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ABANDONMENT RATE 
In ecommerce, this term means the 
percentage of customer who abandon 
their virtual shopping. 

Ads Manager is a Facebook tool for 
creating, running and analyzing social 
ads. It can manage your ad campaigns 
on Facebook and Instagram.

ADS MANAGER

ALGORITHM
An algorithm is a set of rules used to 
solve a calculation or a problem. In social 
media it is, a set of rules a social network 
uses to decide which posts come first in 
your feed. These often change.

A

ANALYTICS
Analytics refers to a way you interpret 
and find patterns in social media data. 
Following metrics on your social media 
performance and using that data to 
improve your strategy. 

AUDIENCE
The  people you’re able to reach with 
your content. This includes all of your 
followers plus anyone who sees or 
interacts with your posts. 

BUSINESS-TO-BUSINESS (B2B)
B2B businesses like software or heavy 
equipment sell their products or 
services to other businesses. In social 
media marketing they offer their 
audience valuable information, often 
establishing themselves as the “go to 
authority”.

BUSINESS TO CONSUMER (B2C)
B2C business sell directly to consumers. 
In social media marketing, B2C 
companies like clothing brands and 
cosmetics often focus on creating a 
community around their ..

BIO
Your social media bio tells your 
audience who you are, not necessarily 
your resume. Add #hashtag and share 
links to your website or other 
accounts. On Facebook, Instagram, 
and Twitter, it’s simply called a bio, 
while on LinkedIn it’s called a 
summary. 

BOOSTED POST
A boosted post in Facebook, is regular 
post that you pay to increase its reach. 
Also known as promoted posts, 
boosted posts differ from Facebook 
ads in that they start out as organic 
posts and then get additional paid 
reach based on your budget. You can 
target a specific audience and set 
boost duration and budget.

BRAND AWARENESS
Brand awareness means exactly 
what you think - how well do 
consumers know and recognize 
your brand. It is one of the main 
goals of social media marketing. 
Brand awareness can be measured 
through impressions or reach, or 
more accurately through ad recall 
lift (an estimation of how many 
users would remember your brand 
after seeing the ad).
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CHAT
Often confused with Instant Messaging, 
chat usually occurs in a chat room, a 
digital forum where multiple people 
connect with others for the purpose of 
discussing a shared interest and sending 
text and images to everyone at once. If 
this sounds very ‘90s, you are right!  
There are still applications and platforms 
that enable people to chat in rooms.

A chatbot is a program that can 
automate customer interactions for a 
company. They can provide customer 
service, answer questions, and even set 
up appointments automatically. 

CHATBOT

CLICKTHROUGH RATE (CTR)
Clickthrough rate is the % of people that 
see your post and click on it. What 
counts as a click and what counts as 
‘seeing your post’ vary by social network. 

COLLECTIVE INTELLIGENCE
Think crowdsourcing ideas Collective 
intelligence refers to the capability of a 
group to collaborate in order to achieve 
goals and develop ideas that an 
individual, would not be able to .

COMPETITIVE BENCHMARKING
Comparing your organization’s 
performance to a competitors 
company’s against a set of metrics.

COMPETITOR SENTIMENT
Monitoring how users feel about your 
competitors through social media 
monitoring. Whether positive or 
negative, this intel can provide 
important context to make be able to 
take strategic business decisions to stay 
ahead of the competition.

COMPLIANCE
Adherence to rules, regulations, or laws. 
Social media compliance is particularly 
relevant to organizations in regulated 
industries such as pharmaceuticals and 
alcohol. These businesses face rules 
governing what they can (and must) be 
communicated to the public, and 
numerous regulatory agencies have 
confirmed that these rules extend to 
social media.

CONTENT CURATION
Collecting the best, most relevant 
content for a designated audience 
and then presenting it to them in a 
meaningful context. This is not new 
original content, it is information that 
already exists. Curating creates value 
for your audience by saving them 
time and effort. Organizing relevant 
content helps to build credibility and 
expertise

CONTENT MARKETING
Through the creation and distribution 
of valuable and useful content, 
attract and retain customers and 
create loyalty. Original content 
includes blogs, videos, white papers, 
guides, and infographics. 

