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Who? What? How? Yikes!

Pros, Cons, Policies, Frauds, Schemes




Remember When?

d Memory was something you lost with age
O An application was for employment

d A “Program” was a TV shoe

O A “Cursor” swore

O A “Keyboard” was a piano

ad A “Web” was a spider’'s home

a A “Virus” was the flu

O A “CD” was what a teacher or professor developed for teaching
(curriculum development)

O A “Hard Drive” was a long hard road trip with the kids, grandma,
lunch, no toys and constant slapping and yelling

O A “Mouse pad” was where a mouse lived
O A “3.5” inch floppy was something you discussed with your doctor
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Once you engage, you have to have thick skin!

THEY’RE TALKING ABOUT
YOU

27/09/2011 An Original by Transitional K
Solutions Inc



What truly is social networking? =oimeal

* |tis grouping

« Some are traditional networking sites and some are
not

 |t's how the 215t century communicates today

« Kind of like the old party lines in the country years
ago

* People want to share, meet, fight, gather, hunt and
mate

 Employers also surf looking for employees,
checking out employees
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What is Social Media?

 Emall lists

 Web forums

« User groups

* Photo and video sharing services

 Podcasts

o Social bookmarking A method of saving and storing web pages in a

single online location for future use or for sharing with other Internet users. Sites
such as ] and _provide social bookmarking.

27/09/2011 An Original by Transitional 5
Solutions Inc


http://www.digg.com/
http://www.stumbleupon.com/
http://www.reddit.com/

There are some great things

« Once you establish your brand, it gets around

* You can spy on the competition

* You can advertise in a fun way and ask your customers questions
* You can bring attention to your products

* You can increase customer loyalty and trust

* You can listen to their concerns

* You can listen to their opinion

* You can conduct market research

* You can provide great customer service

* You can build your municipal reputation

« YOU CAN SHARE INFORMATION! Omg!
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It's great but you do have to be diligent

WATCH OUT
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There are Risks

 Viruses and Malware

— Make sure your policies, standards and training are constant. Make
sure your IT people are watching

« Brand Hijacking

— Someone represents themselves as you, or changes your brand to
exploit you. Update all your staff and residents about fraud

 Lack of Content Control

— Employees posting wrong, false or improper information. Establish
clear policies that dictate what can and cannot be shared. Create
the ability to capture and log all communications.
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...... and more

« Unrealistic customer service expectations

— Make sure the staff can handle the traffic. Don't start
what you can'’t look after. Create policy and notice with
clear timelines that are realistic please

« Using personal accounts to chat about municipal
information

— Policies folks! Awareness training!

* Posting Pics or information that damages your
brand

— Policies! Training!
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And yes she still goes on....

« EXxcessive use of social media by staff

— Policies! Better yet, after your policies deal with the
offenders. Don't tag everyone with the same brush

 Employee access to social media via mobile and
municipal blackberries

— Policies! More training! More controls!
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Be aware

]

* Puppet shows are for the “kiddies’
* Flogging has made a comeback

« Playing Coy was found out too

* Over working doesn’t engage your municipality

* The nothing but spin blog — your teeth are your
business!

* Acting like you own the municipality
* Looking down your nose
* Letting it slide
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How to be transparent?

« Don'’t Astroturf — no fake campaigns, anonymous Commeﬁhfér or content
« Don’t mistake the value — you have to listen to your municipality

 Don’t be inconsistent — social media, customer service, communications
all working on the same plan

 Don’t wait to build a relationship — don’t wait until a catastrophe to ask
for opinion or help

 Don’t use inexperienced people to handle your twitter account
« Don’t over-react — once you hit send you own it!

« Don'’t be afraid to try and learn

« Have a plan to communicate with stakeholders on their turf

« Stop focusing on tactics — have a sustainable social media marketing
plan that outlines the 5 w’s of your efforts
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Now that I've scared you

How to proceed?

Authenticity and transparency
Respect your audience
Respect your community

Dedicate resources as this is hard work

— Don’t assign your social media to an intern or
iInexperienced employee
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“My oh my,” said the writer to the reader I'm the expert to entertain
you. All you have to do is read and learn from my brilliance! 4t

WRITING RULES
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Headlines Folks!

