Customer contact in
Highways and Winter
maintenance

Simon Spedding, Group Manager (Design and Operations)
Simon Williams, Senior Digital Officer (Strategic Communications)

@sgloscouncil
facebook.com/sgloscouncil
www.southglos.gov.uk/socialmedia
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Once upon a time..

Letters from the dominions
Parish walk-rounds

Phone calls

Call centres

 And there was email
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Expectations of how people receive
information are changing

Fast access to accurate and latest information

* Opening times...schools, offices, services
* Bin collections

 Gritting

 Roadworks and closures
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Changing expectations about everyday
contact

e Channels that are part of everyday life

 Don't like to wait on the phone

« Hiding behind digital profile?

* Increased access and scrutiny - phones, tablets etc
 Ability to submit photos and location data with queries
« Expect/demand a quick response

« Rapid spread and sharing of information
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Increasing expectations

in Bromley Heath Park. Causing

local dogs gastroenteritis. Please psgloscouncil When are the brndge

investigate widening works at Teewell Hill going
to be finished?

South Glos Council
We will send out _
an inspector to check the dew psgloscouncil Could you puta
pond S|gn up telling the birds that this
o isn't for their use!
Thanks!

T
ey

psgloscouncil has the dew pond
been inspected yet please?
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Internal preparations

 Integration of social media

« Tweetdeck for teams, facebook admins

* Policy

« Direct contacts, templates and ‘model’ responses, rotas
« Web app for schools opening status

» Website - signpost to social media

* Regular internal updates when necessary

South Gloucestershire

Council

www.southglos.gov.uk




Integration and monitoring

« Sign post social media

« ‘fast track’ accounts

« Tweetdeck for teams

* Facebook ‘work’ profiles for administration
* Google alerts monitor ‘big data’

* Free tools e.g. twitter analytics, facebook insights,
socialmention, topsy, tweetreach

South Gloucestershire
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Website traffic (severe weather)

Example: Severe winter weather 2013

72,822

Daily page views 33,156

27,299 95 145

19,991
11,419

~

Average
15,345

Wed 16 Thu 17 Fri18 Sat 19 Sun 20 Mon 21 Tue 22 Wed 23
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Encourage engagement

facebook &

o e postineg, commerting a0 liking & Seuth Qo

South Gl

tershive Councll — Change to South GlasCouncil

(ERN <.k o people, placas and things

Q = South GlosCouncil

South Gloucestershire C;

Lika « Camemant : Share

247 prople 1

South Gloucestershire Council
19 January

Al of our libraries sre open loday - find oul more at
s southglosgovuk fibranes

Uke - Comment * Share

243 pecple saw this ozt

South Gloucestershire Council
18 January

Kingsgate Park. in Yate covered i snow

Like * Camment  Share

264 peopie saw this post

South Gloucestershire Coundil

meil  Timeline *  Now *

Like * Commant - Shara 257 91

261 people saw this post Boost Post w

K7 South Gloucestershire Council
Lot T 13 dewary @
Boost Post w

e bo the snowe and Iy condibons, the four SORT IT* Cenlres,
that prowide residents of South Gloucestershirs with howsehold
wts and racycling Faciifios, we cosed baday,

Like * Commant - Shara Fafl = FH

295 peaple saw this post Boost Post w

Snulh Gloucestershire Council
18 Janwary

South Goucestershire libraries wil close st 17:00 today,

Like - Commant - Share w1
51 paopls saw thes post Boast Post ¥

South Gloucestershire Council
18 Janusry @

A the snow continues to fall scross South Sleucestershire, do you
hiawa amy sy photos wou can share?
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Boost Pogt

gRe e

menting and liking as

| South Gloucestershire Council Timeline * Now + |

Hawe you built a snowman yet? We would love you to share your
photos of the snow in South Glaucestershire on our Facsbook page
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Like * Comment * Share [4F]

267 people saw this past

South Gloucestershire Council
20 January

Keep Up to date with the |atest information on counci services
sffected by the sraw 2t hittp: kit i Aiibis 50
Like * Cornment * Share 1z

281 people saw this past Boost Post

_ South Gloucestershire Council
20 January

A5 we didnt get any more snow vesterday sll Four SORT ITH
Centres are OPEM today. For more information wisit: hitp: f/bit.hy
fZicqEE

Like * Gornment © Share 4
271 people saw this past Boost Post

South Gloucestershire Council
19 Jaruary

Frozen veg at Mangatshield sllotment

Boost Post

hange to South GlosCouncil

Admin Panel

South Gloucestershire Council
20 January

Gritters (4 photos)
South Gloucestershire’s winter gritting fleet are working around the clack

Like * Cornment « Share
265 people saw this post Boost Post =

South Gloucestershire Council
200 January

Tt lacks like even the statues are trying to keep warm in Emersons
Green!




Challenges

#useless #tossers #completejoke
OPEy * Internal tracking
: « Answer or not?

* Linking messages
 Acting faster if we can
* Monitoring outside normal working hours

24/7 * Reputation management
non stop  Users/contacts in Technical teams
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Rewards and prizes

Ewen Mal[ach enh

;'a reat! Thanks for the
action. My nde home will be

Spudrm! :
(c ‘l-.] incil well done to all your

eclated.

South Gloucestershire Council
T 20 January

For a map of the primary and secondary gritting routes in South
Gloucestershire, please visit http: /it ly/10we0UD,

Like * Comment © Share i1
Y 5 people like this,
L) Wigw 1 more comment

Micola Hudson Please can you fill up the grit bins too. We are

desperate for grit on Beacon Lea, Mext to Beacon Rise Primary
" schoal,

21 January at 09:34 via mobilz * Like

South Gloucestershire Council Hi Micola, Grit bins are being
refilled again today.
21 January at 09:39 * Like

.| Wribe & commment. ..

+201

242 people saw this post Promote

+110

Gabriel Scally

@claudemmx2 Well done South
Gloucestershire Council

T : uncil & their ereat C hief
Eu-v: Amanda Deeks. Pavements are
for people not ice!




Rise In social media usage
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Lessons learned

= Close the loop
= Social media competencies
= Correct any misinformation

= Respond timely and consistently, acknowledge if a response
might take a while to gather

= Co-ordinate responses

= Use images, web links and video

= Need for better social media monitoring tools

= Be proactive. e.g. road closures, changes to services
= Ensure comms channels for the digitally excluded

South Gloucestershire
Council

www.southglos.gov.uk



Next steps

* Management tools and better contact centre integration
= Review social media policy and guidance

= Monitor upcoming digital trends for customers
e.g. Streetlife, Mr Pothole

* |ncrease use of video content to engage
= Twitter still most popular amongst local government

* Improve integration between digital channels
including web, flickr, pinterest, youtube and vimeo
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