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Presenter
Presentation Notes
So, yes, as you can tell from my overly-bureaucratic title, I work in government. But today we’re here to discuss how to use social media to reach people in ways they don’t typically expect a government to behave.


Government in the Digital’Age

o County website
 Interactive online maps
* Recycle Coach app

— website & mobile
e e-Newsletter
e Social Media:-:

...which means “Facebook”

CENTER FOR DIGITAL GOVERNMENT

DIGITAL

COUNTIES
URVEY 2018 WINNER
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Having an online presence isn’t optional. And in our region, there are lots of digital success stories:
Arlington County
Fairfax County
Montgomery County
Prince George’s County
And us!


The first four aim to REDUCE actual, direct human contact (i.e. call volumes). 

But Social media also provides pre-emptive access to information…but it is more about building connections. It provides another avenue for communication, especially for residents who may not be likely to call or to go looking for you info. (But still need it.)




Facebook is a Gift. (Yes, really:)

o It's affordable for government budgets.
 It's easily manageable.
 It's highly accessible by the general public.

., h. « * And, science says so.
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We hear about the evils of the digital age and how Mark Zuckerberg and Google are vying to own our souls.  Our friends post that they are “taking a break from facebook”. 

BUT…Social Cognitive Theory is a theory of learning that focuses on changes in personal behavior that result from observing others. Studies have shown that when you are encouraged by friends or neighbors, you are much more likely to recycle than when you just get information from a flyer. 

This means that those of us who work in public outreach can use Facebook as a force for good! But, how do you do it?



Behavioral Psychology 1041

« Residents tAink they know everything they
need to know.

e But they don't.
* They're less likely to listen to you.
e And they outnumber you.

@@@

® This is where the gift of Facebook becomes
priceless. (Or pretty darn cheap anyway.)

@@@
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First you need to get folks to pay attention to you. 
We’ve been trying to do that for decades, right? We mail out flyers but we never know if residents read them. (Or even recycle them.)
Many folks won’t look at our messages because they think they already know all about recycling. After all, it’s been around since the 80’s, which is more than the entire lifetime of a lot of recyclers. 

So how do you break through? You can do TV ads, billboards, radio, mall kiosks, print advertising, bus wraps, event sponsoring…there are infinite ways to conduct a big, flashy campaign- and McAndrew can help you with that. But you also need a manageable day-to-day approach.

((I have no idea how other jurisdictions work, but in Frederick County I have long been a one-woman outreach “team”, working on a very limited budget. One person, spending less than a dollar per year per resident (far, far less) could you know, maybe, possibly feel overwhelmed. Facebook can help.))


* The goal of social media is to create connections.

* The goal of social marketing is to create
behavioral change.

Facebook provides a
Wt 4o change platform for your
the werld 7 audience to do

the work for you---

Fhat's wmazrbe {lﬂﬁ.

IF they get your
message.
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If you know that residents are more likely to listen to each other than to you…you need to introduce YOUR ideas into Their conversations.

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiVjKuEwpncAhVDn-AKHbNoAXcQjRx6BAgBEAU&url=http://socialmarketing.blogs.com/&psig=AOvVaw3WzI4CvFSSN2gxIjTNn6f0&ust=1531483288613705
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiVjKuEwpncAhVDn-AKHbNoAXcQjRx6BAgBEAU&url=http://socialmarketing.blogs.com/&psig=AOvVaw3WzI4CvFSSN2gxIjTNn6f0&ust=1531483288613705
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oi There is an update available, do you want to install it?

Now downloading Recycling V6.2:

This update will install new
knowledge of recycling processes,
markets, contracts - and your
impact on the program!
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If residents don’t know what’s wrong with recycling, they can’t talk about it. 

We constantly adapt to other changes in life and especially technology. Not always because we want to, but generally because we HAVE to. Software, operating systems, apps our phones… everything updates.�
Wouldn’t it be great if we could just force a “required recycling system update” the next time our residents go to use their recycle bin?

