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DIALOGUE AND UNIQUE 
UPDATES 

- The use of social media in managing marketing and 
communication

Case: University of Helsinki
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In charge of websites and owns the development projects. 
Services for content providers: e.g. recommendations, guides, 

user statistics, usability services, education and networks. 
Consulting services in a use of the social media in communication 

and marketing.

Facts:
Internet: nearly 1.5 million visitors per month 
Intranet: one in two uses weekly 
UH ranked 6rd in Europe in Webometrics (July 2010)
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Digital Communications at UH
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1. eInfra action plan 2010 
• Describes the challenges, needed investments and 

priorities of the electric infrastructure, information 
technology and libraries. 

2. Common recommendations of Finnish universities 
2010

• Social media in communication and marketing
• Data security of the social media

3. Practical guidelines
• Best practices for the services and the terms of use
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Social media guidelines
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eInfra 2009
- UH’s strategic action plan

• ” The University of Helsinki must manage its 
own visibility better than before in the networks 
and especially in the social media. It can serve 
as efficient tools in communications and 
reputation management. This requires active 
participation and commenting. It is worthwhile 
for the university to change from a successor 
of the social media into an active actor.” 
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FROM BROADCASTING TO THE 
CONVERSATION

”We live in a networked society, 
where they, the people formerly
known as audience, are now the 

media.”
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1. Digital communality and customer dialogue can be 
a key success factor. Take part in the communities 
where you meet your clients, audiences and 
stakeholders.

2. It is easy for universities engage in dialogue, act 
transparently and interactively, and produce 
interesting and unique content. 

3. Segmentation opportunities, cost-efficiency, 
measurability and the users’ participation in the 
content production and dissemination.
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Why should universities take the 
social media seriously?
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Reaching new audiences – international students, 
professional networks etc.

Source for journalists. In scientific communications, be 
aware of  a danger of research results being leaked 
prematurely. 

In a crisis situation to direct people to sources of up-to-date 
information and to correct rumours and faulty information.

Not the official customer service channels but a support 
channels, for example in student, search, information and 
counselling  services.

Utilise in acquisition of  feedback, charting of customer 
satisfaction, development of services and service design. 
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Use cases: always a goal-
orientated activity
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http://www.helsinki.fi/blogit/

www.helsinki.fi/alumni

Own social media
Blogs –

http://www.helsinki.fi/blogit/

Wiki
AlumniCampus –

www.helsinki.fi/alumni

Video service
Internet
Intranet

Own and used applications and 
functions
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www.facebook.com/helsinginyliopisto

www.youtube.com/Universityofhelsinki

Used social media
Facebook –

www.facebook.com/helsinginyliopisto

YouTube –
www.youtube.com/Universityofhelsinki

Twitter – twitter.com/HelsinkiUni

Wikipedia
Yammer
LinkedIn
Second Life
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Knowledge and education 
the world's best 
(Service Promise)

Goals:
• Promotes content: it 
effects, interests and offers 
experiences.
• High-quality usability.
• Courageous and 
internationally distinguished
brand.
• Open Access
• Networking and digital
communities.  
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3 000 likers
64% female - 37 % 24-34 yrs
4th important traffic source
100 000 continues to UH’s

webpages
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FACTS
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First Education Channel in Finland
Promotes science and studying and UH’s own video service
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Blogs
> 100 one- or multi-

user blogs
Change

communication
Science blogs
Student blogs
Recruitment
Great search

engine visibility
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Stay away without resources. 
Do you have social media manager or social media editor?
Which staff groups can establish organisational communities in 

the name of the employer?
Staff represents employer also in social media. 

Social media identities:
1. A community identity, organisation- or function-specific, guarantees the 

reliability of a source.

2. As a private person in the professional expert role, a debater or a 
commentator. 
In the university’s own web services the use of personal names is 
recommended. 

3. As a completely private person.
A clear distinction between commenting as a private person and the official 
work position must be made.
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Social media as a work task
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Listening:
Quiet signals and upcoming topics of discussion
Possible threats, rumours and reputation risks
Following opinion-leaders and commentaries
Benchmarking
Recognition of the channels that engage in discussion about the university

Indicators:
Volume (members, number of references, products or services)
Volume and quality of interaction (produced and shared content, 

comments and their content and tone)
Increased visibility (search ranking and linking or referencing)
Increased traffic in university webservices
Impact (influencing opinions and activating actions)
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Evaluation: Listening and 
measurement
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Viestintä on verkosto, 
jossa yhteisö luo merkityksiä.

Laita sisältö liikkeelle ja luo yhteyksiä.

Osallistu HY:n verkkopalveluiden kehittämiseen 
blogs.helsinki.fi/ystava-2010/
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