
OUR GUIDE  
TO USING SOCIAL 
MEDIA TO WIN 
HEARTS AND MINDS



Social media platforms develop 
and change all the time.

Public service leaders are developing 
a rich understanding of this new 
landscape. 

From a communications perspective, 
powerful and accessible new 
channels bring fantastic opportunities 
– and understanding how they work 
makes a huge difference in using 
them effectively.

This guide focuses on principles 
relevant to any social media channel 
and insights from some of the 
campaigns we have created.

We hope it will help you to use any – 
or all – of them to deliver real change.



BUILD YOUR 
CAMPAIGN 
AROUND THE 
CALL TO ACTION

Don’t overthink it.  
 
The amount of time to see, process 
and respond to social media 
messages is fractions of a second, 
so the message must be short and 
simple. If the click-through rate is 
too low, it damages your reputation 
with the platform algorithm - which 
can kill your campaigns.

So, start with tight selection criteria, 
key words or location and go for 
taglines which will resonate most 
strongly and focus on the call to 
action (CTA).

Persuading young people to have 
Covid vaccinations has been one 
of the toughest communication 
challenge in recent years. We used 
ads and videos for share with clear 
calls to action, with measurable results.
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START WITH THE 
END IN MIND
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Clear objectives always underpin  
effective campaigns. 

Thinking through what you are trying to achieve will 
help you focus messaging and define how you measure 
success.

It can be tempting to aim for multiple objectives within 
a single campaign – “build our profile”; “get across our 
messages”; “generate enquiries” etc.
The nature of social media makes it difficult to do this 
within a single post, ad or share. Making tough decisions 
on priorities at the outset will pay dividends in rates of 
engagement and response.

Above all, objectives must be linked to the metrics you 
plan to use to measure success, and the simpler and more 
direct the better the results are likely to be.

For the Science 
Council, our recruitment 
campaign met 
challenging targets 
for new member 
recruitment, with 
success in recruiting 
more young people 
– especially young 
women - looking 
to start careers in 
Science, Technology, 
Engineering and Maths 
(STEM) industries.



TEST, TEST, TEST

Like Comment Share

Keeping Well in South East London
Sponsored

Free, confidential wellbeing and psychological  
support at your fingertips.

WWW.KEEPINGWELLSEL.NHS.UK 
In these times we promise  
to listen to YOU LEARN MORE

We’re here  
for you

Like Comment Share

Keeping Well in South East London
Sponsored

We provide wellbeing and psychological support to 
all health and social care staff in South East London.

WWW.KEEPINGWELLSEL.NHS.UK 
In these times we’re here for you LEARN MORE

Prioritise your 
wellbeing

Like Comment Share

Feeling 
overwhelmed?

Keeping Well in South East London
Sponsored

It’s been a hard 18 months. It’s no surprise we feel  
overwhelmed and worried.

WWW.KEEPINGWELLSEL.NHS.UK 
In these times we promise  
to listen to YOU LEARN MORE

Call: 0207 017 2011    Email: hello@vervecommunications.co.uk    www.vervecommunications.co.uk

It is easy to make assumptions about drivers for 
actions and behaviours, and always a good idea 
to begin with detailed questions to understand 
perceptions and motivations. 

To test thinking, views from representative groups and 
intermediaries are helpful. Wherever possible, however, 
talk directly with those you hope to reach – and have 
an honest conversation about beliefs, hopes, fears in the 
context of what you are trying to achieve.

Above all, there is no substitute for testing different 
messages, images, creative, formats and different 
selection segments. And testing means tracking individual 
permutations and combinations to outcome (sign-up, 
uptake of services etc.).

This is not an exact science, but essential to develop your 
campaign. The difference in response rates via social 
media can vary widely based on small changes – and 
seeing what works will always be better than trying to 
rationalise in advance.

Launching the Keeping 
Well service in south 
London, we used 9 
images and 2 videos 
to test a range of 
combinations of locality 
vs artwork vs message. 
Above all, there is no 
substitute for testing 
different messages, 
images, creative, 
formats and different 
selection segments.



BUILD A  
CAMPAIGN  
PLATFORM 
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Nothing kills response like an engaging and rich 
social media experience with a click-through to  
a traditional, clunky website with a different tone  
of voice, or the generic homepage of an 
organisation website.

It is essential that the route from social media to online 
interaction is as seamless as possible. This means a campaign 
microsite or platform plays a central role – more important 
than generating interest and traffic is getting to the next 
stage and delivering the call to action in an effective and 
consistent way.

With WordPress it is now cost-effective to build a bespoke 
landing page with URL and design which reflect your 
campaign style and call to action, and technically 
straightforward to connect this so you can segue responses 
appropriately into a long-term relationship via the full range of 
corporate channels (social media groups, email lists etc.). This 
means a campaign microsite or platform plays a central role.

Traditional methods 
of recruiting staff 
are becoming less 
successful for the 
NHS. For one trust, we 
developed Be More, 
a single platform as 
the home page for a 
campaign to recruit 
experienced clinical 
staff, route enquiries to 
specific opportunities, 
or to enable local 
people to upload CVs 
which meant they did 
not have to apply for a 
specific job. 



Opening a dialogue through social media should 
be seen as an investment in building relationships 
– a strategic not a tactical exercise. 

So, aim to encourage further engagement through offering 
a richer experience. This means providing responses which 
are tailored for individuals, such as sign-ups for newsletters 
or seeking permission to go back to people who respond 
with future surveys or customer insight events.

Data capture is at the heart of doing this well – make it 
friendly and easy to complete but include simple questions 
which enable you to send more relevant information or 
route people based on their interests to differentiated 
responses.

For the North London 
residents’ panel, our 
recruitment campaign 
asked people to sign 
up to be part of the 
conversation – and 
take part in future 
debates around public 
services in their area.

LOVE YOUR  
CONNECTIONS
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Like Comment Share

North London Partners
Sponsored

Do you live in Barnet, Camden, Enfield, Haringey 
and Islington? Would you like to help the NHS, local 
authorities, community and voluntary groups deliver 
better health and care services?

WWW.CONVERSATION.NORTH 
LONDONPARTNERS.ORG.UK
Join the Residents’ Health  
Panel today

SIGN UP

Join the conversation

Like Comment Share

North London Partners
Sponsored

Do you live in Barnet, Camden, Enfield, Haringey 
and Islington? Would you like to help the NHS, local 
authorities, community and voluntary groups deliver 
better health and care services?

WWW.CONVERSATION.NORTH 
LONDONPARTNERS.ORG.UK
Join the Residents’ Health  
Panel today

SIGN UP

Be heard

Like Comment Share

North London Partners
Sponsored

Do you live in Barnet, Camden, Enfield, Haringey 
and Islington? Would you like to help the NHS, local 
authorities, community and voluntary groups deliver 
better health and care services?

WWW.CONVERSATION.NORTH 
LONDONPARTNERS.ORG.UK
Join the Residents’ Health  
Panel today

SIGN UP

Stay involved



Your organisation changes people’s lives. 
Our diverse team of specialists helps you 
make it happen. Whether you need digital 
development, creative solutions, public 
relations support or staff communication - our 
focus is on providing you with the right mix of 
expertise to achieve your goals.

We love a challenge, and we are always happy 
to talk. Perhaps we can help you?
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