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Techniques for Using Facebook, Twitter, and 
LinkedIn in the Contact Center and Service Desk
Social Revolution Resources

6 experimental social media campaigns
Thought-control technology which uses brain waves


Facebook Resources

How to get people to ‘iLike’ your brand on Facebook
Social Media Policies and Procedures
Should my company use Facebook, Twitter and social media? It does your company no good to dive into social media without a solid strategy, with goals, guidelines and tactics. What is your ultimate goal?
Facebook: Duquesne University CTS Help Desk
20 Ways To Get People To Follow Your Business On Facebook prevailpr.com/how-to-20-ways-to-get-people-to-follow-your-business-on-facebook


LinkedIn Groups and Resources

· Worldwide Contact Center Professionals - Largest Network for Call Center Professionals
· Association of Support Professionals
· Best Practices in Customer Satisfaction Worldwide
· Best Practices in Service Desks and ITIL Worldwide
· Customer Service Professionals
· Customer Experience Management
· CallCentre Search Customer Service Professionals


Twitter Resources

· Must read: “Delta Monitors Twitter to Remedy Customer Complaints”
· Twinbox - www.techhit.com/TwInbox/quickstart.html
· “20 Ways Businesses Use Twitter” – Business Week
· “Brands That Tweet” – Bloomberg Business Week
· Mashable – www.mashable.com
· Microsoft Launches Outlook Facebook Integration [Exclusive] 
mashable.com/2010/07/13/outlook-facebook
· Official Blog of the Microsoft Outlook team blogs.msdn.com/b/outlook
· How Do You Get People to Follow You on Twitter? ezinearticles.com/?How-Do-You-Get-People-to-Follow-You-on-Twitter?&id=4921390
“People” to review for ideas or to consider following:

· MicrosoftHelps
· JontyPearce
· NeilCullingford

· itSMFSceptic

· ncusu_helpdesk

· ccs_servicedesk

· ivytechhelpdesk

· OIT @ NC State Univ: Bio North Carolina State University IT News For help off-hours: http://help.ncsu.edu or (919) 515-4357.
· Chris Dancy: Bio News, Comments and Rants on The Service Desk, Help Desk, ITSM and ITIL. Community Manager, for ServiceSphere.


Miscellaneous Resources

· Help Desk Blog - helpdesk.missouristate.edu/blog
· Greensboro social media connections posted on single web page: www.greensboro-nc.gov/residents/socialmedia 

· Social Media Comments Policy Example: www.greensboro-nc.gov/residents/socialmediapolicy.htm
· Social Media internal policies Example: Legislation, Policies and Standards City of Seattle Social Media Use Policy

· 154 examples of policies: Social Media Governance: www.socialmediagovernance.com/policies.php
· Change Management and Social Media: Keys to Effective Online Engagement: prezi.com/4hif-oz2sf_m/change-management-and-social-media-keys-to-effective-online-engagement/
· Social Plug-ins - developers.facebook.com/plugins?footer=3
· Book: Engage: The Complete Guide for Brands and Businesses to Build, Cultivate, and Measure Success in the New Web
· Analysis of Social Media Policies: Lessons and Best Practices: socialmediagovernance.com/downloads/Social-Media-Policy-Analysis.pdf
Learn More about Using Social Media in the Service Desk and Contact Center
Would you like to incorporate social media into your organization? Would you like to have a workshop on Social Media presented to your team? We can do it onsite in a half-day program, by tele-seminar or in a full day/multi day strategy planning session, customized to your business needs. 

Hear loads of ideas, social media strategies, and understand how to become a proactive organization using social media tools and techniques. When you experience the enthusiastic approach I use to deliver my sessions, you will be pumped to get started!  Call me anytime for training or consulting.
“Social Media in the Service and Support Center and Beyond” Workshop.

Contact Ivy anytime:

High Tech High Touch Solutions, Inc.

Speaker, Writer, Mentor, Animal Activist

425.398.9292

Ivy@hthts.com
www.ivymeadors.com
eSharings: Our contact center and service desk industry newsletter includes resources, tips and techniques. Sign up at www.hthts.com or email us at SOLUTIONS4U@HTHTS.COM.
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