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Abstract. The emergence of Internet-based social media has enabled social
networks for online collaboration, interaction, communication and knowledge
sharing between users who have common interests, needs or goals. The social
media phenomenon has changed the way people communicate with each other
and the way organizations and governments interact with different stakeholders.
Consumers are increasingly utilizing Web 2.0 platforms, such as content shar-
ing sites, blogs, social networks, and wikis in order to create, modify, share, and
discuss online content. Communities are built from the bottom-up by people
who capitalize on the behavior and knowledge of others. Barriers of distance
and time are overcome by transparency created by the wisdom of the users. The
use of social media has had a significant impact on public relations and the rep-
utation of organizations, not to mention marketing, sales and sustainability. Yet,
many organizations eschew or ignore this type of media, mainly because they
do not understand the advantages of its use, the various forms it can take, and
how to engage in it. In order to address this lack of skills and to support organi-
zations in building competences in the field of social media a lifelong learning
course is currently under development within the frame of the European Certifi-
cation and Qualification Association (ECQA). The ECQA Social Media Net-
worker (SIMS) is a two year long project which started in October 2011 with
funding from the EU Lifelong Learning Programme (LLP). The project aims to
develop a new skill set and a job role qualification study program, where
competencies in social media are customized for the European industry into an
online study program complemented with an online training, examination and
certification schema for the Social Media Networker job role. A pilot training
scheme will take place in the participating organizations/member states (Aus-
tria, Greece, Hungary, Ireland and Spain) and the study programme will be re-
fined and improved based on systematic feedback. This chapter describes the
joint effort of five organizations in five countries to define and develop the pro-
fessional role of a Social Media Networker. After developing and testing the
modular training material, the profession will be launched to the market. Future
work will concentrate on the sustainability of the profession by the creation of a
job role committee that will be responsible for updating the training material, as
well as for the dissemination and exploitation of the results.

T. Matsuo & R. Colomo-Palacios (Eds.): Electronic Business and Marketing, SCI 484, pp. 137-]146]
DOI: 10.1007/978-3-642-37932-1_10 © Springer-Verlag Berlin Heidelberg 2013



138 A.P. Balogh et al.

Keywords: Social media, ECQA, profession, networker, Social Web, Web 2.0.

1 Introduction

The Internet has changed the way people communicate, but also the way organiza-
tions interact with customers, employees and partners. In other words, Internet has
profoundly changed the human experience [7]. The emergence of Internet-based so-
cial media has made it possible for one person or organization to communicate with
hundreds or even thousands of other people about products and the companies that
provide them [19]. The current trend toward Social Media can therefore be seen as a
realization of the Internet's roots, since it re-transforms the World Wide Web to what
it was initially created for: a platform to facilitate information exchange between us-
ers [17]. Social media encompasses a wide range of online tools including blogs,
company-sponsored discussion boards and chat rooms, consumer-to-consumer e-mail,
consumer product or service ratings websites and forums, Internet discussion boards
and forums, moblogs (sites containing digital audio, images, movies, or photographs),
and social networking websites, but to name a few [19]. As a consequence of its use-
fulness Social Media has been pointed out as useful for human fields, including public
relations [8][12], crisis management [1][32][34], eGovernment [3][4][6][9][10], mar-
keting [2][30][31], Education [11][14][15][25], Tourism [21][26][28][33], Sports [22]
and medicine [13][16] citing the most relevant and recent research works.

However, this social media strategy requires the participation of forward-thinking
individuals, who must be socially and technically knowledgeable and informed in
order to exploit these new ways of social networking. All stakeholders in an organiza-
tion can benefit from understanding social media networking principles and their
implementation. However, this is not an easy task. To correctly facilitate these tools,
one must learn how to leverage them in order to improve marketing, research, com-
munications, customer support, brand reputation, competitive intelligence, product
development, collaboration and knowledge capture. Although there are recent and
relevant works designed to illustrate some of the skills and activities of social media
professionals [27][29], to the best of authors’ knowledge, there is currently no initia-
tive to characterize the competencies of this new type of professional. This chapter is
a joint effort of organizations from five different European countries to define this
professional role.

