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Connecting to the audio

Audio is available through your computer.
All attendees are automatically muted. 
You can communicate with us through the 
questions panel shown here. 

Toll number for US: 1-562-247-8421
Access code:  854-351-948

How to ask questions:
-> Through the question panel
-> Twitter: #vanillawebinar

Copies of the slides & recording will be available after the presentation.
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What is Advocacy 
and Why Does It 
Matter?



What is Advocacy?

“The use of marketing strategy, budget and resources 
to encourage customers, employees, or partners 
to do something on behalf of your company with 
or without the expectation of mutual benefit.”

Source: Forrester, Advocate Marketing



Why Does It Matter?

90% of consumers say that positive 
online reviews affect their purchasing 
decisions.

Source: Dimensional Research

https://www.zendesk.com/resources/customer-service-and-lifetime-customer-value


Why Does It Matter?

Americans tell an average of 9 people 
about good brand experiences. 

Source: American Express

http://about.americanexpress.com/news/pr/2011/csbar.aspx


BACKED BY RESEARCH
The 2017 Community Value and Metrics Report

Company Size

Industry





Tracking Business Value and Measurement of Brand Communities

Your most important business value 
can change over time.



Tracking Business Value and Measurement of Brand Communities

Here's how they 
might change.



Tracking Business Value and Measurement of Brand Communities

Many companies who plan to use their 
community for content creation end up 
identifying key ambassadors and advocates who add 
value when given more structure and power from the 
brand.



Top 5 Metrics for Advocacy Communities

1. New users/members (56%)       
2. Retention (53%)       
3. New customers (44%)        
4. NPS    (44%)        
5. Reach   (41%)

Source: 
The 2017 Community Value and 
Metrics Report, CMX



How Hootsuite built a 
community of 

advocates



What we considered:

WOM

Word of mouth is the 
primary factor behind 20 

- 50% of all purchasing 
decisions.

- McKinsey   

Buyer’s Journey

84% of B2B decision 
makers start off the 

buying process with a 
referral 

-Edelmen Trust Barometer
   

Credibility

Advocates are 70% more 
likely to be seen as a good 
source of information by 

people around them. 
- BzzAgent



Gain valuable 
insight from your 

power-users

Drive reviews

Generate 
trust

Engage 
customers as 

individuals
Increase
referrals

Deepen 
relationships

Why we do it

Amplify existing social 
activity, extending 

your reach

Connect your 
fans with each 

other



Our Advocate Spectrum

Brand Ambs InfluencersFollowers Users Fans

Increasing value

Advocacy Programs

Students 

Employees

Social 
Innovators 

Partners

Internal

External



Industry leading 
advocacy program

Customer-centricAligned with the  
business

Guiding Principles



It takes a village....

Advocacy 
Programs

Growth + 
Mktg

Employees

The Wild

Support

Customer 
Success

Partners



Hootsuite’s Ambassador Program



Stretching across the globe, Ambassadors are 
the heart of the Hootsuite community. 

500+
Ambassadors  

50+
Countries  

50+
Languages



Regional Workflow

HQ

APACLATAM

EMEA

Hub + spoke model to provide:
Strategic support
Admin resources

Centralized metrics and reporting



5 Steps to Build 
an Ambassador Program



Step 1: Set Program Objectives

Amplification
Product releases shared 

with ambassadors to 
drive 200% more 

engagement & reviews

Insights
Share regional insights, 
offer product feedback 
and support initiatives 

in 22+ languages

Educate
Help educate people on 

social media best 
practices and the power 

of Hootsuite’s tools.

Events
Drive localisation efforts 

by hosting 
events in various 

countries 



Social Results 
Reach, WOM, Traffic, UGC, Impressions

Advocacy / 
Feedback

Advocate Activities 
Product Reviews

Product Feedback

Sales Data 
Trials, Churn, Upgrades 

Renewal Influence, Leads, SQL, MQL, 
Pipeline, Opps

TOFU 

MOFU 

BOFU

Tie your program in with business objectives 

Brand 
Awareness 

Revenue 

Nurture / Customer NPS



v

Step 2: Set some criteria

❏ Active user of your brand or product 
❏ Has a deep affinity for your brand, company and solutions
❏ Perceived expert or thought leader 
❏ Charismatic; good public speaker
❏ Net promoter; refers or references you
❏ Motivated to have a personal relationship with you
❏ Motivated to help/educate others
❏ Wants to improve their knowledge/use of your product
❏ Able to participate as part of their job function/role
❏ Motivated to build their personal brand
❏ Meets your brand tone on Social Media/Content Production