CONVERSION RATE (CVR)
Conversion rate is the percentage of 
users who see your post or ad who 
then take a specified action. That 
action is called a conversion. If your 
social media marketing goal is to 
increase conversions, your CVR is an 
important metric for analyzing how 
effective your post or ad is. 
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Leveraging a large group of people to 
generate ideas, services, or content via a 
social network. It lets followers feel 
involved and engaged with your brand’s 
activity while generating ideas or 
content for your brand. 

CROWDSOURCING

DEFLECTION RATE
Comparing your organization’s 
performance to a competitors 
company’s against a defined set of 
metrics.

DIRECT MESSAGE (DM)
A direct message on social media is a 
private message sent directly to a user’s 
inbox. DMs exist in contrast to public 
forms of interaction on social media like 
commenting on an image or posting on 
a user’s timeline.

EMPLOYEE ADVOCACY
Employees from your company who 
support and promote your brand on 
social media. Including sharing branded 
content, amplifying your company’s 
brand message. 

EMPLOYEE AMPLIFICATION
When an employee re-shares a 
company’s social post. Organized and 
coordinated amplification programs 
leverage employee advocates at scale to 
greatly increase the social reach.

EMPOWERMENT MODEL
An organizational approach to social 
media that emphasizes participation 
and initiative from all departments, 
teams, and employees.

ENDORSEMENT
An endorsement on LinkedIn is 
recognition from your peers that you 
posses certain skills and.

ENGAGEMENT
This is any action taken by a social 
media user on your page/profile. 

ENGAGEMENT RATE
A social media metric that tells you 
how your audience is interacting with 
a. This is, the number of people who 
engaged with your post / the number 
of people who saw your post x 100%. 
Engagement rate is difficult to 
compare across social networks, as 
what counts as an “engagement” and 
what counts as “seeing your post” is 
different on each network. 

Metrics include:
○ Likes

○ Comments
○ Reactions
○ Shares
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CROSS-CHANNEL
In social media marketing, each 
network; Twitter, Instagram, LinkedIn, 
are also known as marketing channels. 
A piece of content can go cross-
channels. A cross-channel social 
strategy aligns your business 
objectives across all the social 
networks.

CRISIS MANAGEMENT
How you handle events or interactions 
in a time of crisis. Inappropriate posts 
by someone at your company or a 
social media boycott against your 
brand may qualify as social media 
crises, while a couple of angry 
comments from customers would not. 



Content on social media platforms that 
disappear after a set period of time. This 
type of content is seen most frequently 
on Facebook, Instagram and Snapchat. 

EPHEMERAL CONTENT

FANS
People or other pages who like your 
Facebook page

FAVORITE
★ Indicates a favorited Tweet on Twitter

FOLLOWER
A user on social media who has 
subscribed to see your posts in their 
feed. Both personal and business 
accounts can have followers. Your 
number of followers, or follower 
count, is a key metric for seeing how 
your audience on social media is 
growing or shrinking over time.

GEOTARGETING
The practice of delivering content 
to a user based on his or her 
geographic location. In social 
media, geotargeting allows you to 
adjusting your ad content based on 
the location of a user. 

Content that ages well and maintains its 
value over time. Evergreen content is 
ideal for recycling and repurposing on 
social media since it does not lose 
relevance based on the date it’s posted. 

EVERGREEN CONTENT

FEED
A feed on social media is a generic term 
for the stream of content you see from 
other users. On most social networks, 
the feed functions as a homepage and is 
the most common way to see people’s 
posts and engage with them.

