
Do’s: 
1. Do become well-versed with all of the available 

social media tools before diving in. (Blogs, 
Twitter, Facebook, podcasting are great starting 
points.)

2. Do start your social media marketing strategy 
planning by thinking about what your TARGET 
AUDIENCE is interested in.

3. Do make sure that your social media strategy 
reinforces your CU's overall business or 
branding strategy, and is designed to, at the 
least, create awareness of what your CU is great 
at.

4. Do feature your online initiatives in a computer 
kiosk in your lobby. That way your members 
will not only learn about what they can do 
remotely, they'll also associate what they see 
online with a tangible presence.

5. Do learn the basics of how RSS and blogs work.
6. Do give guidelines to anyone who will be 

contributing to your CUs blog.
7. Do put your rates into RSS format.
8. Do comment on your members' blogs. They 

LOVE that, and will share the love in return. 
That's the best way to increase readership of 
YOUR blog.

9. Do put valuable information that is currently in 
your print letter ALSO onto your blog so that 
your members can comment. Feel free to 
inform that online commenting is available at 
the end of the print newsletter articles that are 
also featured on your blog.

10. Do feel free to blog your newsletter articles 
before they appear in the print version. Many 
people aren't paying attention to your blog, and 
will be reminded to go there when receiving the 
print version in the mail.

11. Do write down your social media strategy so 
that the rest of the management team can see 
the cause and effect chain from your marketing 
efforts to how its helping the CU generate 
awareness, leads, new referrals, new members, 

and new sales, or in general reinforcing the 
CU's brand.

12. Do start with the overall campaign concept, 
then figure out what social media tools are the 
best fit.

13. Do reinforce your traditional marketing 
campaigns with your online efforts and vice 
versa. These are not separate silos.

14. Do build up a network of friends among your 
members BEFORE you start trying to "market" 
to them.

15. Do use social media to start conversations 
among your members about your CU and ask 
for honest feedback.

16. Do monitor discussion about your CU on third-
party sites using Google Alerts.

17. Do create a business fan page for your CU on 
Facebook.

18. Do be a real person and use real language in all 
social media venues. Be as polite and 
professional as you would face-to-face.

19. Do always make sure your blog posts are 
attributed to the author, and not to the faceless 
credit union.

20. Do only write a blog post when you have 
something important to say to your members.

21. Do put your fun and interesting CU events onto 
Facebook.

22. Do write your blog posts in a way that invites 
your members to comment on it. We've been so 
used to one-way communication with our 
members, that we have to retrain our brains to 
write in a way that invites dialogue.

23. Do realize that for the most part, your members 
are more interested in other members’ 
comments on your blog, than on the article you 
originally wrote. Feature comments front and 
center.

24. Do optimize your web 
site and online banking 
to work on mobile 
phones, Blackberries, 
Treos, and iPhones.
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25. Do call your core processor's rep every day until 
she gives you a mobile banking offering for your 
members.

26. Do attend the nearest PodCamp to you to learn 
more about what this social media thing is all 
about.

27. Do understand that your members expect you 
to be present in the online conversation about 
you. They'll interpret a lack of presence as a 
lack of caring about their concerns.

28. Do understand that you'll have to hold many of 
your members hands if you want them to 
participate in your online efforts. But each time 
that you do, you will be earning their gratitude, 
and perhaps loyalty. Everyone likes to learn how 
to do cool new things, without being made to 
feel like they are stupid.

29. Do read books about it: The Cluetrain 
Manifesto by Christopher Locke, Naked 
Conversations by Robert Scoble, and The New 
Influencers by Paul Gillin

30. Do read blogs about it: EverythingCU World 2.0 
Adventure by yours truly, OpenSource CU by 
Trabian, Marketing Whims by Ron Shevlin, 
NetBanker by Jim Bruene, Currency Marketing 
by Tim McAlpine, CU Hype by Tony Mannor, 
and scores more.