The project history is as follows: in 2011 five organizations decided to submit the
project proposal titled “ECQA Certified Social Media Networker Skills”. The project
partners are the following institutions: Universidad Carlos III de Madrid (Spain)
L.S.C.N. GesmbH (Austria), Dennis Gabor College, DGC (Hungary), Alexander
Technological Educational Institute of Thessaloniki, ATEI (Greece), and the Cork
Institute of Technology, DEIS Department of Education Development (Ireland). All
partners had considerable previous experience within their field and their cooperation
added value and represented a synergy of expertise in different areas. This chapter
describes the outcomes of the project in terms of learning content and objectives.
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The remainder of the chapter is structured as follows: The next section is devoted
to an explanation depict the European Certification and Qualification Association
(ECQA) along with its custom online teaching platform. The subsequent section illu-
strates the Social Media Networker Project, a project funded by Leonardo Da Vinci
European Program to design this new professional role. Following this, the initiative
is discussed and, finally, section 5 concludes the chapter and outlines future research
plans.

2 The European Certification and Qualification Association

The European Certification and Qualification Association (ECQA) is a non-profit
association connecting different organizations (companies, university, institutions
etc.) and thousands of professionals world-wide via training and certification for a
wide range of job roles - currently the ECQA offers training and certification for 30
job roles. New job roles are also constantly being developed. The ECQA provides its
services in more than 24 countries through more than 60 members (consisting of
training organizations, trainers, exam organizations etc.).

2.1 Background

The ECQA is the result of a series of different projects co-funded by the European
Commission under the Life Long Learning programme:

The EQN (European Quality Network, 2005 - 2007) established a network of dif-
ferent members (previous Life Long Learning Leonardo projects, European networks,
chambers of commerce, trainings organizations and institutes), who have developed
qualification programmes and training courses. These different groups jointly ana-
lysed key quality indicators and success factors to achieve high quality services and a
continuous innovation process. The result was a set of quality rules for job role based
qualifications related to skills architecture, course syllabus, test questions and certifi-
cation rules. These quality criteria set the framework for the foundation of the Euro-
pean Certification and Qualification Association.

The EU Cert Campus project (2008-2009) established an online training campus
with online services, which were implemented in the ECQA infrastructure:

Skill set browsing

Central registration service

Multilanguage support

Online trainings through a learning management system.

Self maintenance of the skill sets and self test / examination pool

With the support of the ECQA services and the EU Cert Campus more than 200 par-
ticipants attended online trainings from their work place and/or home.

The dEUCert Project (Dissemination of EU Certificates) aimed to disseminate the
ECQA framework Europe-wide by building ECQA regional contact centers represented
by ECQA ambassadors. ECQA Ambassadors are persons with an outstanding success



140 A.P. Balogh et al.

record on an international level, which are selected because of their substantial contribu-
tion to the ECQA and to their support to create a European vision of collaboration based
on a joint educational and certification strategy on the market.

2.2 Quality Criteria

The ECQA ensures that the same core knowledge is presented to all training partici-
pants by defining so called “skill sets” (representing the content, subject matter, learn-
ing objectives, etc.). All exam participants are tested according to the same require-
ments (quality criteria) contained in the skill sets. These quality criteria apply to the
following types of service providers:

Trainers — performing the ECQA certified trainings

Training organizations — organizing and offering trainings

Exam organizations — organizing and supervising exams

Certification organizations — national certification bodies and organization issuing
certificates in the name of the ECQA

The content of the job roles/trainings is defined by experts from industry and research
by combining profound knowledge with research results and best practices. These
experts collaborate in ECQA groups referred to as Job Role Committees. The main
responsibilities of the Job Role Committees are:

e To maintain and regularly review the actuality of the skill set;

e To prepare and maintain the examination question pool (selected members of the
Job Role Committee operate as Exam Committee);

e To review and approve new training material, trainers and training organizations.

The aim is to ensure the same quality level of training and certification in all partici-
pating countries.

2.3 Skill Set Definition

The skill set (syllabus) for the Social Media Networker provides the basis for the
development of training and examination. The skill set is based on the skills definition
proposed by the DTI (Department of Trade and Industry) in the UK for the NVQ
(National Vocational Qualification).

