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Session outline

Social media trends across the industry
Social media trends across the Tennessee Valley
COVID-19 utility social media trends

Discussion
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Industry Insights
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The top uses of social media for utilities

communicate about outages,
emergencies, or crisis situations

provide efficiency, safety, storm
preparation, or other tips

deliver general corporate
communications messaging

offer direct customer service or
customer care

drive traffic to the utility website or other
digital platforms

Base: n = 32 utilities. Question S3_2: What are the most © E Source (Social Media Survey 2018)
important uses of social media to your utility? Please rank your

top five uses of social media, where 1 is the most important.

Note: Only the top five uses of social media are presented.
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Instagram Is a growing channel
for utilities
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Social media channel

Base: n = 32 utilities. Question S1_1: Please indicate which of the following social © E Source (Social Media Survey 2018)
media channels your organization currently uses for communicating with the following

audiences. Select all that apply in each column. If you are the decision-maker for more

than one utility, please do your best to answer with all of them in mind.
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Metrics utilities use to measure success
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Base: Varies; utilities were only shown channels they use. Question S5_3: For each social ® E Source (Social Media Survey 2018)
media channel, what metric do you use to measure the success of promoted and organic posts

(for example, engagement rate, click-through rate, or something else)? Note: Answering this

question was optional; only the top two responses for each channel are presented.
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Social media management tools
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Industry and
Tennessee Valley
benchmarks
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