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Why we engaged in social media?

• To engage with consumers

• Get feedback

• Offer a service

• Learn about our consumers

• It’s the fastest way to communicate

• It’s viral

• To market our retailers

• To boost search presence

• To drive footfall

It’s the future…



What works? What doesn’t work?

Real people Overt advertising

Content plans Pushing irrelevant content

Risk strategies Over talking

Sharing best practice Formal language

Honest responses Ignoring the issues

Fast response rates Slow responses

Engaging with real people ‘fake’ profiles

What we’ve learned….



How we’ve engaged

� Offers

� Retailer look books

� Sharing news

� Editor’s choice

� Competitions

� Event information

� Celebrity appearances

� Creating the content they want







It’s not just about marketing…



Who’s talking to us AND who’s talking about us

Example: mentions of “Westfield” during the 2011 riots



@Simsimaaaa: Are you okay @westfieldlondon?! I love 
you

@Courtz08: I hope they don’t touch my beloved 
@westfieldlondon – Such a beautiful mall. WHY ARE 
THERE SO MANY PEOPLE RIOTING?! #londonriots

RESPONSE:

@WestfieldLondon: There’s a lot of speculation about the 
events in London at the moment.  We’re open as usual 
but are taking extra precautions

62 retweets and reached 25,557 people*
*SourceTweetreach

…and engaging in those conversations



Insights show us  who engages, why they engage and why it’s 
important…






