How Is local government
making use of social media?

“Ever since I signed up for Twitter, I get the
feeling that people are following me!”

Mo Baines, APSE Head of Communication and
Coordination

Join the conversation using #APSEcomms
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The future of local government
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The future of local
government

Who do you trust the most to make decisions about
how services are delivered and about how services
are provided in your local area?

6%

m Your local council
34% ® The government
50% )

Neither

" Don'tknow

10%

Who do you trust most to deliver services to your local area?

7%

23% §
W Your local council

= The government
B A private company
None of them

Don'tknow

10%

Would you like to see the government keep more money than it
currently gives to local councils to spend at national level or
should it give more money to local councils to spend at the local

level? 0
More money tolocal level @ LA
21%  20%
16%
15% 14%
I I I
5 6 7 8 9 10
* Respondents were asked to place themselves on a scale of 0-10 scale, where 0 meant that they would
like to see the government keep more money than it currently gives to local councils in order to spend
more at the national level and 10 meant that they would like to see the government give more money to
local councils to spend at the local level.
» More than three-quarters ofthe public (79%) chose a number between 6-10 on the scale, indicating
that they would like the governmenttogive more money to local councils to spend at the local level.
* Further, more than atwo-in-five (43%) chose a number between 8-10 and one in ten (13%) chose 10.

e Around 15% thought that spending should remain the same, choosing 5, while only 6% chose a number
between 0-4, indicating theywantedless money to be spent at a local level.

6% More money to national level
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Managing expectations in
the digital age @

Sobkware is eating up the world:
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Customers Demand Real-Time Interactions

The culture of immediacy has fundamentally changed the nature of customer interactions
with companies. Sixty-four percent of consumers expect companies to respond and interact

with them in real time.

Consumers

o
64%

of consumers expect
companies 1o respond
and interact with them
in real time

295
Rankings

@ research

Business Buyers

80%

of business buyers expect
companies to respond
and interact with them
inreal ime




Channel shift & local

government

‘If residents feel informed about what their council does, they are more likely to be
satisfied with its services. It is a virtuous cycle.’ (Ipsos Mori/LGA 2008).

[
Exposure

Visits, visitors,
views, followers,
fans, subscribers,
brand mentions

Engagement

Clicks, retweets,
shares, @replies,
DMs=, wall posts,
comments, time on
site, RSS
subscriptions

Influence

Share-of-voice,
sentiment, dick-
throughs, loyalty,
re-visits

Action

Downloads, leads,
forms, proposals,
sales



Channel shift & local
government - Grenfell
Tragedy
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Grenfell was 3 terrible fire and 3 huge
communications challenge
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Communicating in a digital age —
ONS 2017 internet users in the
UK stats

* In Quarter 1 (Jan to Mar) 2017, 89% of adults in the UK had recently used the
internet (in the last 3 months), up from 88% in 2016; while 9% had never used the
internet, down from 10% in 2016.

« Virtually all adults aged 16 to 34 years were recent internet users (99%), in
contrast with 41% of adults aged 75 years and over.

* 90% of men and 88% of women were recent internet users, up from 89% and
86% in 2016.

* Recent internet use among women aged 75 and over had almost trebled from
2011.

o« 22% of disabled adults had never used the internet in 2017, down 25% in 2016.

» Northern Ireland is catching up with the other UK regions in recent internet use,
reaching 84% in 2017, however, it remained the region with the lowest recent
use.




Communicating in a digital age

Social networks and the changing

media landscape

Figure 2. Three-year CAGR by media industry sub-sector

Media sub-sector

Social Media

Video Gaming

TV Production and Distribution
Film Production and Distribution
Advertising

Other

Music Publishing and Distribution
Book Publishing

Information Publishing and Events
Mews Publishing

Magazine Publishing

Source: Delaitte, 2017, based on published company accounts

3 year CAGR
83%

14%

14%

12%

6%

5%

0%

-1%

Figure 4 Internet activities by age group, 2017, Great Britain

Reading online news newspapers or
Magazines

Social networking (eg Facebook or Twitter)

nternet banking

Telephoning or making video calls over the
nternet via a webcam

Uploading content created by you toa
website to be shared

Source: Office for National Statistics
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Going viral

Local government using
social media effectively

- !
how a dumped speedboat thread went viral & Doncaster Council & 4
a.car in 8 pond. Now we have a spesdboat on & = @MyDoncaster

November 24, 2017

Doncaster Council @ 7
\ Follow ) v
@MyDoncaster A

We have found a speedboat. On a road. In
Doncaster. THREAD:

nother day in Doncaster, apparently”
One line of investigation is that this guy could be involved.
pic.twitter.com/s|60z6pUF6

3:50 PM - Oct 31, 2017

Doncaster Council & (@M, Dor
We're all In stitches. pic twit
Doncaster Council @ 4

Seriously, even the boat looks embarrassed!

