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The Five W’s of Communication

Social Media and COVID-19

Social Media Trends
Why Use Social Media During COVID-19
• As consumers started spending more time at
home during the pandemic, they also started using
social media more. Live streaming, video chat and
gaming features on social networks grew.
• Facebook saw a 70% increase in usage of all of its
apps in the month of March.
• Between 46% and 51% of US adults are using
social media more since the outbreak began.
• There has been an uptick in podcasts being
produced, particularly in the enterprise space.
• People are using social media to connect and to
have fun!

Know Your Audience
Who Should You Engage With
• Identify the basic information: Answer questions such as
age, location, gender, basic interests, income level, etc.
Once you have a basic outline of a profile, go further and
ask yourself, “What does this mean?”
• Find out what your customer is thinking and feeling
now. Do some research, check in with influencers that
target your customers, and do what you need to do to put
yourself in your customers’ shoes. Are they working from
home? Are they trying to keep kids busy now that schools
are closed? Are they trying to stay fit and healthy while in
quarantine? What problems do they have that you can
solve?
• Take those answers and take a step back. Forget
everything you’ve done before and everything you
thought you knew about your customer. Look for new
opportunities to share your product in different ways with
different people. Establish how you can pivot to meet the
needs of your customers right now?

Leading Social Media Sites In The United States
Where Are People Spending Their Time On Social
According to Statista, market
leader Facebook accounted for
55.9 percent of all social media
site visits in the United States.
Social networking is one of
the most popular internet
activities in North America,
particularly in the United States.
A total of 79 percent of internet
users in the United States have
a social network profile

Social Media Messaging During COVID-19
What Should You Be Posting
• If your business hasn't spoken out already, it's time to
break the silence regarding COVID-19. Followers,
including existing and potential customers, don't want
to connect with business that seem unaware of or
unconcerned with current issues.
• Make sure to inform customers of your COVID-19
protocols. Your customers want to be confident that
doing business with you is safe.
• If your brand has only reached out to customers via
email or newsletter, be sure to bring it up on all of your
social media accounts, too. This simple act has the
power to create a safe place for conversations to
occur in comments or direct messaging.

Social Listening
• Be aware of what is taking place in the news. Social
media listening software like Sprinklr, Sprout
Social, CrowdTangle, and Brandwatch allows you
to set up keyword terms for mentions of COVID-19
or coronavirus in connection with your community.
You can also accomplish some levels of social
listening without any additional software investment
by using native tools within Facebook, Twitter, and
Nextdoor.
• Follow relevant hashtags, local business leaders,
local media outlets and their reporters, and local
influencers on social to see what they are sharing,
posting, and saying.
• Review and adjust pre-scheduled posts. Review
them all with a keen eye to ensure the tone and
messaging is appropriate.

Social Media Approach
Lead With Empathy And Sensitivity
While physical isolation can lead to more time spent on
social channels, businesses will likely gain loyalty by not
coming across as opportunistic.
Explore ways to be helpful even if it doesn’t involve
buying your products or services.
Focus on quality messaging relevant to the customer’s
pain points.
Track performance and adjust your content from day to
day in accordance with analytics as well as how COVID is
continuing to shape the world.
Be prepared to adjust their social media strategy as new
challenges and opportunities arise

Social Media Approach continued
Get Creative
In this fast-changing environment, business owners must be
nimble. Lots of brands are switching to live streams, for
example, to connect with audiences.

Explore New Things
If you have wanted to expand your strategy to a new
platform, now is the time to dig in and go for it.
If you’re not looking for new channels, but you’re curious to
see how your customers would react to diﬀerent kinds of
content, more frequent posting, or other creative
engagement methods, go for it!
Now is the time to look for ways to build relationships with
your customers.

The Importance OF Social Media During
A Crisis Like COVID-19
You Want To Be Social
Today, more than any other time in recent history, social
media platforms have become the main source of
information surpassing print and other digital media
platforms.
Social media has become an indispensable component
in our daily life. Home-bound with little to do —
Covid-19 has led to a spike in online media
consumption.
The businesses that will survive these uncertain times
will need to respond fast and effectively to the
pandemic via social media.

Not Sure Where To Start?
Experiment with new types of content like video. It doesn’t need
to be (and in certain situations probably can’t be) professionally
produced, but a video from an internal expert or influencer
showing a hands-on demo of your product could go a long way.
Try some of the functionality that platforms have introduced for
engagement like polls on Instagram or Facebook. You can use
them to benefit you by soliciting product feedback directly, or
you can use them purely to entertain your audience.
Spend more time listening. Keep an eye on comments on your
post, your competitors, and influencers in your industry.
Get your customers engaged with calls for user-generated
content. Whether it’s a call for photos or videos of your product
in use, or you want to do something purely for entertainment
and engagement, customers with more time on their hands who
are spending more time online are more likely to engage with
you.

Case Study

Qyana M. Stewart
CEO & Principal Consultant of GlobalForce Tech Consulting,
President of GlobalForce For Girls, Inc.

Case Study

Dega Schembri, Co-Owner
Foundation Fitness of Cleveland Park (formerly City Fitness Gym)

Predictions For Social Media Trends
Looking Ahead…
With business travel curtailed in 2020, consumers who learned how to video chat on platforms
like Zoom during the pandemic are likely to continue this behavior. However, people may
spend less time video chatting in groups as they get back to normal routines and feel more
comfortable with in-person interactions.
US adults on mobile messaging will grow to 24 minutes per day, not only due to the pandemic
but also data shows strong engagement on messaging services like Facebook Messenger,
WhatsApp, and Apple iMessage.
US adult social network users will spend 7 more minutes per day on social networks than in
2019, but time spent will start declining again in 2021 as the pandemic boost wears off.
Platforms like Instagram and Snapchat will see a more sustained boost than Facebook from
the coronavirus.
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