FREQUENCY
Facebook/Instagram advertising term 
that refers to how many times your ad 
was shown to the average user in your 
target audience. It’s calculated by 
dividing total ad impressions by total ad 
reach
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HANDLE 
A user’s account name on Twitter or 
other social media platforms, too. Each 
handle is unique and can be used to 
find or mention other users on a 
platform.  A user’s handle is the ‘@’ 
symbol, followed by their account name.

Messaging, video chat, and VOIP 
features that allows you to chat with up 
to 10 people. Offered across a number of 
apps and platforms.

HANGOUT

IMPRESSION
the number of times your posts 
have been seen by users on social 
media. For example, if five people 
have seen your post on Facebook, 
that means you have five 
impressions for that post. 

INFLUENCER MARKETING
An influencer is hired to collaborate 
with a business. This is typically a 
paid engagement although an 
exchange of goods can also be part 
of the deal, they in turn promote a 
product, service, or campaign. 

KEY PERFORMANCE INDICATOR 
(KPI)
This is a metric that measures the 
success of a campaign. KPIs for a 
social media marketing campaign 
might include brand mentions, 
replies and retweets, or click-
throughs to your website from 
individual posts.

A header image, or cover photo, is the 
visual you place at the top of your social 
media profiles. This image is much 
larger than your profile picture/avatar 
and can be used to introduce you or 
your brand to your profile visitors. 

HEADER IMAGE

INFLUENCER
An individual with a specific 
audience (this can be a small 
engaged audience or a large one) 
who can drive awareness about a 
trend, topic, company, or product. 

INSTANT MESSAGING
IM is a form real time, direct text based 
communication between two people or 
a group.

# or number sign, on social media refers 
to any word or phrase that is following 
the ‘#’, or hashtag, symbol. Hashtags are 
used on social media as a way to find 
content about a specific topic, or as a 
way to make a user’s content more 
discoverable to other users. 

HASHTAG
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LIVE STORIES (SNAPCHAT)
Compiled stories of user-submitted 
Snaps from various locations and 
events. Live stories are 
administered by Snapchat, and 
appear for about 24 hours. 

Live video content in real time on the 
internet. Online streaming media 
simultaneously recorded and broadcast 
in real time. 

LIVE STREAMING

MENTION
A mention is when a brand or person is 
referenced, or "mentioned" on the web. 
While often referring exclusively to 
social media, mentions can also 
describe anytime an online publication 
or blog uses a brand name.

NATIVE ADVERTISING
Native advertising on social media is 
the method of showing paid content 
to users in a way that looks organic. 
Promoted Facebook posts and 
promoted tweets are good examples 
of native ads, as they appear similar 
to standard posts in users’ feeds 
while having their reach extended 
with like an ad. 

NEWS FEED
A feed full of news and updates, on 
Facebook it is on the homepage of 
a users account.

Memes on social media are funny pieces 
of text, videos, or images that go viral 
and let users get in on the joke by 
creating their own variations and 
sharing them.

METRIC
Data that measures the performance of 
your posts, ads, or overall account. Social 
media managers use metrics to see 
which content or strategies are working 
and which aren’t. Metrics may include 
impressions, reach, followers, 
engagement rate, link clicks, and more.

MEME

MICROBLOGGING
Publishing smaller, more frequent 
quantities of content to platforms such 
as Twitter or Tumblr instead of a longer 
blog often hosted on a custom website.

NEWSJACKING
Newsjacking is used to inject your 
brand into the day's news with your 
social media content. Social media 
managers often engage in 
newsjacking to seem timely and 
relevant while gaining exposure by 
tying their content to key hashtags 
and conversations around the 
latest news. 
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OBJECTIVES
Are the results that want to carry out 
successfully accomplish through your 
ad campaign. These objectives should 
all be tied into business goals. 

The number of unique users who view 
your content without paid promotion. 
People find social content organically 
through their own news feeds.

ORGANIC REACH

REACH
Reach is a metric that determines 
the maximum potential audience 
for any given message. It is not a 
guarantee that the entire audience 
will see your social media post.