Everyone in this room knows that our industry isn’t static. When MRFs, markets and contracts change…the rules for recycling can change along with them. We need our residents to “get with the program.” 


It's SOCIAL Media

bu-reau-crat
/'byoora krat/ <)

oL

an official in a government department, in particular one perceived as being concerned with
procedural correctness at the expense of people’s needs.
synonyms: official. officeholder. administrator. public servant. civil servant. functionary: More

This is a very different game than your:
— Official website

— Press releases

— Handouts

— Malilers
— Cart tags



Presenter
Presentation Notes
Using social media to work towards that goal is a VERY different process than traditional government outreach efforts.

REMEMBER: You can’t create behavioral change if folks aren’t listening to your message.




So, What Works on Facebook?

Region A Region B

Region C

Lighten up
Use visuals
Get personal
Be open

Be available

1 B LU

Region A = Annoying

Region B and Region C = Unannoying
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Here are my five guiding principles for Government Facebook Presence.


humanize your
create connectic
make a lasting |
Increase engagement

promote post sharing
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The tone of your Facebook presence can be more like your public interactions. Think conversation at the County Fair.  Or middle school class program. (That might really be the best analogy…)


' Recyciing In Frederick County - e

Marc 12 - @ IT:S/0K:YOU GAN STILLCOMPOST IN WINTE
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Jayhm Megrudcer, Barbars Adels Fine, Sasha Fureman Wright and 77
others Fks= This.
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This is what that looks like for us. I have a personal goal of trying to find content that is seemingly completely unrelated to waste management and making it work. Because the unexpected is attention-getting.


| X - - E-_'._
JOK'TO SEE IF THENEIGHBOR'S
- CARTIS OUT... |

TBUT MEMORIAL DAY
WAS SO MANY
_DAYS RGO,
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Find what works elsewhere on social media and make it work for you. That means you now have a justification for surfing the internet and looking at cat videos while you’re at work. 

You’re welcome.

(And these images can be made using online meme-generators, so not spiffy photo-editing skills are required.)


KEEP
CALM

AND

RECYCLE ON

(THE RIGHT DAY)

SOLO AND CHEWY

Awesome. But, not recyclable.

ull Verizon LTE 10:18 AM

Edit Alarm

455

JK! You don't have to get up this early.

5:10am

You deserve another snooze.

5:25am

You could ~maybe~ sleep a little more.

SIALQINY

Umm, OK, you're running out of time...

H:55am

THE RECYCLING TRUCK IS COMING!!

World Clock
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Don’t have photo editing skills? Don’t worry. Use what you’ve got. Microsoft word. Publisher. Your phone. 
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t Recycling in Frederick County

February 4 - &

Having a Superbowl party? Make sure greasy pizza boxes, Solo cups,
potato chip bags, napkins, food waste and other non-recyclable items don't
get tossed into a blue bin. When you recycle right, everyone wins. Learn
more at: https:/iwww frederickcountymd.gov/_.. /Avoid-Mistakes-Recycle-. ..

\WHEN YOU SEE SOMEONE

ABOUT TO THROW

SOMETHING NOT =~

RECYCLABLEINTO . .’
ABLUEBINS I ™. i

Y ¢ ®

= e A IS .
- (WERE WORKING ON IT. sigNlupirorE |0 1[IV { 30 [ Eﬂ'ﬂfﬂ L S—

o Like () Comment

) T .

WWW.FREDERICKCOUNTl |Y|MI D.G.ovl‘, /lin”issvlc—:L 0

INSTANT UPDATES: CLICK “NEWS FLASH:'AT
YCLE'

Jaylyn Magruder, Scott Betts, Jamie Cohen Fraunhoffer and 90 Mozt Relevant
others like this.

33 Shares
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BUT, if you can use photoshop, you can visually connect your message to ANY current event, whether it’s the weather or the super bowl. Because how else are you going to get a celebrity endorsement? And who doesn’t want to see Tom Brady getting tackled for breaking the recycling rules?!




