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How can marketers handle the pandemic?

 “Unprecedented and unpredictable”

 No-one has ever experienced something like this before

 No blueprint, past case study or past experience to deal with this 

 The unpredictability made it difficult to plan a marketing strategy

 Things changed easily and constantly

 Some of our challenges:

 Coordinating teams remotely

 Physical library might be off limits at some times/for some users

 Uncertainty about the future and funding
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“Marketing means rolling up 

your sleeves and doing 

something” 

Mark Schaefer (Schaefer 2021)



Communication via 

social media
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Maintain communication

 Communication is key in a time of crisis

 How do you do this when you and your team are stuck at home?

 Move to digital communication: website and social media 

 Everyone was going through the same tough time, so it was important to 

maintain communication with our users

 DLS focussed on 3 main channels of communication:

 the library website (official messages)

 UP intranet (official messages)

 and social media 
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Our first COVID post



9

Our second COVID post
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Background to social media @ the DLS

 Adhere to the UP Social Media Guidelines & Policy of Social Media 

 DLS social media policy and strategy

 A social media strategy should align with a library strategy

 It provides direction so that you know what you want to achieve

 Objective: promoting the library services and resources 

 Our content aims to be interesting, engaging, and useful

 Regular sharing of content (every day!)

 The republishing of content from other sources is allowed BUT 

secondary content does not make up more than 5% of our content 

strategy 
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Changes to the library website
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Social media and the pandemic

 Pandemic turned everything on its head!

 Social media became fundamental during this crisis 

 Our team had to adapt quickly 

 As a marketer and the one responsible for social media marketing, it was 

crucial to be well-informed about the library’s operations, plans and policies

 Fortunately I form part of the DLS Response task team

 Response team meets on a weekly basis and I am provided with information 

to be communicated to UP staff and students
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“Control the controllable. If we 

focus on the things that we 

can control, it will make this 

crisis much more bearable” 

Karin Aviles (Edmond 2020)
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Communicating new procedures
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Promoting our virtual information services
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Promoting our virtual training 
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Promoting our virtual events
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Promoting our online resources
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Communication tips

 Content is king – if you urgently need to communicate something, don’t worry 
about the design

 Prepare a template for critical communication

 Focus on communicating accurate information

 Try to be creative as possible and create our own original designs

 Mix visuals between your posts – static image one day and carousel the next, 
then a short video

 Variety is interesting!

 Brand your designs

 Use themes for posts that convey the same information

 Do not ONLY share Covid-related information

 Invest in the right tools: Hootsuite & Canva



Connection
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“Marketing relies heavily on 

empathy, which in turn relies 

on an understanding of the 

people you’re trying to talk to” 

Megan Pratt (Pratt 2020)
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Create a connection with our staff and students

 Marketing relies heavily on empathy: understand what your users need

 People are also looking for distraction and positivity

 We try to foster a sense of connection

 We strive to be a pillar of support and a source of helpful information

 Our content tries to make life better for our users

 Create a positive experience 

 We adjusted our messaging to be empathic and respectful: we are here 

for you, we appreciate you, we miss you!

 Our social approach is: respond to users’ questions and remarks
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(Schaefer 2021)
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#MondayMotivations
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#ThrowbackThursdays
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We’re in this together



27

Evoke emotion with feel good content
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Bring in humour when you can
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Connection tips

 Focus less on you and more on what your users want

 Let your users know that you understand their challenges, and you’re 

here to help them through this tough time 

 Post “Feel good” content to create positive energy

 Use emojis in your posts to symbolically represent emotions



Collaboration
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“Social media collaboration can 

be successful with the right 

processes in place, tools in 

hand, and defined roles and 

responsibilities.” Kristi Hines 
(Hines 2020)
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Involve your colleagues

 You CAN’T do this on your own! Do you even want to?

 Social media is about being social and it works best to work with others

 Your team should consist of the RIGHT people

 My social media team consists of 4 members and each team members 
has his/her own assigned role:

 Myself

 Jordan Stier (PhD student): creative designer (24 hours a week)

 Lidia Swart (Digitisation Officer): #MondayMotivations

 Nikki Haw (Co-ordinator of the Special Collections Unit): 
#ThrowbackThursdays, puzzles, Special Collections book posts

 Spinoff: collaboration brings about new ideas and new initiatives!
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New initiative: InstaNovels – developing a stronger 

reading culture! 

