
Pandemic-induced lockdowns 

meant consumers quickly switched 

to online shopping for pretty much 

everything, including the basics. 

(We all remember the toilet 

paper shortages.)

Ecommerce sales grew more in 

the first quarter of 2020 than they 

had in the last 10 years combined1. 

With closures and restrictions, 

social storefronts suddenly became 

a necessity for businesses, rather 

than a competitive advantage. 

Since online consumer spending 

hasn’t dropped since the beginning 

of the pandemic2, social storefronts 

are now part of the new normal.

Today, social media plays a major 

role in every stage of the purchase 

journey and it will continue to 

be the best place to engage with, 

sell to, and service customers 

online. For businesses, that means 

social commerce should be given 

as much thought and care as the 

in-person experience.

If you’re feeling behind, we can 

help catch you up. First, be sure to 

read the social commerce section 

of our Social Trends 2022 report. 

It explains why you should take your 

social storefront very seriously, 

make the online purchasing process 

roadblock-free, and invest in AI 

tools to help you manage your 

growing online store. Then, settle 

in right here to learn how.

Make Social the Heart 
of Your Online Shopping 
Experience 

1. McKinsey. The quickening. 2021.
2. eMarketer. How will the pandemic affect US ecommerce sales in 2021? 2021.
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Set up shop on social 

What happens when the best of ecommerce meets 

social media? Shopping experiences customers 

actually enjoy. 

Social commerce is all about selling products directly 

through social platforms (but can also include 

everything from product discovery and research all the 

way through to purchase). It’s most commonly done 

through Instagram, Facebook, and Pinterest (though 

Snapchat and TikTok are both working on new 

commerce functionality too). 

That’s because it works: 35% of US internet users agree 

social networks are important information sources for 

shopping decisions—that’s even higher for millennials 

(58%) and Gen Z (50%)3.

Tips to help you get the most out of social commerce: 

 Make your products easy to discover by setting up 

your shop, uploading your product catalogue, and 

regularly tagging products in your posts 

 Invest in quality product photography, hire a writer 

to craft compelling product descriptions, and put 

thought into how you organize your social shop

 Treat your social shop as a separate but equally 

important experience to the one you create in your 

physical locations 

 Consistently tag your products in your content and 

create collections of products—which let you curate 

products into themes like “New Arrivals,” “Most 

Popular,” or even “Gift Guides”—in your shop for your 

chance to be featured on Instagram Shop4

 On Instagram, use Stories highlights to save FAQs in 

an easy-to-find spot, right on your profile (on other 

platforms, make use of your About section to either 

provide these answers or point visitors to the place 

they’ll find them)

 Take advantage of shopping-related advertising 

options to promote your products to new potential 

customers and get repeat buyers

Pro tip: Make sure ads for specific products 

open to that product on your site

 On Pinterest, fill out your merchant details and 

consider applying for the Verified Merchant 

Program to increase your credibility 

 Experiment with creating live video shopping 

experiences to introduce consumers to new 

products, show off how they work, and generate 

excitement around them (in China, where this 

tactic is most popular, live online shopping is 

a $60 billion USD ecosystem5)

Pro tip: To get more out of your live video 

efforts, be sure to promote your stream in 

advance (use Hootsuite to schedule posts) and 

consider repurposing clips of the video afterwards 

as well—learn more about using Instagram Live 

to create shopping experiences in this blog post.

 If your web shopping experience is powered 

by Shopify, WooCommerce, Magento, or 

BigCommerce, get the appropriate Shopview app 

for Hootsuite to view products in your streams, 

share them to your networks, filter products by 

collection and keyword, and more.

3. eMarketer. Social media holds more sway over millennials than Gen Z. 2021.
4. Instagram. Introducing: Instagram Shop and Facebook Pay. 2020.
5. Bloomberg. The World’s Livestream Queen Can Sell Anything. 2020.
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Follow these steps to take advantage: 

1. First of all, set up your Google My Business account 

and claim your business. This blog walks you 

through it, step-by-step. 

2. Fill out your entire profile—the more complete, 

the better. 

