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Why social media? 
 
Social media platforms have long outgrown their roots as 
enablers of person-to-person interaction.  They have evolved 
to become central parts of corporate communications, 
promotions, and complaints handling. 
 
It has never been easy for large corporations (including posts) 
to navigate the waters of social media.  Can you be “friends” 
with a corporation?  How does a company’s social media 
presence fit in with its corporate vision and culture? 
 
After some initial missteps, posts have embraced social 
media, both as a promotional tool and as a customer 
engagement tool – the latter often handled via the post’s 
customer contact centre. 
 
Corporations such as posts and delivery companies can use 
social media in a variety of ways, including: 

• Connecting with customers 
• Brand awareness 
• Product promotions 
• Customer support 
• Disaster management 
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Platforms 
 
There is no industry-wide standard regarding which platforms 
to use.  Not all social media platforms are the same.  
Audiences differ, communication methods differ, and the 
interfaces differ. 
 
Many postal operators have a presence on platforms 
including Facebook, Twitter, LinkedIn, Instagram and 
YouTube.  They post in their own languages, targeting their 
domestic markets. 
 
Others are active on social media platforms based outside 
their home market.  Postal operators with a strong relationship 
with China – or with large local Chinese populations – may 
have a presence on SnapChat, Weibo and WeChat. 
 
On the topic of language, Swiss Post has numerous Twitter 
accounts, interacting with customers in each of Switzerland’s 
official languages – as well as English! 
 
Should postal and delivery companies produce platform-
specific content?  Australia Post, for example, has a digital 
programme that has produced more than 1,500 content 
pieces since its launch in October 2015. 
 
Not all postal operators are as committed to content 
generation, and post very similar content across all their 
social media channels. 
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Influencers and corporate 
ambassadors 
 
Influencer marketing has grown in recent years as brands 
look for new ways to reach consumers directly.  Some posts 
have engaged with social media influencers, either as part of 
a dedicated online-only campaign, or as part of broader 
branding or product launch campaigns. 
 
A study by Rakuten Marketing found marketers plan to spend 
more money with influencers, and the shift in dollars is moving 
from established celebrities with star power (over 500,000 
followers) to micro-influencers (less than 30,000 followers). 
 
There is a growing trend for CEOs and C-level executives to 
be corporate ambassadors.  CEOs have Twitter accounts 
where they share tit-bits of their daily lives.  Others are active 
on LinkedIn, trying to show corporate leadership. 
 
What level of control should communications departments 
exert over these social media accounts?  If senior executives 
are attacked on social media, how should they respond? 
Should they be protected? 
 
In terms of promotional campaigns, the contrast was drawn 
between one postal operator that used a famous actor as its 
ambassador, and another that uses its CEO as its public face.   

The dark side of social media 
 
Customers are quick to complain on social media – and this is 
especially true when it comes to interactions with the post.  
Customers can “see red” at perceived failures to deliver on 
time, unwanted “sorry we missed you” delivery cards, or long 
queues in the post office. 
 
Bad news stories about postal operators spread fast.  Digital 
media outlets are quick to report on any quirky complaints 
originating from social media.  These include “delivery fail” 
videos and photos, photos of damaged parcels, and hard luck 
stories relating to lost or delayed parcels. 
 
One of the challenges of dealing with social media complaints 
is responding in a sufficiently timely manner that a complaint 
doesn’t become a bad news story, but rather a good news 
story about how fast a complaint was resolved. 
 
Some posts engage their customer contact centre team to 
respond to complaints via key social media accounts 24 hours 
a day, seven days a week. 
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Social shopping 
 
Social media can be a sales channel.  Recent research 
showed that over half of all Australians (55%) have either 
bought on social media or been influenced by social to buy 
something later. 
 
The daily commute is presenting a new shopping opportunity, 
with 35% of Millennials enjoying shopping via their social 
media feeds while commuting. 
 
Facebook is the most popular social shopping platform (22%) 
ahead of Instagram (9%), YouTube (9%), Snapchat (4%) and 
Pinterest (4%). 
 
Can postal and parcel operators make the leap from “like” to 
“buy”?  Social media platforms are trying to make it easy to 
offer a seamless shopping experience – without having to go 
to a separate website or app. 
 
Chinese platform WeChat seems to be leading the way, with 
e-commerce integrated alongside messaging and in-app 
payment. 

Network building 
 
Meeting fellow professionals face-to-face at a workshop like 
this is a great opportunity to build networks.  It’s the chance to 
add LinkedIn connections and exchange business cards in 
real life.  Contact either Derek or Ian – via social media or 
email – to continue the conversation. 

 
 
The Social Media Workshop featured a lucky business card 
draw, with the prize of an iPad donated by Escher. 
 

What’s next? 
 
The next social media and communications workshop will be 
held in May 2020.  Details announced soon.  Go to 
thepostalhub.com/social-media-workshop to sign up for 
updates on future workshops and events. 
 

We look forward to seeing you in 2020! 
 
Ian Kerr 
Postal Hub Podcast 
ian@thepostalhub.com 

Derek Osborn 
WhatNext4U 
derekosborn@whatnext4u.com 

thepostalhub.com 