InstaNovels are complete short stories 

published on the Instagram story feature 

accompanied by modern illustrations - 9 

InstaNovels were published in 2020. 

Ryan Naamdhew is a student, 

Anthea Pretorius is a UP staff 

member
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New initiative: Special Collections online puzzles!

These puzzles were created from pictures within 

Special Collections and provides a fun mental break 

for our students
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Collaboration tips

 Librarians who interact with the users know what they are looking for

 It just makes perfect sense to involve them as much as possible

 Invite them to share content

 Involve everyone who shows interest in social media

 Library staff members

 Students

 Role players on and off campus (Protea bookshop)

 My main content collaborators are 

 Library Technical services team (Acquisitions & Cataloguers)

 Research Commons team (providing postgraduate support)

 Learning Centre team (providing undergraduate support)



2. Social media 

insights
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Social media followers 2020 according to Hootsuite



Facebook 
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Facebook statistics according to Hootsuite
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Facebook People reached
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“Social media can feel really hard, 

and complicated, and overwhelming, 

but sometimes it's really the simple 

things that are going to resonate the 

most with your followers”

Angela Hursh (Hursh 2020)
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Facebook high engagement post #1 2020 – Engagement 

combined 1 877

Reach: 158

Engagement: 1327

Reach: 1 312

Engagement: 550
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Facebook high engagement post #2 2020

Reach: 12 403

Engagement: 1028
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Facebook high engagement post # 3 2020

Reach: 2 291

Engagement: 382
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Facebook high engagement post # 5 2020

Reach: 4 775

Engagement: 453
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Facebook high engagement post # 6 2020

Reach: 6 680

Engagement: 372
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How we compare with other libraries



Twitter 
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Twitter statistics according to Hootsuite
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Twitter top tweet 2020

Impressions: 7 064

Engagements: 484
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Twitter top tweet #2 2020

Impressions: 2 048

Engagements: 243
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Twitter top tweet #3 2020

Impressions: 3 907

Engagements: 183



Instagram
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Instagram statistics according to Hootsuite
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Instagram followers
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Instagram high engagement post #1 2020

Reach: 4 734 

Engagements: 453
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Instagram high engagement post #2 2020

Reach: 525 

Engagements: 108
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Instagram high engagement post #3 2020

Reach: 502 

Engagements: 88
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Our biggest achievement and failure…

Our VC, Prof Tawana Kupe follows ALL 

our posts and engages with us!
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What doesn’t work? Sharing secondary content



3. Readjusting our 

social media strategy
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Going forward

 Carefully rethinking our social media platforms’ goals, purpose and 

audiences

 UP is undergoing an institutional wide social media audit

 Branding op posts is crucial

 GIFS and videos are very popular and we alternate them with still images

 Repurposing but not cross-posting content to different platforms

 Adjust the messages/images

 Useful tip: use Coschedule - it will tell you what works for which platform

 https://coschedule.com/social-message-optimizer

https://coschedule.com/social-message-optimizer
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NEW! #CelebrateSAWriters

NEW!
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NEW!

https://www.facebook.com/UPLibraryServices/videos/460072171780688

https://www.facebook.com/UPLibraryServices/videos/460072171780688
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NEW!

https://www.facebook.com/UPLibraryServices/videos/1386919664993963

https://www.facebook.com/UPLibraryServices/videos/1386919664993963
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NEW!
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NEW!

https://www.facebook.com/UPLibraryServices/videos/505080757144963

https://www.facebook.com/UPLibraryServices/videos/505080757144963
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Conclusion

 Keep up with social media trends

 Read, read, read – this is what I learnt from my mentor

 Subscribe to social media blogs such as:

 Social Media Today: https://www.socialmediatoday.com/

 Social Media Examiner: https://www.socialmediaexaminer.com/

 My personal favourites: 

 Super Library Marketing: https://superlibrarymarketing.com/

 Subscribe to The Library Marketing show on YouTube 

 Right processes, right tools, right people

 Lastly: If you love your work, it will show in the final product!

https://www.socialmediatoday.com/
https://www.socialmediaexaminer.com/
https://superlibrarymarketing.com/
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If you’d like to contact me, 

you’re welcome: 

Elsabe.Olivier@up.ac.za
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