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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). 



Channel shift & local 

government - Grenfell 

Tragedy 



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.

• 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



Going viral 

Local government using 
social media effectively



What and 

how are 

social media 

tools being 

used for 

service 

delivery 

objects?



Service delivery



Which platform?
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Which platform? –
Approximately how often is new content added?
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Facebook 1% 11% 37% 29% 11% 5% 1% 1% 3%

Twitter 4% 10% 44% 23% 9% 6% 1% 0% 1%

Youtube 0% 0% 0% 0% 0% 24% 8% 35% 33%

Linked -In 0% 0% 0% 6% 15% 33% 9% 12% 24%

Instagram 0% 0% 0% 21% 29% 32% 4% 11% 4%

Google + 10% 0% 10% 0% 10% 20% 0% 0% 50%

WhatsApp
0% 0% 0% 40% 0% 20% 0% 0% 40%

Pintrest 0% 0% 0% 0% 0% 11% 22% 22% 44%

Vimeo 0% 0% 0% 0% 0% 0% 0% 38% 63%

Periscope 0% 0% 0% 0% 0% 0% 17% 0% 83%

Snapchat 0% 0% 0% 0% 0% 80% 0% 0% 20%

Tumblr 0% 0% 0% 0% 0% 0% 0% 0% 100%



Campaigns and 

promotional

77%





How does your organisation 

manage its social media?



How are you developing 

your social media for the 

future?
76.8%

Grow 

audience 

through 

multiple 

channels

73.1% More gifs 

and video

73.1% Promote 

and market the 

councils services



Final thoughts

24/7 world

Distinct from other sectors?

Democracy v loudest 

(digital ) voices?

Loss of control v 

empowerment of service 

users?
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