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including Pinterest and Google+.  
But even the 17% of banks that say 

they don’t have a social media presence 
are still participating in social media, 
argues Eric Cook, digital strategist with 
WSI and cofounder of DigitalRCP, a 
firm that helps businesses manage dig-
ital risk. Cook tells of a $2 billion bank 
that did not have an active social media 
presence—or so it thought—until it dis-
covered 21 unauthorized Facebook pages 
with the bank’s name—some with not-
so-favorable reviews. (A quick search on 
Facebook for “I Hate Bank of America” 
reveals dozens of unauthorized pages.)

“You may be active or you may be 

passive, but you are still involved in 
social media, whether you like it or not,” 
says Cook. 

If you’re going to participate in social 
media—whether by choice or by force—
it makes sense to create an overall social 
media strategy. But the pressure to just 
jump in and start posting on Facebook 
can be overwhelming, putting banks in 
the position of throwing spaghetti on the 
wall and seeing what sticks, rather than 
crafting a well-thought-out strategy, says 
Ron Shevlin, director of research for 
Cornerstone Advisors, Inc.

Instead, Shevlin recommends not 
getting caught up in the competitive 

whirlw ind and ta k ing a mea sured 
approach to social media. “You’ll read 
plenty of articles that warn you of getting 
left behind, but you won’t. This is no time 
to try to keep up with the Jones.” 

A measured approach doesn’t mean no 
approach, so it’s a good time to ensure 
your social media strategy is in place. 
The strategy should encompass more 
than how often the bank plans to tweet 
or how often it will update its Facebook 
page, or even which platforms to partici-
pate on. The strategy includes how the 
bank will measure the impact of social 
media, how it will structure the organi-
zation to best leverage social media, and 
what it hopes to accomplish. 

The following is food for thought as 
you start to define and refine your social 
media strategy. 

SHHHHH. LISTEN 
In social media, sometimes silence can 
be golden. Banks are often overwhelmed 
by the thought of constant tweets, You-
Tube videos, and Facebook postings, but 
there is an advantage to simply sitting 
back and listening, notes Chris Lor-
ence, executive vice-president and chief 
marketing officer for the Independent 
Community Bankers Association. “There 
is no rule that says you have to start post-
ing,” says Lorence. “Open a social media 
account and monitor what is being said 
about your bank and your competitors.” 
Of course, the sheer volume of content on 
social media can be difficult to consume, 
so banks will need to consider how often 
and what they will listen to. 

Listening also will help you create a 
social media strategy that will allow you 
to post relevant content, says Cook, add-
ing that there is a misconception that 
banks have to post content. Instead, he 
says, listen and if someone asks a ques-
tion or poses comment and you can offer 
help or information, respond. Otherwise, 
just listen and learn. 

PAY ATTENTION TO 
CUSTOMER SERVICE 
The number one reason banks maintain 
a social media presence is to address 
customer service questions (see “Top 5 
Reasons Financial Institutions Maintain 
a Social Presence,” opposite). However, 
few industries have done a good job of 
using social media for customer service, 
according to Robert Harles, managing 
director and global lead, social media 
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