3:47 PM - 31 Oct 2017

1343 Retveets 1,9331kes DO TP L DSS B
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What and
how are

soclal med
tools being

used for
service

delivery
objects?

a

Receive and respond to customer/client enquries

Raise awareness of consultation

Communicate regarding day-to-day service delivery

Enhance public opinion and awareness of the role and
function of the organisation

Promote healthy lifestyles

Advertise job oppotunites

Service based consultations e.g about service changes
such as bin collections

Promote the local area as a tourist destination

Gather intelligence about what is happening
in local communities

Promote turnout at polling stations

Communicate/network with partners, across the sector

Advertise/sell additional or traded services

Stream or provide live commentary on council meetings

To communicate internally with colleagues

As a point of contact for local councillors

82.50%
77.68%
77.50%
76.92%
73.50%
68.38%
65.00%
64.96%
52.50%
50.89%
50.00%
11.67%
29.46%
23.21%
22.32%
U:%: 2[;% 4(;% 6[;% 8[I]% 1UIU%



ervice delivery

Receive and
respond to...

Communicate
regarding...

‘Gather
intelligence...

Service based
consultation...

Advertise/sell
additional o...

Other (please
specify)

Q2 Enhancing service delivery

Q

10%%

20% 3I0% SO0 50%% GO TO0% B0 20% 100%%:

ANSWER CHOICES

* Receive and respond to customer/client enquiries

* Communicate regarding day-to-day service delivery

* Gather intelligence about what is happening in local communities

* Service based conzultations e.g. about service changes such as bin collestions
» Advertise/sell additional or traded services

* Other (please specify)

Total Respondents: 120

Responses

RESPONSES

82.50%
T7.50%
52.50%
85.00%
A.67%

6.67%
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Which platform?

Facebook 97%

Twitter 96%

Youtube 67%
Linked-In e 51%
Instagram I 41%

Google+ NN 18%
WhatsApp I 16%

Pintrest IEEEE— 15%

Vimeo NN 10%

Periscope I 9%

Snapchat . 8%

Tumblr & 3%

0% 20% 40% 60% 80% 100%

120%



Which platform? —

Approximately how often is new content added?

1% 11% 37% 29% 11% 5% 1% 1% 3%
4% 10% 44% 23% 9% 6% 1% 0% 1%
0% 0% 0% 0% 0% 24% 8% 35% 33%
0% 0% 0% 6% 15% 33% 9% 12% 24%
0% 0% 0% 21% 29% 32% 4% 11% 4%
10% 0% 10% 0% 10% 20% 0% 0% 50%

0% 0% 0% 40% 0% 20% 0% 0% 40%
0% 0% 0% 0% 0% 11% 22% 22% 44%
0% 0% 0% 0% 0% 0% 0% 38% 63%
0% 0% 0% 0% 0% 0% 17% 0% 83%
0% 0% 0% 0% 0% 80% 0% 0% 20%
0% 0% 0% 0% 0% 0% 0% 0% 100%



ampaigns and
romotional

Q3 Campaigns or Promotional Work

Promote the
local area a...

Promote
healthy...

Advertise job
opportunities

7%

Enhance public
opinion and...

Other (please
specify)

0% 10%  20% 30% 40% BO% 60%  70%  B0%  90%100%

AMNSWER CHOICES = RESPONSES

~ Promote the local area as a tourist destination 64.26% 76
+ Promote healthy lifestyles 73.50% 56
~ Advertise job opportunities 68.38% ao
w Enhance public opinion and awareness of the role and function of the organisation 76.92%h 90
~ Other (please specify) Responses 10.26% 12

Total Respondents: 117



Q8 How has the way you've used social media affected your budget? (Please tick all that
apply)

It has created
savings
It has
generated ne...
It has
increased costs
It has made no
difference t...
0%  10% 209 30% 40% 50%  60% 70% BO% 90% 100%
ANSWER CHOICES ¥  RESPONSES =
« It has created savings 1.46% 34
+ It has generated new income for the council 17.07% 4
w» It has increased costs 6.10% g

» It has made no difference to our budget 50.00% <]



How does your organisation
manage its social media?

50.00%

Customer contact received through social media is...

All social media channels are managed and updated by a... 48.94%

We offer training for staff in the use of social media NG 39.36%
We offer training for councillors in use of social media GGG 0.79%
We have a social media protocol for elected members GGG 1.238%
Frontline staff are enabled to post on social media... IEEGNNNN 21.28%
Other key aspects of our approach include: NG 13.09%
We have at least one post dedicated to maintaining social... INEGTENEGEGEGEGEGE 17.02%

We have at least one post dedicated to maintaining social... NI 10.64%

0% 10% 20% 30% 40% 50% 60%



How are you developing
your soclial media for the @

future?
76.8%
Grow 73.1% More gifs
audience and video
through
multiple
channels 73.1% Promote

and market the
councils services



Final thoughts @

24/7 world
Distinct from other sectors?

Democracy Vv loudest
(digital ) voices?
Loss of control v

empowerment of service
users?




Final thoughts

The whole concept of digital engagement is to become one of the voices, to be part
of the network. Once people understand that councils are made up of humans
trying to solve problems, an organisation made up of people who care about their
work, it recasts the concept of a local authority nort as a controlling organisation
but as one who people trust to possess the requisite knowledge to guide them.
(Reynolds, 2012)
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Mo Baines

APSE Head of Communication and
Coordination

Email mbaines@apse.org.uk
@apseevents @apsenews
Join us on LinkedIn
WwWWw.apse.org.uk

www.apse.org.uk
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