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Keeping Up with Social Media
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Is social media the right channel to improve company's image? Are there risks that | need

tobe aware of in using social media for business purpose?

There are 2.3 billion active
social media usersin the
world. In Jan 2016, statistics
from GlobalWeblndex
showed that Indonesian
spent 2.9 hour per day on
social media (rank #9 global-
ly) and 20% of the country’s
population bought online
(rank #18 globally). Other
statistics from Brand24
showed that in Indonesia,
there are 1.3 million LinkedIn
users and 29 million Twitter
users. In Jakarta alone, there
are 11 million Facebook users,
and Jakarta post 2.4% of the
10.6 billion tweets worldwide
-social mediais indeed a
powerful channelin Indone-
sia.

Social mediais a useful tool
to generate new business
and interact with consumers.
As any new communication
technology, it has the poten-
tial toimprove market effi-
ciency. Social media may
more broadly distribute in-
formation to users of ser-
vices and may help users and
providers find each other and
match products and services
tousers'needs.

Bear in mind that in selecting
the platform of social media
to use, you need to consider
some profile demographics,
such as age of your target
market, product or service
you want to promote, and
the operating system your
target market use.

Interested in Using Social
Media? Understand the
Risks!

The use of social media to
attract and interact with
customers canimpact risk
profile, including legal, repu-
tational and operational risks.

Legalrisks arise from the
potential for violations of, or
non-conformance with, laws,
rules, regulations, prescribed
practices, internal policies
and procedures, or ethical
standards.

Those risks also arise in situ-
ations in which your policies
and procedures governing
certain products or activities
may not have kept pace with
changes in the marketplace.
Failure to adequately ad-
dress these risks can expose
alawsuit.

Reputation risks arise from
negative public opinion.

Activities that result in dis-
satisfied consumers and/or
negative publicity could harm
the reputation, evenif you
have not violated any law.

Operational risks can arise
frominadequate or failed
processes, people, or sys-
tems, theroot cause can be
either internal/external.

Social mediais one of several
platforms vulnerable to ac-
count takeover and the dis-
tribution of malware.

KEY POINTS

e Socialmedia canbe
useful as sales &
promotion tool,
communication
channel, and source
of information to
understand
emerging risks.

Harry, Jakarta

Managing Your Social Media:
Deploy Good Governance &
Risk Management

Before signing up, be clear on
your main purpose of using
social media, do arisk as-
sessment. If it is for commu-
nication channel then people
managing your account

e To manage potential
risks, you should

ensure that risk
should be responsive, have management
good product knowledge, programs provide
engaging your customers oversight and
and shows that they are controls
working to solve issues or commensurate with
concerns raised. Don't hire the risks presented
inexperienced and part-time by the types of social
administrator to manage media engaged.

your accounts.

Institute social media poli-
cies, establish social media
goals and create strategy
from those goals. You need
to align the usage of social
media to your company's
overall sales & marketing
strategy.

Be sensitive to privacy con-
cerns, fraud & brand identity,
consumer complaints and
inquiries, and language use.

Ensure the security of your
network and accounts, there
should be controls in place to
protect systems and safe-
guard customer information
from malicious software.

Remain aware of develop-
ments involving relevant
laws and regulations, and
periodically evaluates and
controls use of social media
to ensure compliance.
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