Reach is determined by a fairly 
complex calculation that includes 
number of followers, shares and 
impressions, as well as net follower 
increase over time.

RECOMMENDATION
Just like in real life, on LinkedIn it is 
a professional recommendation 
from another LinkedIn user that is 
published on an individual’s profile

POST
A social media status update, or an item 
on a blog or forum.

Is the same as a Social Media Channel, 
LinkedIn (LI), Facebook (FB), Instagram 
(IG), YouTube or Snapchat. often used to 
mean the same thing as “social 
network” or “social channel”. However, a 
social platform is technically the 
software behind a social network.

PLATFORM

an ad model where you pay each time a 
user clicks on your ad. This is typically 
associated with a traffic objective, as it 
makes the most sense for advertisers to 
pay based on clicks when their primary 
goal is to increase visits to a website or 
landing page.

PAY PER CLICK (PPC)

PUBLISHING APPROVAL 
PROCESS
A procedure to ensure that outbound 
social media messages adhere to the 
law, are error-free, on-time, and on-
brand. Many organizations protect their 
social media accounts by managing 
them through a social relationship 
platform (SRP), which provide a safe 
environment for teams to collaborate on 
content before publishing.

A reply on Twitter allows users to 
respond to a tweet that begins with 
the other user’s handle @mariabotta

REPLY

An engagement metric that 
demonstrates how much you are 
interacting with your social audience. 
To calculate, take the number of 
mentions that you have replied to in 
a given time period and divide it by 
the total number of mentions you 
have received (excluding retweets).

RESPONSE RATE
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RESPONSE VOLUME
This refers to the number of outbound 
messages that a specific social media 
account delivers in response to 
customer service issues within a given 
time period.

Exactly what it  sounds like – the 
measure of the efficiency of a social 
media marketing campaign against 
your objectives. 

RETURN ON INVESTMENT (ROI)

SHAREABLE CONTENT
Content that’s likely to get shared by 
users on their social media networks. 
Content that  is shareable includes 
useful information and, 
entertainment. Content that evokes 
strong emotions and reactions is also 
more likely to be shared.

SOCIAL CUSTOMER SERVICE
Customer service via social media, 
may include answering customer 
inquiries, handling complaints, and 
offering support. 

SHARE OF VOICE
How many social media mentions a 
person or brand is receiving in 
relation to a set group or competition. 
Measured as a percentage of total 
mentions within an industry or 
among a defined group.

The number of times a user’s content 
has been re-posted on social media. 

SHARE

How much can an organization or 
individual effectively use social media 
and grow consistently  across 
multiple departments and 
geographies.

SCALE

SENTIMENT ANALYSIS
An analysis of the attitude or 
sentiment towards a piece of content. 
On social media, sentiment analysis 
tools can be used to automatically 
detect whether customer feedback is 
positive, negative, or neutral.

track conversations around key 
topics, terms, brands and more, often 
with a specialized software tool. 
Social listening software gathers 
mentions, comments, hashtags, and 
relevant posts from across social 
media to provide insights on what 
users are talking about and how. 
Brands often use these insights to 
tap into key trends and see what 
people are saying about them and 
their competitors. 

SOCIAL LISTENING
A little trickier to measure than 
straight ROI, this is the value gained by 
developing a relationship. 
Measurement includes analyzing 
connection growth, but also 
understanding the impact the 
relationship has on your brand and 
reputation. This includes sentiment 
analysis, as well as engagement 
metrics for your content, like organic 
sharing rates

RETURN ON RELATIONSHIP (ROR)

On Twitter resharing is an easy way to 
share someone else’s tweet to your 
followers.

RETWEET
SOCIAL COMMERCE
Where the buying process is assisted 
by social network in the context of                   
e-commerce transactions.
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SOCIAL MEDIA MONITORING
Social media monitoring, is a technique 
to monitor mentions and following 
what your audience is saying.

