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Social Media and your Small Business 
 
My kids and I have cell phones but we use them for different purposes.  Youth 
use their phones to engage in conversation and share key information with just 
a few taps on the keyboard.  They do the same with social media tools and 
applications.  Young people inherently communicate their opinions on social 
media platforms for their entire peer circle to view.  As interest grows, the peer 
circle expands to add others into the discussion.  The result is often near real 
time results and trending data, the kind that marketing firms would charge a 
fortune to provide.    
 
On the other hand many of my colleagues are slowly becoming more social 
media savvy and using computer and cell phone technology to enhance their 
communications efforts as well.   
 
Although the interactions of youth and businesses using social media are vastly 
different in approach, the theories behind the use by both groups are similar 
and are designed to build and maintain relationships. 
 

What about your organization?  
As a small business owner, connecting and communicating with your customers 
is extremely important, but can be difficult when focused on running your 
business day to day. Are you using the most effective and efficient methods to 
engage your customers? Social media has the ability to help build and maintain 
relationships across diverse users. Young people have been successful in 
connecting with others and maintaining friendships at a finger’s touch through 
networks such as Facebook. These same methods are incredibly effective for 
businesses to connect with their target audiences. Locating your target 
audience is the first step, but the real value lies in engaging your customer base.  
 
One key to a successful social media approach is developing a strategy which 
allows you to communicate directly with your customers to better understand 
their needs and wants.  This approach will enable you to provide better service 
that will foster a loyal customer base.   
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What is this social media stuff anyway?  
Social media to many is akin to logistics operations during World War II.  
Commanders realized they needed to be concerned with logistics operations 
which supported combat operations, but they 
just couldn’t wrap their arms around how to do 
it.  Today, as business leaders focus on their 
organizations’ goals and bottom-line results, 
many are wrestling with the role social media 
could play in helping to achieve their objectives.   
 
Social media is not a silver bullet for growing 
your business.  However, if integrated correctly into your overall public 
relations and marketing strategy, it can enhance your visibility and allow you to 
engage your existing and potential customers.  This approach also positions you 
to “listen” to your clients and your competitors.    
 

Best Buy ɀ A large company approach  
Companies such as Best Buy have resources to invest heavily in social media. 
Best Buy has a team focused on Twitter that constantly searches for comments 
about their brand and actively engages in addressing problems from unhappy 
customers.  Because of this approach, Best Buy can fix problems before negative 
communications elevate and potentially cause greater harm to reputation and 
profits. Directly engaging customers allows Best Buy to not only solve problems 
but to create a wow factor for the consumer by working beyond the lines of the 
typical customer service counter.  
 
Although this can seem a daunting task for smaller businesses, some savvy 
small business owners have learned how to enhance their social media 
presence to drive their bottom line.   
 

TOM BIHN Bags ɀ A small company approach 
A great example is Tom Bihn Bags, a 22 person company that invested in an 
online strategy to engage consumers. The company created a social media 
presence that highlights customer experiences with their products.  They 
feature photos of customers with their bags traveling around the world. The 
success of the company centers on customer passion for TOM BIHN products. 
Within the online environment, they not only provide information but they 
listen to their customers as well.   
 
Large or small, any company can find the unique manner in which social media 
can connect them with their customers. 
 

"I don't know what the hell 
this ‘logistics’ is that Marshall 
is always talking about, but I 
want some of it." 
-- Fleet Admiral E. J. King: To a staff 
officer (1942) 
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Is social media right for your organization?  
The short answer is yes!  Whether you choose 
to participate in social media, your competitors, 
clients and potential clients are engaging in 
online conversation that is affecting your 
business. By creating an environment in which 
your customer is empowered to speak about 
your brand, you are allowing your current 
brand evangelists to tell your story with you, 
while simultaneously providing third party 
validation for messages you are already 
broadcasting.  
 
In recent studies by Pew Research Center, 28% of internet users have 
contributed to the creation of news, commented about it or disseminated it via 
postings on social media sites like Facebook and Twitter. This means not only 
are people looking for information online but they are providing it. Who is 
talking about your brand online? Are they conveying the message you would 
hope? If not, take the opportunity to understand why and use the situation to 
show your company’s commitment to the highest standard of service. 
 
Do you think your target market is not online? You may be wrong. According to 
a recent study by Pingdom in association with Google Ad Planner, 64% of 
Twitter users and 61% of Facebook users are 
35 or older. Of the 19 social media sites studied, 
people age 35-44 were using 11 of them. No 
matter the average age of your target market, 
you will find a place online in which they are 
gathering.  
 

Have a social media plan 
Whether your business employs 5, 25 or 2,500 team members, it is important 
that they understand and buy into your social media plan.  
 
Your plan must be clear, concise and follow your company’s culture. When 
creating this plan do not look to copy another company’s online presence, but 
form one that is appropriate and unique to your brand. Allowing your 
employees to express their experiences with your company may foster 
enhanced brand loyalty. In a small company this can mean allowing an 
employee the opportunity to write a post for your blog about why they are 
happy to work for your company.  

64% of Twitter users and 
61% of Facebook users are 
ages 35 or older 
According to Pingdom/Google Ad Study 

 

 

 

  
 
Which one is right for you? 



Vistra Whitepaper                                            
Strategic Social Media   

www.ConsultVistra.com 5 

 

 
Telling Your Story 
Social media is a powerful and growing tool available to businesses, but it is not 
the sole ticket to promoting your brand. It works most effectively when 
integrated into your larger public relations and marketing plans. It allows you 
to take control of your message and articulate your brand in ways that no one 
else can.  Telling your story through social media also facilitates third party 
validation of your brand. 
 
Creating an overall campaign in which your customers feel involved will benefit 
your brand. Whether you are looking to receive feedback, build greater brand 
awareness, or connect with consumers’ needs, the keys to both social media and 
overall communications campaign success are having a plan and seeing it 
through. 
 

Consult Vistra 
Vistra Communications can assist you in developing strategies and tactics 
focused on designing and implementing your social media activities.  
 
Contact us and we will be glad to partner with you to address your specific 
social media needs.   Allow Vistra Communications to put our expertise to work 
for your organization.  

 

About Vistra 
Vistra Communications, LLC is a strategic public relations and management 
consulting firm with practice areas in strategic public relations, strategic 
communications and management consulting.  
 
Founded in 2007 by a retired career military officer with extensive operations 
and strategic communications experience, Vistra Communications provides 
strategic communications expertise to business, corporate and non-profit 
clients.  The founder is a skilled communications strategist and problem solver 
that enjoys being on the leading edge of non-traditional approaches to 
communications and information challenges.   
 
The Vistra Team is not just social media savvy; we are experts in this and others 
areas of communications and understand how to help organizations adopt 
appropriate social media practices. Recently, one of our key team members was 
actively involved in making the first Foursquare Day Tampa a huge success. 
 
Visit us online at www.ConsultVistra.com or contact us at 
Info@ConsultVistra.com or 813.961.4700. 
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