• Beta access

• Exclusive updates

• Value Realization

• Education Certifications

• Exclusive Swag

• Speaking engagements

• Brand association

• Thought leadership

• Press/Analyst 

opportunities

• Global network

• P2P Knowledge shares

• Exclusive event invites

Product Profile Community

Step 3. Lay out clear benefits



Step 4. Establish your Tools

Advocate Forum

General 
communication and 

connectivity

Engagement, feedback, and 
P2P activity

Social 
Shares

Shares, Traffic, 
Connectivity 

CRM 
Database

Advocate activities and 
tracking integrated 

with Salesforce

BoulderLogic



Ambassadors have day jobs, so minimizing their effort asks early on, and 
concentrating on maximizing value to them, will get them to participate 

more often and more consistently. 

Gain commitment → Cultivate enthusiasm → Deliver benefits 

Step 5. Grow Advocacy in steps



v

Our Ambassador Journey

Acquisition Onboarding Check-ins Consistent 
Engagement

Invite existing customers

Website form

Quality vs quantity

Training/video mtgs

CASL compliance

Welcome Swag pkg

Onboard to platforms

Connect to others

30 / 60 / 90 days

6 month check-in

Update CRM profile

Knowledge sharing

Events

Rewards

Regular feedback



Tips for Success

LISTEN

Create programs to keep your community active and engaged in 
your business; look to incentivize your advocates through custom 
giveaways, early product offerings, swag, recognition etc. 

Two-way street to sharing insights about your customer experience; 
provide relevant content, share their content to sustain the relationship; 
Remember, sharing goes both ways.

Add value by inspiring, educating or entertaining customers with 
thoughtful moderation, relevant content and online/offline experiences; 
Look for every opportunity to connect advocates with each other

Find and build relationships with key members of the community, 
both internally and externally by nurturing conversations and exploring 
their interests and how they interact with your business

SHARE

BUILD

ENGAGE



Measuring Success



Identify YOUR metrics to measure

Business Goals

Awareness

Thought Leadership

Word of Mouth

Leads

Sales

Advocacy Goals

Social Shares

Comments, inbound links

Shares, Reads, Likes, RTs

Form Fills

Online Purchase

Metrics

Social Reach

Mentions

UGC

Pipeline/Leads

Conversions

TIP Measure what matters. Target, benchmark, optimize.



● Advocate engagement and participation

● Social shares

● User-generated content 

● Reviews (NPS in dash + 3rd party) 

● Feedback (beta testing)

● # of advocates in key local markets and verticals

● Renewal influence

Some metrics we track:



Being a Hootsuite Ambassador is so much fun that it doesn’t feel 
like volunteer work. How can it be when you make new friends, 
locally and around the world? 

Since joining the #HootAmb team, I’ve connected with global Social Media 
experts, learned a lot more about Marketing and Social Media, and being 
recognized by local marketers. Agencies now approach me wanting to know 
about Hootsuite.

Bianca Smith
@biancajsmith
Seattle, United States

Hootsuite Ambassador
since March 2014



Advocacy is more than reach.
Retention, recruitment, brand, and beyond.

Success and results come from:

Goals & Plan Adoption & Education User Experience

Recap 

✓ Get consensus from your team and 
ensure you have the proper resources 
and budget to support your initiatives

✓ Give advocates specific ways to share 
experiences that validate your message

✓ Amplify and reward activity from your 
ambassadors, and give them additional 
value

✓ Define the metrics that will help you 
measure, and prove the value of your 
program over time
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A couple more things…..

• Don’t forget the CMX Summit in LA Sept 19 & 20. Learn more at 
http://cmxhub.com/summit

• Want to join the Hootsuite Ambassador Program. Check out: 
https://hootsuite.com/community/ambassador-program

• Want a sweet branded community? Check out 
https://VanillaForums.com

http://cmxhub.com/summit
https://hootsuite.com/community/ambassador-program
https://vanillaforums.com

