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Up Front
What's Your Social Media Implementation Plan?
We are in a pharma social
media frenzy “bubble!” Or
maybe it’s a tsunami because
I feel that along with everyone
else, I am riding this gigantic
wave and not sure where it
will land me. Since November,
2009, when the FDA held its
public hearing on regulation of
the Internet and social media,
I have been reporting on it
here in Pharma Marketing
News and writing about it on
Pharma Marketing Blog. The
entire March 2010 issue was
devoted to social media and
now so is the April issue.
Haven’t we written all there is
to write about this? I thought
so, but then Sanofi-Aventis
(SA) had a problem with its VOICES Facebook
page that stunned everyone concerned. You can
read about that on Pharma Marketing Blog (see
http://bit.ly/cUEQ8y. But the incident provoked a
lot of new thinking about how to manage pharma
social networks rather than how the FDA should
regulate pharma use of social media. We’ve just
passed a new milestone and entered a pharma
social media implementation phase.
During SA’s Facebook crisis, I asked “Where's
Your Social Media Crisis Management Plan?
(http://bit.ly/99jMr7). Few pharmaceutical companies may have protocols in protocols in place to
manage social media disasters as they unfold,
including those companies that have
“sophisticated crisis management protocols in
place for non-social media issues,” according to
Chris Kenton of Smart-Marketers.com's Inspire
Blog.
That topic came up in a Twitter discussion that I
started with this post: How should a pharmaco
"engage" a "disgruntled" patient posting AEs on its
social media (eg, Facebook) site? Are Terms of
Use adequate? You can find a complete archive of
the discussion here: http://bit.ly/cK7MuP.
But before you find yourself in a social media crisis
that must be managed, it’s advisable to have a
Social Media Implementation Plan. I'm not certain
that many pharmaceutical companies are doing
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systematic planning. Many may
be launching apps without any
plan at all!
Several months ago at an
industry conference focused on
ePharma marketing, I led a
small group discussion about
what pharmaceutical companies need to do BEFORE
they engage in social media
promotion or disease awareness or patient support programs. The group came up
with the following list, which is
a pretty good outline of a social
media implementation plan:
• Unblock corporate access
to social media so employees can monitor and
use applications such as
Facebook while at work
• Have a sustained vision/goal
• Become a dialogue company - learn how to
listen and respond, not just push messages
out
• Get everyone - including marketing, regulatory
people, corporate communications, C-level
execs - on board
• Develop guideposts, internal and external
standard operating procedures
• Train people who will be interacting directly
with consumers
• Develop a moderation strategy
• Marshall necessary resources - use the best
tools available
• Create a social media Tsar position to oversee
all the company's SM projects to assure
compliance with guidelines
The order of items in this list is more or less the
order in which the group shouted them out to me
as I was compiling the list. It may or may not be
the order in which a plan would be implemented in
the real world by your typical pharma company.
What’s the relative importance of these and other
action items for Your Social Media Implementation
Continues…
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Len Starnes’ survey results as seen on LinkedIn
Plan? That’s the question I am asking you to
answer in a new online SURVEY, which you can
find here: http://bit.ly/dxRHaE. As always, results
of this survey may be summarized in a future
issue of Pharma Marketing News. Your comments
are confidential (anonymous) unless you specifically provide your contact information at the end
of the survey and allow us to attribute comments
to you personally.

In the "Rate Your Social Media Readiness SelfAssessment Survey," respondents were asked
how often they used social media applications.
The pharma respondents answered the question
as shown in the following chart:

Just a little background on the first item on the list,
which seems the simplest. But it was only recently
that Pfizer, for example, implemented this. Eileen
Obrien (@EileenObrien), Director, Search & Innovation at Siren Interactive, tweeted about Pfizer
opening the firewall to allow Facebook after hearing it from Ray Kerins, Pfizer's VP of Communications, at a recent CMI eMarketing event.
A little while ago, Len Starnes, Head of Digital
Marketing & Sales, General Medicine at Bayer
Schering Pharma, polled his LinkedIn colleagues
asking "Does your pharmaceutical company
permit social media monitoring?" The chart above
shows the results.
There are plenty of restrictions to access. Without
access how can your employees learn enough
about social media to follow your social media
plan let alone design one and implement it?

Less than 40% say they use social media
frequently.
Continues…
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So, it appears I will have more to say about
pharma social media activities in the future. Meanwhile, I will be traveling this spring and fall to
Europe where I will be speaking at several conferences about the US pharma social media scene
and its implications for European markets. I expect
to learn more about the latter as a result and will
report back here to you on that. By that time we
will have entered yet a new phase: what FDA
thinks about all this!
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Follow me and my friends on Twitter.
www.twitter.com/pharmaguy

John Mack, Editor

ADVERTISEMENT
ADVERTISEMENT

Disease Education and Product
Promotion Using Social Media Tools
June 22 - 23, 2010 * Hilton Mark Center * Alexandria, VA

Hear directly from Jean-Ah Kang, Special
Assistant to the Director, DDMAC, FDA
Top Five Reasons to Attend:







Insight on FDA oversight of social media and
analysis of the November hearing and
comments
Top considerations of a Social Media Task
Force
Regulatory and compliance initiatives
regarding social media usage
Industry case studies of successful
engagements using social media
The ePatient Perspective Panel — What
companies should be doing with social media
to meet patient needs

Hurry! Register today at
www.cbinet.com/socialmedia and save $400
with promo code JFN664!
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