Your Business 
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Enhance Your Business Listing 

  Add photos 
  Link to website 
  Phone number 
 Hours of operation 
  Keep information current 
 Create Yelp Deals 
 Monitor reviews 
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Respond to Reviews 
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How to Respond to Negative Reviews 

  Address the issue directly 
  Start with an apology 
 Never put blame on the customer 
  Stay professional 
 Give customer a way to contact you offline 
  Include a name to humanize 

 

©2015	
  The	
  University	
  of	
  Scranton	
  SBDC 

How to Respond to Negative Reviews 
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Ask Customers for Reviews 

  At point of sale 
  In monthly billing 
  In email signature 
  Add link on website/ 
Social Media 
  Sticker on door/window 
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What Else ? 

§  SnapChat 
§  Instagram 
§  YouTube 
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Any Questions ?? 
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For today’s Handouts !!! 


