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      Social Media and ITSM 

 

Social Media is the buzz of the moment, but what relevance does it 

have in ITSM and what value can it bring to an IT Service Desk?  

 

The technology that we currently refer to as ‘Social Media’ is the hot topic of the day. 

Facebook, Twitter, LinkedIN, Quora, Foursquare and many others are the go-to 

applications that are used daily by hundreds of millions of people worldwide.    

Social Media (SocMed) may be a misleading or unhelpful name, particularly when trying to 

get an organisation to take it seriously. ‘Social’ and ‘media’ are both terms that generally 

get people in boardrooms squirming uncomfortably – as they both suggest rather soft, 

flimsy and uncontrollable entities that waste time and get in the way of doing business.  

 

In some ways ‘SocMed’ is ‘soft’ and ‘uncontrollable’, as it is a personal and people-

focussed activity that cannot be manipulated and driven in an exactly predictable way – 

certainly not in support of a particular corporate agenda. However, that is no reason to 

ignore or dismiss it and organisations who do so run a high risk of missing out and 
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alienating their customers. No organisation would seriously ignore the telephone, internet 

or e-mail these days as serious and professional means of communication, although all 

suffered similar scepticism and mistrust by businesses when initially introduced. Social 

Media offers new channels of communication and opportunities and, like any new-

fangled thing, it is still getting past the ‘flat-earth/what a load of rubbish/we didn’t have 

Tweets in my day’ doubters and cynics.  

There are also many who may see the value in personal use of these systems but who 

doubt that there is any practical and worthwhile application or benefit from this for IT and 

ITSM. So we need to explain the issues and opportunities clearly. To me there is a great 

opportunity here for IT to take more control of its’ own destiny and improve 

communications, image and integration within its customers. 

 

How does it work? 

Social Media provides an opportunity to communicate a personality – opinion, interests, 

tendencies, choices. My own personal experience is that, on meeting people who I’ve 

previously only ‘met’ via SocMed, my expectation of their persona has been really quite 

accurate. So (unless they are creating a complete sham existence..) somehow the 

exchange of information has worked well in building up a picture of their personality as 

well as their role or exterior image.  

SocMed obviously is good for creating and nurturing environments of like-minded 

people; more than that it allows each individual to express themselves and see that 

expression communicated to relevant people and groups. 

From a company or organisational perspective there is an opportunity here to express 

position, direction, culture, influence – certainly more than just providing information on 

products and services, although this can be useful in terms of reaching target groups. 

Too often we see companies setting up Twitter and Facebook accounts, only to then 

spam out traditional marketing and sales blurb and generally alienate their followers.  

You need to earn your position and following within SocMed and that requires both 

finding a voice and personality and then providing value through that voice – so only 

pushing out sales or marketing messages about 10% of the time, if at all. 

One of the greatest benefits of SocMed is the opportunity to tune into what people are 

saying about you and your organisation – usually far more valuable than customer 
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surveys. We are still bad at complaining directly, but most people will now happily moan 

and gripe about companies and services on Facebook or Twitter – smart companies like 

e.g. L’Oreal and Starbucks have picked up on this are and now using this as a rich source 

of Customer Satisfaction data.  

So overall whilst systems like Facebook and Twitter provide the technological 

environments in which we operate, the value of these systems comes from the content 

and interaction that occurs within them, with a flow of personal and community-based 

communications activities.  

Indeed many people use these communities and quasi-support networks for a whole 

range of activities – including IT Support. 

So where’s the value for ITSM? 

In many ways IT is at a crossroads, facing many new challenges in terms of new 

technologies and also new commercial models that combine to threaten the core of how 

IT people and organisations operate. Current predictions see the IT industry going 

through radical change over the next few years with many people and roles facing 

irrelevance and extinction.  

At the heart of this is the issue of the ‘divide’ between IT (whether internally or externally 

provided) and its customers and users – most of whom generally berate the lack of good 

communications, business understanding and delivery to expectations that they get from 

their IT supplier.   

At a macro level SocMed gives IT the opportunity to engage better with its customers, 

define its voice and pick up on what is being said about it. If IT fails to take up this 

challenge it risks a wider schism with its customers and a greater risk of the 

aforementioned irrelevance and extinction. SocMed will not save an IT department or 

organisation, but it can certainly help and provide a much needed channel of 

communication. Most IT organisations are not doing a bad job – they are just rubbish at 

communicating and demonstrating the fact. 

 

 

At the micro level there are currently 3 main areas where SocMed can add value to an IT 

Support operation: 
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Service Desk 

There are already systems offering Service Desk and incident management applications 

that are integrated with SocMed systems, allowing users to e.g. Tweet incidents and 

receive updates. This is a simple but effective way of increasing the channels open to 

communicate with a service desk, as well as providing a wider variety of ways for the 

Service Desk to communicate back to its customers. 

Customer feedback  

If you don’t know what people are saying about you – how can you fix issues and rectify 

communications and image. Recently it has become clear that there are many people 

willing to Tweet out their dissatisfaction with internal and external services. IT 

departments can be proactive and review this as well as using SocMed as an opportunity 

to build a rapport and ongoing debate with its customers – e.g. by broadcasting out its 

successes, providing information on services, downtime, product tips etc. 

Problem Management 

Many SocMed users are already using this medium to get help (i.e. rather than using their 

own support desks) and e.g. Tweeting out their issues and looking for support. IT 

departments should take note and use SocMed to look to a wider group to get their 

incidents fixed – even e.g. across a wider group of their own people. Problem 

Management processes can limit the visibility of issues and it may be that someone 

outwith the pre-defined support path has a quick and simple answer to a problem. Of 

course IT needs to be better engaged with its customers to make sure that they don’t get 

by-passed. However we may see the development and realisation at last of successful 

long term problem management via this route. 

Issues 

The risks associated with SocMed are similar to any misuse of company brand, or lack or 

personal responsibility and professionalism – People make mistakes and can say and do 

stupid and damaging things. The risks and potential impact can be high given that 

information can be transmitted to millions of people in seconds – and also this is mostly 

kept forever.  

The clear advice is that organisations need to have SocMed policies to make guidelines 

and boundaries clear and to define e.g. what can be said and by whom. Public sector 

organisations have a duty to maintain records of their communications and all companies 
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need to protect their brands and define what is and is not acceptable. Whilst an individual 

may e.g. be willing to say publicly that they have a hangover and/or don’t like their job, it 

does not seem appropriate for this to be publicised with the company name clear to all.  

We are at the growth stage where rules are not clear and many seem to forget that they 

are now operating across both private and public communities. A set of rules and 

boundaries must be defined so that these distinctions are clarified.   

The message here is not to simply ignore SocMed because this might seem difficult. 

Banning it completely from use at work is mostly pointless (apart from some obvious 

highly sensitive environments) as over a third of usage is now carried out via phones.  

Futures 

We still don’t know the full scope and extent to which this technology can be utilised, but 

there are some potential applications of e.g. crowdsourcing and elastic systems that 

could help to build better and faster problem solutions and e.g. develop ways to build 

services bundles based on usage.  

For now however it will be sufficient for IT to use this technology to get closer to its 

customers, to communicate its value and most importantly, to still be part of the 

discussion…  
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