Knowing Your Audience:
Fostering an Authentic Social
Voice Through Student
Generated Content

UNIVERSITY OF ARKANSAS
FORT SMITH



Who we are:

University of Arkansas — Fort Smith

» Regional public university founded in 1928
» Began under the bleachers of our local high school
» Operated as a community college for 70 years

» Now offering 80+ bachelors degrees, 2 masters degrees,
and a number of associate and certificate programs
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Who we are:

» Ourregional reputation is infegral to our success

» More than 80% of our 6,000 enrolled students come
from the four counties surrounding Fort Smith.

» Student advocates tell our story to their hometowns & home high schools,
and become trusted allies for “inside information” about UAFS
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Who we are (on social):

» Oursocial strategy begins and ends with engagement.

» Our first goal is:

» “To recruit and retain students through strategic outreach and listening.”

» Student generated content and authentic student voices are imperative
to reaching this first goal, and their importance contfinues throughout our
social strategy.
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Who we are (on social):

angelastricklin - Follow
University of Arkansas - Fort Smith S% ginabennie - Following

University of Arkansas - Fart Smith
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» AUTHENTICITY.

< University of Arkansas - Fort Smith V

| javivarenee - Follow
University of Arkansas - Fort Smith

s N T ' f
t |!: -
Rdeav N

,";v r é Liked by terisariley and others

angelastricklin All tucked into her dorm room @ @ @
#UAFS #classof2024 #alexisgoestocollege @uafs.2024
@uafslions

terisariley Welcome to the Lion Pride family!! . Q V m
.

or‘ Liked by victoriammyers and others

ginabennie swear i have the cutest coworkers

_emnguyen Aww love this!

javiyarenee Cub Camp, best camp &
marreccawannell | love you!

javiyarenee @marreccawannell love you too




The Data:;:

The 2020 Digital Admissions Report by MSTONER & TARGETX 2020

DIGITAL
ADMISSION

» 63% of respondents liked or followed a university on Instagram

» 58% of used social media in their college research

» 68% use social media to research college once they'd decided
where to apply.
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Our Post: Student Post :

» Gen Zis wary of curated brand image and 5 <
voice. This generafion is on to us. @ i

UAFSLIONS =
Tagged =il

» They know when we are marketing, and
even though marketing our priorities,
assets and values is still important, they are
going to look to current students to verify
that we are living what we post in real life.

.df,,_;;

_D‘O.A .
View Insights

- - ®Qv - N
» 61% of incoming students rated current eQYv - W

9' ’ Liked by taelyrdedmon and others

S'I' U d en 'I' con 'I'e N 'I' as Very or EX'I're me | y uafslions Arkansas @govasahutchinson announced a state- @B Liked by uafsalumni and others

wide mandate today, requiring face coverings be worn
. . around others when physical distance of 6-feet cannot be _the_hippster_ Wear a mask. Protect your Pride. (3 @
important (the highest of any category.)
.
Lions across our campus and our community have already What's more “Kayla" than wearing a UAFS Class of 2020
begun wearing their masks to help Protect the Pride. mask and taking a million pictures? Also, what's more

symbolic of the Class of 2020 than a mask? &2 @ &
Tag us in your mask selfie to be featured in our story! r
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Tactics:

Social Media Student Employees:

» Content calendars to help plan
content,

» Long-term projects and campaigns,

Keep an ear to the ground for campus
events, student concerns and areas
that deserve more attention.

They also become faces for the university
and create opportunities for potential
students to make connections.
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Tactics:

Campus Ambassadors

» Volunteers for talent & submitted content

Social Listening

» Share posts from across campus, .
» Learn about niche operations and groups,

» Foster collaboration

The Campus Green

To avoid traveling all over campus, we asked Taely and two
frequent volunteers to pose in our office so we could create
some informative graphics for social without too much contact.

UNIVERSITY OF ARKANSAS
FORT SMITH




Results:

Student creators help us release
content that is:

Authentic

Engaging
Transparent
& Fun




Authentic:

» Friday Features.
» Entirely Student Led
» Interviews with all campus community members

» Provides an inside look info campus life, written from a student
perspective.
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Authentic:

Madie Seewald
Love Miss Lisa!!!! She Always
makes makes my day &

Repl ]

Kayla Graham
That's my mom!i- gy

Jayla Getl
Met her for the first time teday
and she was the sweetest |ady!