3. Communicate updates by posting to your Google 

My Business profile. Choose from several post type 

options: What’s new, events, offers, and products. 

Learn more about how to post in this blog post.

Boost customer confidence with reviews

4. Take advantage of Google’s free printable 

resources to add some signage encouraging 

reviews to your physical locations.

5. Get a custom short URL for your account that 

makes asking for reviews even easier. Be sure to 

share it after positive customer interactions. 

(For instance, if you help someone with a 

question via Instagram DMs.) 

6. Regularly respond to reviews. Consumers find 

businesses that respond to reviews 1.7x more 

trustworthy than those that don’t8. 

7. Use Hootsuite to manage your account. 

Get the Google My Business app to easily 

promote company updates, monitor reviews, 

and respond—all alongside your other social 

channels. See it in action in this quick video. 

Available for all plans. 

Pro tip: Just because you get a review on 

Google My Business doesn’t mean you can’t 

use it elsewhere. Use simple design tools like 

Canva to turn your best reviews into visually-

appealing graphics that you can share on 

Instagram, Facebook, and other social channels.

People trust people, finding reviews from other users 

or customers of a product or service more trustworthy 

than any other source, including info from the company, 

TV ads, and more6.

That social proof was important for your brick and 

mortar business and it’s the same for the online versions. 

You’ve likely seen this on websites, but you can use it 

in your social strategy as well. 

If Facebook is part of your strategy, then Facebook Page 

ratings and reviews are a great place to start. Make sure 

you’ve got recommendations turned on in your page 

settings and then encourage folks to leave reviews about 

your organization. 

But Facebook isn’t the only place where reviews help. 

A Google My Business account lets you show up in 

search results when people look for you online. But it 

does more than just make you discoverable: It’s a great 

way to keep customers informed about important 

details (like hours, closures, pandemic-restrictions, etc.) 

and it builds your brand’s credibility. 

In fact, customers are 2.7x more likely to consider a 

business reputable if they find a complete Business 

Profile on Google Search and Maps. But that’s not all. 

They’re also 70% more likely to visit and 50% more 

likely to consider purchasing7. 

6. Ipsos. How should brands protect their truth? 2020.
7. Google My Business Help. Complete your Business Profile on Google.
8. Google for Small Business. How to reply to both positive and negative reviews.
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Use bots to create an excellent 
customer experience
Getting into social commerce means accepting there’ll be 

a point when you likely won’t be able to keep up with your 

message volume. Or that you might struggle with sending 

timely responses. After all, social media never sleeps, so 

your customers can shop anytime—not just during 

business hours. But that’s okay, there’s a solution for that. 

Bots are here to save us.

Conversational messaging AI, like the tech that powers 

Heyday by Hootsuite, lets you provide timely responses 

to your customers without losing that “human touch.” 

Let the bots handle the most time-consuming, repetitive 

FAQs so your human customer service team can focus 

on providing more complex, quality care to those who 

need it. 

Heyday can save both agents and customers time. It allows 

you to manage all customer conversations in one place; 

webchat, WhatsApp, Facebook Messenger, you name it—

with over 30 integrations for the most popular platforms, 

Heyday has it all. The bots can take on simpler customer 

service transactions, end-to-end and seamlessly transfer 

customers who need more help over to your human team. 

That means instant and always-on replies, which are 

especially helpful for simple and repetitive queries, like 

order tracking. 

But the bots do a lot more than simply respond to 

problems. Customers can also use Heyday chat as a 

search bar to find exactly what they’re looking for—like 

a personal shopper with a futuristic touch. Cosmetics 

brand Make Up For Ever gets a 30% conversion rate on 

these personalized product recommendations9. 

You could too. 

It’s a whole new approach to customer service for 

your business, so be sure to develop a strategy around 

how you’ll implement it and what it’ll do. 

We recommend starting small by using chat AI to 

solve one specific problem and then scaling up for a 

more holistic experience. 

Bonus: Check out this guide to getting started with 

conversational AI for more information. 

9. Heyday. Guide customers from homepage to checkout. 2021.

Ready to put social at the heart of your customer experience? Request a 

demo and make them wonder how you did it.
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