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Social Media in Shopping Centres
- five themes emerge

» The gap between what consumers want and what centres publish
» The absence of internal policies/governance

» The lack of customer segmentation

» The belief that social media is another marketing channel

« The hunger for measurement and what this implies for future
budgeting
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Q. Why don’t you follow brands / products?

Mot interested

Want v. Get

Don't see the benefit/
No point

Brands not important
to me

Didn't know you could/
Never thought of it

They're annoying/
Post too much/
Repetitive
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Don’t want
advertising/Spam
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Only follow friends
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Q. Why did you stop following them?
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Q. Thinking about the purposes of using social
media, please consider the following
statements and tell us whether you agree
or disagree with them.

10% 20% 30k 40% 506 60% 70% B80% 90% 100%

We use social media to push retailer promotions and sales
86 4014

We use social media to distribute our own news

g3 Sqgiiy 4

We use social media to distribute news from our retailers

79 SRS 4

Agree slightly

. Disagree strongly

. Agree strongly

. Disagree slightly
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Q. Thinking about your experiences of
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The Absence of Governance

» 42% of centres have a social media policy

* 43% have staff guidelines on how to deal with
negative comments or complaints

* 37% have guidelines on how to escalate a
problem
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Absence of Customer Segmentation

Q. Thinking about the purposes of using social
media, please consider the following
statements and tell us whether you agree
or disagree with them.

51% analyse
d ata O btai n ed We use social media to acquire customer contact details
from social 2 30 T

We use social media as a market research tool

m ed i a 24° 43" 23 1

We use social media for Search Engine Optimisation
(to improve our rank on search engines)

0% 20% 30% 40% 50% 60k TO% BO% 90% 100%

24 36 26 14
. Agree strongly - Agree slightly
. Disagree slightly . Disagree strongly
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Social as Just Another Channel

Q. Thinking about the purposes of using social

media, please consider the following Q. Our investment in social media
statements and tell us whether you agree comes from our marketing and
or disagree with them. communications budget.

0% 20% 30% 40% 50% 60% T0% @80% 90% 100%

We use social media to push retailer promotions and sales

86 1014

We use social media to distribute our own news
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We use social media to distribute news from our retailers

. Agree strongly - Agree slightly
. Disagree slightly . Disagree strongly

“Markets are conversations”
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Measurement - No Silver Bullet

Q. Thinking about your development needs
in using social media, please rank the
following items in terms of how useful
you would find them.

Q. Thinking about your development needs
in using social media, please rank the
following items in terms of how useful
you would find them.
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A guideline on ways to measure and evaluate our efforts Asimple policy for managing our invelvement in social media
68 284 45 9 1

Aset of answers to commaon senior management objections to
An understanding of what new tools are emerging implementing a social media strategy

Madel job and person descriptions for staff communicating with external
A primer on the uses and benefits of each of the main social channels stakeholders through social media channels

. Very useful n Quite useful . Very useful u Quite useful

. Not very useful . Mot very useful . Mot at all useful
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Six Questions to Guide Best Practice

1. Why are we doing this?
2. Have we got the skills to do it?

3. What are the rules we wiill
follow?

4. Who are we talking to?
5. Why will they want to respond?

' ?
6. What will we measure*
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