AaronandLar Chastain
One of the bast

Sarah Katherine Thomas

| LOVE LISA! I'm always sad when
| have to pay with cash and miss
her line!

DalWaina Nelan
Miss Lisa is 50 great, if she was

to have a bad day noone would
even know it. She is always happy
and there waiting to geet us with
a smile!

AaronandLer Chastain

Mandy Lasiter Keyes
| @ Lisalt

Jordan Matthew Mardwick

She is fantastic, always friendly,
and makes you feel welcome
when eating on campus!

Marish Kaye Cordes
Miss Lisa for president

Brandi Armstrong
Mallory Ward We always loved
Miss Lisal!ed &
Like - Reply <
Mae Sanders
Lisa ALWAYS is my favorite part
of going 1o eat on campus!!! Love
herlii! Alec Armstrong

o

@

Helen Jetton-Jetton Helen
have such a great roll

Brad Graham

Well sald Lisa! @
Like - Raply - M

Kayla Graham

That's vy mam!!- [+]
Like - R 1

Mandy Lasiter Keyes

| @ Lisalt

Like - R

Brandi Armstrong
Mallory Ward We always loved
Miss Lisalllel of

Lik o
Lacy Brooks
She made me smile every time |
saw her!

o

Like - Roply

Alyce Renoe

Love her - she is always so kind
and seems genuinely interested
when she asks how you're doing
v
Lik

Tony Jones
GO MS. LISA! @

Like - Reply

Debbie Lozano
She's the best, always wants to
know how I'm doing &

Meghan Johnson
| love Miss Lisal She's always so
sweet and kind!

Jimie-Rae Parks

Sweetest lady @ O

Like - Reply - M

Janell Anne

| miss herrrr

Like - Reply

Kallie Dean

She always makes my day!
Like - Reply

Madie Seewsld

Love Miss Lisa!!!! She Always
makes makes my day

Liks - B o
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Sarah Katherine Thomas

| LOVE LISA! I'm always sad when
1 have to pay with cash and miss
her ling!

Judge D. Ackerson
She makes me laugh...always

asks if | am faculty, | say "no, | am
just old"

Like - Reply b
Selena Porez

Love her! Such a sweet lady.

AaranandLor Chastain
One of the best
ke - Reply M

AaronandLori Chastain
One of the best

Jordan Matthew Hardwick
She is fantastic, always friendly,
and makes you feel welcome
when eating on campus!

Amber Graves
She's so sweet!
Like - Reply - b
Linzee Janes
one of the sweetest ladies i've
encountered!!gp

ke - Reply
Tristian Price
Makes my day every day @

Rachel James
She's the best!lgg

Stephanie Reyes

She is such an awesome lady!!
Love to see her any time I'm the
the CC, sometimes | go just to
say hil

Kristen Pate
Thank you, Miss Lisa! She is
seriously the best! She is atways
there with a smile!

]

Kathe Keen
Estefani Salazar @

Lauren Miller
She's awesome!!

e & o ¢

&

® © 9 &
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Jayla Gott
Met her for the first time today
and she was the sweetest lady!

Mae Sanders

Lisa ALWAYS is my favorite part
of going to eat on campus!!! Love
her!ll! Alec Armstrong

Gracle Phillips
Lisa s seriously the BEST@ @

Emmi Lovell
Dylan Lovell &

DaWaina Notan

Miss Lisa is o great, if she was
to have a bad day noone would
even know it. She is always happy
and there waiting to geet us with
8 smile!

Mariah Kaye Cordes
Miss Lisa for president

Jennifer Barnett Holland
Lowve this! Lisa is the best!

Kristi Graham
Love her g

Resario Nolasco-Schulthelss
She's the best! And so thankful
for her loyalty to UAFS.

Low]

Grant Gash

Miss Lisa is the goat @
Lik Iy M

Sara Davis

She's a keeper! @ :

Nova Johnson
| love Miss Lisa, she's so sweet
and kind! It makes my day to see
her @

L]

Amy Skypala
Great person!

Ginny MeCoy
LISA! She is the absolute bast
Her smile and outgoing
personality makes my day.