The defined skill set follows the ECQA compliant skills definition standards and
describes the target profile's competences in terms of skill units, which are defined by
skill elements. Each skill element consists of a number of performance criteria (learn-
ing outcomes) describing the minimum level of performance, which a training partic-
ipant has to demonstrate in order to be certified as an “ECQA certified Social Media
Networker”.

Each skill set consists of the following items:

— Domain: An occupational category (e.g. Domain “Social Media Management”)
— Job Role: A job description that covers part of the domain knowledge (e.g. some-
one in the job role of a “Social Media Networker”)
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— Unit: A list of certain activities that have to be carried out in the workplace. It is
the top-level skill in the qualification standard hierarchy. Each unit consists of a
number of elements.

— Learning Element: A description of one distinct aspect of the work performed by
a worker, either a specific task that the worker has to do or a specific way of work-
ing. Each element consists of a number of performance criteria.

— Performance criteria: Description of the minimum level of performance, which a
training participant has to demonstrate in order to be assessed as someone qualified
for the respective job role — e.g.: “ECQ certified Social Media Networker”.

— Optional Level of cognition: For each performance criteria there is an intended
level of cognition. At the same time this describes the complexity level of the exam
questions for each performance criteria (according to Bloom’s Taxonomy).

2.4  ECQA Online Services

Through the support of the EU Cert Campus project, the partnership developed a skill
assessment and online learning portfolio portal supporting procedures for account
management, browsing of skill set and self assessment. In addition, the participant can
prove required skills by:

— uploading reference materials, which are evaluated by external assessors in a for-
mal assessment and/or by:
— attending an online examination.

The ECQA learning and examination procedure consists of the following steps:

1. The participant visits the ECQA webpage (www . ecga . org) and browses through
the different skill sets.

2. The participant registers at the ECQA learning portal, performs a self assessment
examination and receives a skill gap analysis identifying which skills they are pro-
ficient in and which skills are not proficient in.

. Based on this analysis the participant attends an online or on-site training.

4. After the training the participant attends an online multiple-choice examination and
after successfully passing this, a certificate is issued by the ECQA. The exam ques-
tions are randomly selected from a larger pool of questions resulting in a persona-
lized exam for every participant.

IV}

As a consequence of the importance of the ECQA initiatives, there are many research
papers in which many of the professions that are already included in the ECQA port-
folio have been depicted e.g. [5][18][20][23][24].

3 The Social Media Networker Project

The innovation transfer project ECQA Certified Social Media Networker Skills
(SIMS) deals with the professional qualification and certification of the job role of
Social Media Networker. The aim of this project is the transfer of the Social Media
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Networker Skill to industry. This will provide a technological and methodological
strategy for online learning assessment, recognition, facilitation and qualification for
this new job role. The project includes:

e Development of an online accredited programme of study for the job role of a so-
cial media networker.

e Piloting of the programme in all participating member states of the project and
refinement of the programme based on systematic feedback.

e Dissemination of the project results via a range of channels including a major con-
ference and special issues in journals.

e Ensuring the sustainability of the project and its outputs through the European
Certificates Association and other bodies.

To this aim, this project will establish a skill set and certification criteria based on
the European-wide accepted scheme of the ECQA. It will involve industrialists on
an international level, and will implement the results in the respective partner
institutions.

The project partners arranged the project kick off meeting in Madrid in December
2011. Here they decided on the initial skill set titles of the Social Media Networker
course and distributed the task of writing 2-3 skill card elements each and the corres-
ponding training material based on the skill card based on literature review and self-
initiated research. For quality management purposes two other partners reviewed the
skill cards independently.

The structure of the skill cards (and consequently the training material and the
course) complies with the ECQA modularity rules for professions. The content of a
profession should be divided into the:

e Domain: The domain is the name of the profession (e.g. ECQA Social Media Net-
worker Manager)

e Unit: The content of the training is grouped into logical subject matter topics
(units). The number of units should be 3 to 7 per domain

e Elements: In order to provide a better structuring of the units, the units are divided
into elements. The suggested number of elements is 3 to 7 per unit.

e Performance criteria (PC): They are the criteria set for the minimum level of know-
ledge and performance required for a participant to effectively function within the
given job role. Performance criteria are defined for each element and the suggested
number of PCs is 3 to 6 per element.