But remember---
your presence Is as
important as your
pictures.

January 286 - &

' Recycling in Frederick County

Today is officially "Spouse's Day.” (Mo, really, it's a thing. Google it.) So, let's
start a fight! & In the comments, tag your beloved's name, then list the
itemns they put in the recycle bin that AREN'T actually recyclable. Or, the
things they toss in the trash can that really should be recycled. We'll chime in
to help settle any longstanding recycling disputes. You're welcome.
#recycleright

() Comment
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Don’t have a current event? There is literally a random holiday every. single. day. And you can find a picture for it.



April 24 - 3

3 ® G et Pe rso n a I ' Recycling in Frederick County

EARTH WEEK, DAY 5. Not that we're trying to start something. but...did
you know that research has shown that men are more likely to litter and
less likely to recycle than women? But, wait, there's hope! Studies also
show that men are more likely to engage with eco-friendly organizations
that are “overtly masculine.” Honestly, we're not exactly sure what
Promotions “overily masculine” recycling messages ook like, but we'll do our best.
Aggregated demographic data about the pea| Because, obviously, we think that recycling is a tot... See More
they provide in their user profiles. T —= = = —

Overview Your Fans  Your Followers People Re

Followers

Likes

Reach Women

: B 78%
FELENIETS Your Fans

Page Previews

Actions on Page Men

Posts | 21%
Your Fans

Branded Content

Events
Country Your Fans

Videos
United States of Amer... 3,728
Stories

Pakistan 15

People . A 1 ’v—

Local 2YOU MEAN'BEER'CAN
/i RENEWALSYSTEM?

@ =0 Jessica Diazand 112 others 22 comments 17 Shares
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Get to know your audience.
Who are they? What resonates with them? Do they swoon over inspirational quotes? Do they geek-out over insider industry information and technical details? Are they looking for info on alternate recycling programs? Community event postings? Or are they just there for the memes?

I try to cover ALL the bases. But if you want really want to analyze what works with your audience, and who they are, Facebook has tons of tools, graphs and data to dig in to. Quite honestly, when it comes to analytics I’m a bit overwhelmed by it all- this is probably a realm of Facebook that McAndrew would be far better at addressing.


‘ Recycling in Frederick County see

Published by Annmarie Creamer |7 - J

Get ready! Garden chemicals, stains & st w Brittany Goldwyn Merth Michael Merth of interest
fluorescent light bulbs, pesticides, rechar O

chemicals and other household hazardou Like - Reply - Message - 5w
free, safe disposalirecycling at our annuUa: sprwng oo Loup—on Lvsi,

th|5 Saturday‘ June g from Bam to 12pm at “"Ie Pnhlir‘ Cafoba Traininm _
Center (8349 Reichs Ford Rd). For full details, p

www.FrederickCountyMD_govihazwaste #beseen

t Recycling in Frederick County We think so!

Like - Reply - Commented on by Annmarie Creamer Bw

a Brittany Goldwyn Merth | love your page! | never thought
a Frederick County recycling page could be so good. |
don't know who i1s running your social media, but you're
THE BEST!

Love - Reply - Message - 5w QDS

Lauren Trouton Rich Trouton, We should take advantage of this.
2
Like - Reply - Message - 5w @

' Recycling in Frederick County Rich- she's totally right.

. . =2
Like - Reply - Commented on by Annmarie Creamer S

Lisa Marie Fields Ryan Fields please drop off the mercury weve
had for years

Like - Reply - Message - Bw °1

Recycling in Frederick County Ryan, we're here for
you. And your honey-do list.

) i &
Like - Reply - Commented on by Annmarie Creamer Q
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For me, getting personal means making direct contact with the followers. This is an opportunity to be human in a digital realm. And to, as always, “lighten up” and show that bureaucrats are people too.

So here’s a very straightforward event posting. I mean, what’s heartfelt or humorous about hazardous waste? But it’s in the comments after the post where you have a chance to connect and make your page stand out.

