Project Charter

· Project Overview: 

Project Name: Social Media Initiatives
Project Sponsor: Marketing/Sales Director 

Project Manager: Marketing Manager
Project Purpose:

Social media is emerging as a key factor in the online opportunities available for sales, marketing, and customer service. Matrics needs to develop an official social media strategy to leverage these opportunities and achieve benefits in the following areas:

1. Marketing

· Improving brand image

· Increasing mind share

· Gaining customer insights

2. Sales

· Increasing revenue

· Acquiring customers

· Gaining customer insights

3. Customer Service

· Increasing customer retention

· Increasing customer satisfaction

· Reducing cost of sales

Consumers are rapidly adopting social media, yet adoption of social media by organizations has lagged. Matrics must follow customers, prospects and partners into the social media world. Extended public social media services, such as Facebook, Twitter, and LinkedIn, comprise extensive networks of users who are self- organized into groups and communities. Users also join groups and communities that are organized around attributes such as products, lifestyles, entertainment, institutions, politics, and geographic locations. Customers will interact via social media whether or not Matrics is participating, it can leverage the growth of social media to increase customer engagement, gauge brand perception, and respond directly to customer service issues. Matrics has an opportunity to bring benefits to sales, marketing, and service by engaging customers in conversation in the social media sphere.

· Project Sponsors/Teams:

Include roles, responsibilities and estimated time allocation to the project:
	Project Responsibilities
	Name

	Project Manager 
	Syed Imran Farid

	Project Sponsor
	Marketing/Sales Director

	IT Support
	TBD

	Customer Service Representative
	TBD

	Marketing Representative 
	TBD

	Sales Representative
	TBD

	Team Member 
	TBD

	Team Member
	TBD

	Team Member
	TBD


· Project Scope:

The scope of this project includes and excludes the following items:
In scope:

The scope for the social media project includes:

· Beginning a presence on Twitter, YouTube, Facebook, and LinkedIn.

· Evolving a standard process for maintaining and updating social media sites.

· Evolving an acceptable use policy for employees engaged in social media on behalf of matrics.

· Participating accounts to leverage content across multiple channels.

· Participating a strategy for acquiring fans and followers.

· Performing a maintainable, scalable plan that is concentrated on achieving the specific benefits outlined in the Project Purpose of this document.

· Dealer selection and implementation of social media monitoring tools within our CRM.

 It is understood that the project will unfold in three phases: 

1) One-sided interactions while building a fan/followers base.

2) Increased participation and diversification of social media presence

3) Multi-faceted conversations and CRM integration.

Deliverables Produced:

1) Regular, consistent updates to Facebook page and Twitter account.

· Updating Facebook status, responding to fans, posting photos and starting discussions; responding to fan comments promptly and resolving their issues.

· Posting tweets that include company news, open-ended questions, re-tweets of relevant content, links to our YouTube and Facebook accounts, and links to our blog.

· Monitoring Twitter for mentions of our brand and industry and responding where appropriate

2) Regular conversations and contributions on LinkedIn

· Establish a group for our customers and prospects and instigate discussions.

3) Predictable production of videos

· Posting of product announcement, company news, product news, informative/educational, and entertaining videos to our YouTube channel.

4) Monthly reporting and analysis.

· Report metrics as applicable to specific goals.

· Examples include number of fans/followers, discussions started and participated in, views, re-tweets, links clicked, brand mentions, sentiment of customer discussions, anecdotal evidence of increased customer satisfaction through issue resolution.
· High Level Milestones:

	High Level Milestones
	Estimated Completion Date

	Project Charter approved
	September 2016

	Initial Work Breakdown Structure approved
	September 2016

	Team kickoff meeting
	October 2016

	Iterative Social Network process 

· Team meetings to document methodology and data to be cleansed

· Programs developed

· Programs run

Campus cleaning
	October 2016

	Final report submitted
	November 2016

	Project Closed Out
	December 2016
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