2,132
engagements

45 comments on
the original post

46 shares



Authentic:

Welcome back from spring break, Lions! Our
Friday feature (COVID-19 edition) is Benjamin
Baker. Benjamin is a sophomore originally from
Cedar Falls, lowa, working on getting his
bachelor’s degree in music. After graduation Ben
plans on going to grad school and eventually
getting his doctoral degree in musical
performance before going on to be a bass
professor. Ben wants to be able to help and inspire
young musicians to pursue their dreams.

The switch UAFS has made to online class due to
COVID-19 has affected Ben's learning environment
in a big way. “As a music major, having a
collaborative atmosphere with all of my colleagues
present to make music together is a big part of my
degree plan. Making a transition to online makes
that not possible. I'm not by any means excited
about being online. | also enjoy seeing all of my
friends on a regular basis. | would much prefer to
be physically in class.”

The transition for some students to online classes
has been difficult, but UAFS has been diligent in
making sure this transition went as smoothly as
possible. Ben says his instructors have been vital
in helping him ease into online-only classes. “The
faculty within the music department have been
very communicative and helpful with having plans
and making decisions regarding how the rest of
the semester will work.”

Though the change is definitely not one he
welcomes, Ben said that the adjustment has been
made easier by his experiences at UAFS, which
have helped him become a more determined and
detail-oriented person. “Being a student has given
me a lot of responsibilities that I've had to be self-
sufficient in staying motivated to accomplish.”
While Ben has been staying busy with his classes,
he is also enjoying his time at home, particularly
caring for eight 2-week-old Lab puppies.

We hope the rest of our students are able to enjoy
their time at home while also working hard in their
classes. If you or someone you know would be
interested in being a UAFS Friday Feature, just DM
us. Stay safe, keep washing your paws, and Go
Lions!

UNIVERSITY OF ARKANSAS
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“As a music major,
having a collaborative
atmosphere with all of my
colleagues present to
make music together is a
big part of my degree
plan. Making a transition
to online makes that not
possible. I'm not by any
means excited about
being online. | enjoy
seeing all of my friends
on a regular basis, and
would much prefer to be
physically in class.”




Engaging:

» We know that social media is a powerful tool for increasing engagement.

» A year ago | would have said we use social to engage students online in hopes to help
them build communities on campus - But now, social media is the community.

» We have use every resource we have to engage our students who are learning
remotely, many for the first fime, and help them build safe spaces to explore their
interests, have difficult conversations and make important connections.

UNIVERSITY OF ARKANSAS
FORT SMITH




Engaging:

» Here @ UAFS features Instagram TV
interviews with leaders on campus.

» Usually this means the presidents of
campus organizations

» But when our new chancellor began
last July, she made a special
appearance on Here @ UAFS so
students could get to know her
before the start of the semester.

University Student
Ambassadors

UNIVERSITY OF ARKANSAS
FORT SMITH




Transparent:

> ThiS Spring We hOd TO COncel Our Commencemenf. Lions, thereistrul.ynowherewewouldratherbethis May than ina

packed house at the Stubblefield Center celebrating your success.

> ThrOUgh SOC'O' ||S.I.en|ng We!d reOd .I.he”. pOS.I.S As Dr. Riley said in her campus email, the UA system has made the

difficult decision to postpone commencement ceremonies for every

dre(]dmg Our anouncemeﬂ’[, Ond |gd _I_O”(ed _I_O my institution in our system in order to protect you and your families.

We are devastated that we won't be able to celebrate your hard work as

S -I- U d e n -I- WO rkers W h O Were S e n |OrS ) planned, but Lions stick together, and we WILL come together to honor

you when the threat of COVID-19 has passed.

The full message from Dr. Riley is available at:

» Knowing ftheir fears, we led with compassion in our L R i
announcement, and collaborated with our =
chancellor to post her empathetic message along
with our social post.

Having a chancellor who focuses on students and
leads with empathy is incredibly helpful with this!

14,961 2,759
People Reached Engagements Boost Post

'.:-.00 69 2 Comments 85 Shares
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Transparent:

Entirely student created.

AL WL DR

+ © 8 -

University of Arkansas - Fort et
Smith
A 3

@
Lions Together.