A measurement of how much revenue 
your activities on social media are 
generating for your company versus 
how much you are spending on them. 
Because many brands’ social media 
objectives are more about generating 
brand awareness than leads or sales, 
social media ROI is notoriously difficult 
to estimate

SOCIAL MEDIA ROI

TARGETING
An advertising term that refers to 
how you select the potential 
audience for your ads. Targeting 
options are one of the most 
important aspects of creating 
effective ads on social media.

TERMS OF SERVICE
The rules set forth by social media 
platforms, including a detailed set 
of terms of service (ToS) that you 
agree to when creating a profile; if 
at any point you violate those 
terms, you can be banned from the 
service or have your account 
deleted. Users should take care to 
understand the agreements they 
sign when joining a social media 
site, including the terms of service 
and privacy policy; these 
documents are legally binding 
contracts.

SPONSORED POSTS
Content that has been paid for by a 
brand or organization. Every social 
media platform has its own form of 
sponsored content; brands can 
leverage sponsored content to get 
visibility with a larger audience that 
might be interested in their messages, 
products, or services.

STORIES
A form of ephemeral content on 
Facebook, Instagram, or Snapchat that 
disappears after 24 hours.

THREAD

Technologies that allow businesses to 
manage social media communications 
of any kind across departments and 
devices. 

SOCIAL RELATIONSHIP PLATFORM

Social phenomenon where people seek 
recommendations and direction from 
their peers on how they should behave. 

SOCIAL PROOF

using social media to make sales by 
interaction with potential customers, 
establishing a relationship that can be 
leverage for sales. This could be done by 
answering prospects’ questions, sharing 
useful content.

SOCIAL SELLING

S T

A string of messages that make up 
a conversation. Threads begin with 
an initial message and then 
continue as a series of replies or 
comments.
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TIMESTAMP
The date and time that a message is 
posted to a social network, usually 
visible near the post’s title or 
corresponding username. 

Traffic is the number of users who visit 
a given website or page. In a social 
media context, increasing traffic is a 
common marketing objective who 
want to drive their audience to a blog, 
landing page, or other URL outside of 
the social network.

TRAFFIC

A statistic that may look like a positive 
indicator of performance but doesn’t 
actually provide you with valuable 
insights. Impressions are a classic 
example as they are often larger than 
reach, but only tell you how many 
times people scrolled past a post in 
their feed without revealing the 
bigger picture of how popular or 
engaging the post was.

VANITY METRIC

Fan-created content promoting a 
brand, it can be videos, images, posts, 
audio, reviews, articles, and more. 
Brands often rely on UGC to get users 
engaged with their social media 
campaigns and build trust and loyalty 
with their followers. 

USER GENERATED CONTENT 
(UGC)

VANITY URL
A web address that is branded for 
marketing purposes. Vanity URLs 
are customized to replace common 
URL shorter formats with 
something more closely related to 
an organization’s branding

VERIFIED

A topic or hashtag that is popular on 
social media at a given moment. 
Trends are highlighted by social 
networks such as Twitter and 
Facebook to encourage discussion 
and engagement among their users. 

TRENDING TOPIC

Prioritizing, assigning, and responding 
to inbound social media messages. 

TRIAGE

T U V

An account whose owner has proven 
their identity with the social media 
platform provider. This is usually 
reserved for brands, journalists, and 
other public figures as a way of 
preventing fraud and protecting the 
integrity of the person or 
organization behind the account.



VIRAL
This refers to the number of outbound 
messages that a specific social media 
account delivers in response to 
customer service issues within a given 
time period.

A video blog: a record of your thoughts, 
opinions, or experiences that you film 
and publish on the internet. Same as a 
written Blog, but in video.

VLOGGING

A virtual online course, seminar or 
presentation of video and audio, 
usually hosted by a company, 
attendees are required to pre-register.
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Want to learn more about 
Digital Marketing and 

Social Media Marketing?

Let’s connect!

www.mariabotta.comW
LinkedIn

https://www.linkedin.com/in/mariabotta/

