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Management in Action

ootsuite Uses Social Media to Manage
Aspects of the Human Resources Function

Ambrosia Humphrey’s passion and drive are hard to
miss—especially for the CEO with whom she had to
share a desk when she began working at social media
management company Hootsuite.

Humphrey, now vice president of talent at the
Vancouver-based company, says she and CEO Ryan
Holmes both have “disruptive” personalities and like
finding new ways to do things. . . .

Hootsuite offers online dashboards in 15 languages
to help companies manage and analyze their social
media accounts, including Twitter, Facebook, LinkedIn,
Google Plus and others. . . .

Naturally, Hootsuite has folded media into its HR
efforts for recruiting, onboarding, recognition, perfor-
mance management and brand management. The com-
pany uses the private social network Yammer for
internal communications and a social platform called
7Geese for performance management.

The effect of social media on Humphrey’s own
workplace is undeniable.

Shortly after Steve Johnson, Hootsuite’s chief reve-
nue officer, joined the company as its 26th employee in
2011, Humphrey decided to hold a recruiting fair with
just five days to plan. Johnson was worried they’d have
an empty room, but Humphrey kicked her social media
machine into high gear and the place was packed. .

Humphrey is a realist about the fact that it’s not
possible to control exactly how and when each em-
ployee will use social media. She has built an HR team
of 15, and her group is vastly outnumbered by employ-
ees with multiple social media accounts of their own.
Each staff member receives some social media training
and is then trusted to act responsibly.

“We’re a social organization,” Humphrey says. “In
my reality, if people aren’t happy, they tweet about it.
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That’s a PR problem. I would rather have an ongoing
dialogue with people. There’s no need to be disgrun-
tled and push it out somewhere else.”

She strives to make every HR initiative transparent
so that employees don’t share their grievances with the
rest of the world, 140 characters at a time.

Training begins with social media certification
through Hootsuite University, which educates individ-
uals on what social media can do to help them in their
job, how it can affect their careers, and how it can pro-
vide product training.

Humphrey follows the mantra “tweet to love not
war” and sees herself as an ambassador of her com-
pany. Employees are encouraged to use the hashtag
#hootsuitelife to present their perspectives on what it’s
like to work at the company. Postings include photos
of rooftop meetings, links to media rankings of Hoot-
suite as a top workplace, and employee kudos to each
other. Together, the postings give people a feel for the
quirkiness of life at the company.

Schmidt sees #hootsuitelife as a perfect example of
how Humphrey is willing to take risks that other HR
leaders won’t. “It’s about empowering your employ-

es,” he says. “All employees have the opportunity to
be great brand ambassadors.”

Culture is one of Humphrey’s top priorities, and
Hootsuite’s social media efforts are part of a larger
commitment to transparency. Humphrey cites “Ask
Me Anything” all-staff meetings with the CEO, “hack-
athons” where staff assemble to tackle problems (they
teamed up to create a recruitment video one day), and
a “working out loud” philosophy where people like to
show their work and get feedback.

In a company blog, Humphrey pointed out that
transparency fueled by social media can give compa-
nies the same kind of feedback from employees that
they find to be so valuable when it comes to customers.
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