» Thursday September 1, 2011 —

« Saturday, September 24, 2011, the City of Sioux City and the
Environmental Advisory Board will be holding an E-Cycle & More
Collection recycling event. This event will be an expansion of previously
held e-cycling events and is to be held in the Long Lines Family Rec.

Center parking lot along Pierce Street from 9:00 a.m. to 2:00 p.m.

« The City of Charlotte's Development Services web portal is designed to
be a source of information to assist Citizens, Design Professionals, and
Developers & Contractors with development projects. On the pages of
this site you will find all the services, resources, answers, and links to
information that you need to navigate the process of developing in
Charlotte.
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OMG!

 Community Pool —

 After four years, six month litigation, forty or so
meetings, two engineering companies, several
unexpected construction delays due to a leak found
and faulty old wiring and four months of actual
construction the Pool project is finally completed.
The Pool opened on June 04, 2011 to a large
excited crowd of youth and adults. Come relax at
the Pool; it is only $0.50 to enter
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Report A Code Violation

You can use the form below to report town code violations to us by email.
Please consider your report carefully, and provide as many relevant
details as possible.

The Town of Is interested in actual or suspected code violations
only. If you need to report a crime, please contact the appropriate law
enforcement agency. This form is being provided for reporting Town
Ordinance (PTO) violations only.

NOTE: In order to complete this form, you will need to cite a Town
Ordinance that coincides with the code violation you are reporting.
Please go to our page to identify which PTO violation
you are reporting. Then you can come back to this page and complete
the form below.
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http://www.pahrumpnv.org/pahrump-nevada/documents/pahrump-town-ordinances-pto/
http://www.pahrumpnv.org/pahrump-nevada/documents/pahrump-town-ordinances-pto/

Write to “Rule” Please

Put in a table of contents and tell them what they're
going to get
Use sub-headlines to break up the page

Don’t put up roadblocks to easy reading. Don't use
all capitals. We use shapes to read and all Caps
slows me down and ticks me off

Break up your soliloquies. Each paragraph — 100
words

White background please
White space please — stops eye fatigue
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« Short sentences

* Leave your university degree on the wall

* No busy backgrounds

« Test your pages on many browsers

* Flesch-Kincaid your web sites — you'll be shocked
e Chat with people — don’t lecture them

« Use contractions — easier to read

* Use a sans font, not a serif font

* Clean up your typos and mistakes
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* Rid your text of over-used words such as:
— Get, that
— Use stronger verbs for example:

— Bad: Subscribe to our E-web newsletter and get a
valuable ebook.

— Stronger: Subscribe to our E-web and receive a valuable
ebook
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Readers are Scanners

Make your text visually appealing
Make it effortless to read

Use short simple sentences

Use Plain English .
Use Contractions = Must... send... one...
Use short paragraphs i more... tweet...

Use lots of sub-headlines '
Use a friendly voice

Post regular updates

Make those updates interesting

Don’t talk at them or they won't like
you

Share good depth and other
opinions

Track and measure your
information
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Keep it simple

Just Twittering Changed to good tweet
« Ding-a-ling Widgets Stores « Ding-a-ling Widgets
Nationwide to Open When the Stores opens on Midnight

Clock Strikes Midnight on
Black Friday and Will Remain
Open 24/7 Through Midnight
on Christmas Eve Giving
Shoppers More Hours to Shop
than Any Other widget store

Friday

 This one took 4 tweets!
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Use familiar names

Just twittering Tweeting

* Municipal utilities billing * No Penalty for Municipal
Delivery Delayed Due To Utility Customers Affected
the computers down, by System Outage

System Outage,
Customers May Request
Home Delivery of their
billing without Extra
Charges
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Don’t over tweet

Respond to all requests
Respond to your followers
Keep true to your brand
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It's here to stay

« We all freaked out when we had to develhcl):rr)na web
site and now they are relatively boring online
brochures.

* We then worried about blogging

* We then couldn’t understand tweeting and LinkedIn
etc.

* It's here to stay, so being afraid of it, will make you
loose when developers come to call, tourists want
to stay and companies want to transfer their staff to
your municipality.
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Head Office: 780.288.4223
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