31. Do realize that your members know better your 
CUs strengths and weaknesses than you realize.

32. Do realize that your front line staff are your 
best and most important allies in social media 
marketing. They are far more familiar with it, 
and trusted by their own friends than you are.

33. Do involve your front line staff with your social 
media efforts every step of the way.

34. Do involve your members at every step of the 
way with your social media efforts.

35. Do realize that the relationship your members 
have with each other is often as important, and 
sometimes more important, than the 
relationship they have with you or your credit 
union.

36. Do involve your members in competitions and 
let them see how they stand. Members love 
that, and will check back often if you do!

Don’t’s: 
37. Don’t think that social media is just another 

marketing channel to starting shouting on.
38. Don't blast your message into online 

communities without checking out the existing 
conversation, culture, and etiquette. People will 
tune you out and/or flame you if you do.

39. Don't spam your members.
40. Don't blog just because everyone else is doing 

it. And if you do, don’t let it languish for long 
periods of time.

41. Don't use a condescending tone of voice.
42. Don't try to use slang or crazy graphics to try to 

appear cooler than you really are.
43. Don't think it's all about the credit union. It's 

not. It's all about your members.
44. Don't devise a plan to use one particular social 

media tool, and then plan a campaign around it. 
45. Don't use marketing/corporate-speak, lingo, or 

jargon in any of your communications. Your 
members appreciate plain-spoken honesty that 
they can understand.

46. Don't shoot down or ignore negative comments 
about your credit union on your own site or 
third-party sites. First cool down, then respond 
as if the person were standing in front of you in 
your lobby, and treat him/her with the class, 
dignity, and respect befitting your institution.

47. Don't be afraid to let people know how the CU 
could benefit them when the circumstances 
come up to do so.

48. Don’t think you have to write a new blog post 
every day.

49. Don't be afraid to dive in and get your feet wet 
with the MULTITUDE of free social media 
resources available.

50. Don't think that social media and traditional 
marketing are an either/or situation. The best 
campaigns utilize both types where appropriate.

51. Don't be afraid to start a blog, with comments 
enabled, for fear of negative comments. There 
have only been a half dozen or so in the entire 
four years that CUs 
have been blogging. 
We've got our work cut 
out for us just to get 
our members to even 
read it, let alone 
comment on it.



52. Don't invest in mobile banking that requires 
any kind of a special software download. Your 
members will never go for that. The only 
exception are Apple iPhone Apps, where they've 
made it ridiculously easy to get new apps.

53. Don't invest in a web site with flashing graphics 
and animations. Your members want simple 
and easy to use. Focus all of your web 
development efforts on simple, intuitive, quick, 
and easy.

54. Don't forget that not all of your membership is 
as tech-savvy as you are. Many are further 
behind, some are further ahead.

55. Don't make your members feel stupid that they 
don't already know how to participate in online 
social media. You'll earn their gratitude if you 
treat them respect when teaching them how to 
participate online. And go a long way to raising 
the image of your CU in their eyes.

56. Don't think you are the first financial 
institution to do anything. Chances are, not 
only has another financial institution done 
something similar to what you are embarking 
on, your members know about it as well.

57. Don't pursue being your members' sole source 
of info, nor being their sole financial 
institution. While many members enjoy the 
convenience of banking at one place, many 
others prefer to work with a variety of FIs, for 
many different reasons. (Most of which are not 
logical, but hey, it's not always about the most 
logical.)

58. Don't get upset when your members use the 
term "bank", or when they have financial 
relationships with banks. It's your job to inform 
them of why you're better, not berate them 
because they are idiots. Even knowing why you 
are better, there are a multitude of personal 
reasons to have an account at a bank. (An 
account that a spouse doesn't know about for 
instance.) You can't mess with that, and no 
amount of arguing is going to change their 
minds.

59. Don't limit blog authors to only those in 
marketing.

60. Don't think that social media is limited to the 
marketing department.

61. Don't shut down employee/CU access to social 
media sites and expect to get any results from 
social media initiatives.

62. Don’t be afraid to show some personality, and 
63. Don’t forget to have some fun with your 

members!
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