As the semester comes (o a close, a group of
UAFS students came together ta create this
video showing their fellow lions just what it
means to be 8 member of the UAFS family.

As UAFS Art & Design senior Heli Mistry said
in closing - Lions are the only cats who live in
groups. Our Lion Pride is special. Our pride is
unigue, and it makes every lion strenger. Near
or far, we are Lions together.
#oncealionalwaysalion

See Less

OO vou and 62 ather 4 Comments
Ouove [ Comment 2 Share @ -

Comments Hide

Most Relevant «

& Katie Cochran
Great video! Great
students! 02
Rogly - 1
& University of Arkansas - Fort Smith
Admissions
This Is awesome! We miss our
students so much!
Reply [+
w ¥ Tep Fan
John Sturrock
Golions! gy

- Riply
* Ginny McCoy
Amazing video!! Elliot Nemeth

Heli Mistry
ke Reply Meussage - 1aw O




Transparent:

» The students making content aren’t just the ones who post lovingly about our university.
» Parody accounts anonymously critique our mistakes, our missteps and our failures.

» Their voices are just as important as those who praise the university.

» And the insight they give us is sometimes even more valuable

BROKEN NECK.

......

Follow | Follow

UAFS Trash

Follow %
g UAFS Letdown Lions
@BadUafs . @UAFSGnome
. UAFS Corona Time
}gelfome to UAFS, the college of Arkansas A”“;’"- @BrokeAtUAFS The dollar tree of colleges in AR J/ This parody account is NOT affiliated or
efinitely not associated with @uafs in any way . . . . = : g
Great value UARK // parody - this account is not affiliated with UAFS. associated with University of Arkansas - Fort Smith or it's staff.

*RIP Free Parking, 1928-2016- © Fort Smith, AR © Born1928 [ Joined February 2018
© Fort Smith, AR & youtu.be/tmULzkCb9AQ © Born 1928
(5] Joined February 2018

UNIVERSITY OF ARKANSAS
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These accounts show

0

Transparent:

UAFS Trash @BadUafs - 8/11/20

Distance education fees are a SCAM. You're UAFS Corona Time @BrokeAtUAFS - Mar 4
Everything is broke around here

really going to make me pay more to do
more work teaching myself and also not be
taking up space on campus? Make it make
sense.

ey

O+ e Qs A

UAFS Trash @BadUafs - 8/11/20

I'm paying a whole FOUR HUNDRED AND
FIFTY DOLLARS for video lectures that look
and sound like they were taken on a 2006
Motorola Razr flip phone!!

@F 4 3 Qa s
UAFS Trash Ratweated

.- 8/11/20
Replying to @UAFSGnome and @UAFS

Honestly this should not be thrown on
students. It's not their job to ensure the >

school isn’t chargm_g them a fee._There Why are almost all the printers in the library STILL out of order? & It's
needs to be an audit to refund this fee from like walking a marathon to find one that works. &

the university. @BrokeAtUAFS

Qs 04 Q12 i = o h

8/11/20 i'm in here rn and burning up so i feel ya
| SHOULD NOT HAVE TO PAY FOR UAF

FACILITIES IF IM NOT USING THEM 2 st
O - aa O e a The Air Conditioning in Math-Science @BrokeAtUAFS
Q2 114 Q64 :

UNIVERSITY OF ARKANSAS
ForT SMITH

UAFS Trash Retweeted @ UAFS Corona Time @BrokeAtUAFS - Mar 2

us where we need to improve & give students a voice. 9

UAFS Trash @BadUafs - 8/15/20
Thats fine, | didnt need myuafs to check on
my online school or anything

Q2 1 O a2s 0

UAFS Trash Retweeted

UPDATE: @UAFS reached out just to
confirm that | still have to pay the "distance”
fees for hybrid classes - even though they
were in fact ALSO face to face classes and |
was already getting charged that fee as well

. -8/10/20

| just want to talk about how
RIDICULOUS it is that @UAFS adds a
$150 fee PER CLASS for “distance
education” while still charging us for all
of the fees for being on campus. so yo...