The content of a Skills card is used within the ECQA for several purposes:

e for the description of the profession in dissemination materials and on the ECQA
web page,

e for the structuring the ECQA exam portal,

e for the design of certificates for participants, etc.

For each profession a short identifier consisting of three characters should be selected.
The identifier is used in the exam portal, on certificates, etc. (e.g. SRM for Social
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Responsibility Manager, MAN for EU Project Manager, etc.). Availability of the
profession code is checked by the ECQA.

For the job role of a social media networker, the topics of the skill cards are the fol-

lowing:

Unit 1:

E1: Introduction to Social Media
E2: Social Media Technologies

Unit 2:

El: Social and Business Networks (Facebook, Google+, LinkedIn, XING, as-
mallWorld, MySpace...)E2: Blogging, Microblogging (Twitter, Bloger,
Wordpress, Jaiku, Foursquare)

E3: Content Sharing, Recommendation and Collaboration (Youtube, Flickr, Picas-
sa, Podcast, Goodle Docs, Wiki, Dropbox, Slideshare , LastFM, Genius, Pandora,
Digg, Amazon, Snooth ...) + Education

Unit 3:

El: Planning, Implementing and Monitoring Communication (Trends, Analytics,
Integration to the whole communication plan .... )

E2: Enterprise 2.0 (Knowledge Management , HRM, Co-creation and user generat-
ed content, Training)

E3: Marketing and CRM (Social Media Marketing ,CRM and Supply/Chain and
Social Media)

Unit 4:

4

El: Culture of sharing and Online Reputation Handling (Management), Use of
Language, Branding, Netiquette

E2: Legal and Financial aspects of social media (copyright content and Culture of
sharing )

E3: Information overload (Semantic Web, Data Mining, Natural Language
Processing)

Discussion

There is no doubt that research and industry have access to, via social media tools, a
new environment of communication and collaboration. Thus, there is a need to facili-
tate the relevant stakeholders (owners, shareholders, suppliers, employees, researchers,
customers, and the broader community) in their successful adaptation to this environ-
ment. Social networking is currently the spearhead for a significant extension in this
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field, connecting researchers, developers, customers, supply chains, or creating Enter-
prise 2.0 Knowledge Management (KM) policies based on social networking as a
strategy will be a decisive factor for future success for many businesses.

The Social Media Networker profession arose from the essential need of the organ-
izations to get involved both actively and efficiently in social networking. The main
aim of this profession is to exploit these new ways of social networking and their
technologies and principles for communication and collaboration, as well as detailing
how organizations can profit from their implementation. Production of reliable and up
to date educational material, provision of structured and uniform training in the coun-
tries of the consortium members, and setting up online exams will be the initial steps.
Afterwards, as the importance and use of social media is anticipated to increase dra-
matically, training for this job role will need to be disseminated and exploited, so that
it becomes a useful mainstream tool in the lifelong learning processes. Furthermore,
as the development of relevant technologies is so rapid (Web 3.0., semantic web con-
centrating on data meaning, personalization, intelligent search, and not only) training
material will need to be updated frequently. This issue will be of vital importance for
the desirable successful continuation of this profession and the increase in the number
of relevant experts.

5 Conclusions and Future Work

This chapter focused on a new promising profession - the Social Media Networker.
After the presentation of a relevant literature review, the concept and activities of the
European Certification and Qualification Association were described. The next sec-
tions were devoted to the illustration of the Social Media Networker Project covering
all its main issues: establishment, concept and initiatives, terminology, as well as
training material contents.

The project consortium members believe the future trained professionals will enjoy
high employability and promising careers within the EU member-states, and beyond.
Relevant future work will initially concentrate on the sustainability of the Social Me-
dia Networker profession. After launching the profession on the market a job role
committee will be created by the current consortium members. The job role commit-
tee will be responsible for updating the training material with new technological and
social trends. Additionally, as it is obvious that the use of social networking will be
increased exponentially in the forthcoming years, the creation of even more relevant
new professions suggests promising dynamics in this field. These new professions
should focus on social media technology and marketing issues. The consortium of the
present project plans to focus on such research activities in coming years.
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