Show this thread

O1 Tl2 2 0

UAFS Trash Retweeted

Le S/ 13/£U

So they took cable away so they could get
faster Wifi and the Wifi is already out. Love

UAFS
Q2 111 Q) 38




Transparent:

11 UAFS Trash Retweeted

. Question; does anyone know why Uafs isn‘t

Dr. Terisa Riley @TerisaRiley - 9/2/20 accepting debit cards in the cc? And is
My #UAFS students are on Twitter talking Starbucks accepting cash?
about being exhausted at the same time my @BadUafs (l fully believe that Only UAFS
. i TRASH t
We engc}ge our pgrody GCCOUDTS by faculty and s.taff are on Facebook having the SH can get me answers)
same talk. Listen, take care of yourselves, O3 131 2 A

emotionally, physically, and mentally. Do
what you need to do. #StayHealthy UAFS Trash @BadUafs - 8/18/20
9 Last | heard, they were updating the system,

> Answering qUeSTionS 9 UAFS Trash @BadUafs - 9/2/20 but I'm going to go ahead and RT and pass
Is it just me or is anyone else also having t':"S one off to @uafs
; a hard time feeling like school is even O v, A
» Working on the problems they share real right now
11 UAFS Trash Retweeted
H O (UL ¥a3 Ty
N UAFS
> EngOglng our chancellor . UAFS Letdown Lions @UAFS... -7/17/20 @ @UAFS
=55 SOLVED: the credit card fees are NOT )
> ShOrlng UdeTeS Gnd SO|UTIOI’]S " charged by UAFS. they are charged by the Replying to @BadUafs and
credit card payment processessing . ) i )
company. if you have this issue, run your The issue is with a third party system.
d -check instead t id addt’l s A g
zzgtsas SUEINCRDEN RS Our @UAFS_Technology tested the

o ) readers successfully but we are
€) UAFS Letdown Lions @U...- 7/16/20

T Pm— waiting on a third party to activate.
ridiculous fees being added to their UAFS IT is speaking with them now to
balance as well. such as an extra $100

service fee for trying to pay their get an update_ We are so sorry.

balance with a credit card? @uafs plea...

hiaidbihbi 4:30 PM - 8/18/20 - Twitter for iPhone

UNIVERSITY OF ARKANSAS
FORT SMITH




Transparent:

» Because we respond quickly and
honestly, and build trust as
individuals and as an institution,
our parody accounts also help us
share when we get things right.

» Engaging with the other parody

<

Quote Tweets

well I'm glad SOMEONE has students best

a things that don't work at UCA - 4/1/20

accounts in our state spreads their

reach even further.

UAES

interests at heart without being asked to

@ UAFS Trash @BadUafs - 4/1/20

when you didn't have to go through the
effort of writing a petition cause you
already knew that Mother Terisa had
your best interest at heart

UNIVERSITY OF ARKANSAS

FORT SMITH

UAFS Trash
@BadUafs

The only time we're thrilled to be losing
to UARK at something

This data is current as of September 4, 2020.

Active Positive COVID-19 Cases*

17 0

Students Employees
*Active Positive Cases refer to individulas who have tested pasitive for COVID-18, have not
been cleared by the Akansas Department of Health, and have had some form of contact
with the UAFS campus during the Fall 2020 semester.
2:45 PM - 9/5/20 - Twitter Web App

2 Retweets 45 Likes




Transparent:

» They even agreed to participate in this presentation!
Do you have advice for people

< 9 @ who are afraid to engage with
criticism?
UAFS Trash 8/29/20, 9:23 PM v/
Absolutely. Especially in this Start. Immediately. Not engaging
time, where students are with criticism or shutting it down
incredibly disillusioned with the all together reflects negatively
education industry as a whole, on the university brand.
not taking constructive criticism Prospective students are paying
9 is shooting yourself in the foot more attention to this than you

8/29/20, 9:12 PM 9 think.

UNIVERSITY OF ARKANSAS
FORT SMITH




& Funl

. : 2 UAFS v o UAFS v
» One of our favorite places to recruit o o

students to submit content is Tik Tok!

» Tik Tok has to be FUN.

the time — but if you don’'t have time for
that (we don’tl) just make sure your
content is entertaining. It has to be frue
to the platform.

X T e v
21° 8, 1, X
#
Rl i
B | L 3 '--:.-- v

D 2733

SR TR
o ‘ ]
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o' TikTok ' o TikTok

2 @uafslions 2 @uafslions
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The End.

ANy questionse
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