This is fun- but it isn’t just a nice way to pass the office day. Facebook is ruled by algorithms. They make their money by making sure their site is interesting to the people who use it. And they mathematically analyze everything to ensure that. SO, each time you respond to a resident, that figures into their equations. Each time a resident responds to you…that’s an even bigger bump. The more interactive you are, the more liked your page and your posts are…the more likely your content is to be featured in THE NEWSFEED. 

Which is critical, because almost no one is going to go to your Facebook page. You have to get your content to go to them. You can pay to do that with boosted posts (another area for McAndrew to delve into), or you can try to get connected into the network of Facebook- that’s called organic reach in social media speak. And organic is good. Because it’s free. 


!M Doree Lynn Miles Which Goodwill locations do this? I've asked

a I “ a Tn n I E*i at the location off Rt. 40 and they didn't know anything about
~ textile recycling... 52
" Is ST“ FF To a Reply - Message - 11w o

/ Recycling in Frederick County Might be that you just
I caught an uninformed clerk off guard. Let's find out.. Hey
hip staff Goodwill Industries of Monocacy Valley,
Inc......Say it "aint so™ Can you provide more info on
which of your locations offer textile recycling? Thanks!

I
T

-
—
ra

3

marie Creamer T

@ Goodwill Industries of Monocacy Valley, Inc. Excellent
question, Recycling in Frederick County and Doree Lynn
Miles! As donations come in, our donation attendants and
processors sor for textiles that can be sold and items that
cannot be sold in the stores. Unsalable textiles from GIMY
stores are transported to our warehouse, bundled and
picked

(EVENTU
IT'ARC

™ t Recycling in Frederick County Doree Lynn Miles - now
we know! Staff in a store may just see stuff getting sent
out to the warehouse, not knowing that the warehouse
sorts and recycles what cannot be sold. Oh- and it's
important to note that textiles must be DRY. Because mold

I, not

[ B

Wy

Love - |

& Doree Lynn Miles THANK "r"l'}LI[.u»I

Love - Reply - Message - 11w

1

Recycling in Frederick County See, this is what
happens when social media uses its powers for good. *g

= G5
Like - Reply - Commented on by Annmarie Creamer 1
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Being personal also means being connected to other Facebook pages. This helps you, your followers and other organizations in your community. Here’s an example where I couldn’t answer a resident’s question, so tagged in another page –Goodwill- to provide info. It was a customer service win for both pages and the recycler.


4. Be Open

Page

Inbox

i+ General
Messaging
Edit Page
Post Attribution
Nofifications
Messenger Platform
Videos

Page Roles

People and Other Pages

Preferred Page Audience

Authorizations
Branded Content
Instagram
Featured

W4 Crossposting

['] Page Support Inbox

@ Wi-Fi Network

Notifications

Insights

Publishing Tools

Page Visibility
Page Verification

Visitor Posts

Audience Optimization for
Posts

Messages
Tagging Ability
Others Tagaging this Page

Page Location for Frames

Country Restrictions

Age Restrictions

Page Moderation
Profanity Filter

Similar Page Suggestions

Page Updates

Post in Multiple Languages

Translate Automatically

Promotions

settings

FPage published
Fage is verified

Anyone can publish to the Page
Anyone can add photos andvideos to the Page

The ability to select Mews Feed targeting and restrict the audience
for your posts is turned on

People can contact my Page privately.
Other people can tag photos posted on my Page.
People and other Pages can tag my Page.

Other people can use your Page’s location for photo and video
frames.

Fage is visible to everyone.

Page is shown to everyone.

Mo words are being blocked from the Page.

Setto strong

Choose whether your Page is recommended to others

Page posts are automatically published when you update Page
info, reach milestones, receive reviews and more.

Ability to write posts in multiple languages is turned on

Your posts may show translations automatically for people who
read other languages

Help +
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Which isn’t to say that it’s all happy face emojis and thumbs up signs. 

When I first convinced my boss to start a Facebook page, there was significant concern that it would be used a public forum to complain or get political or complain about politicians. 

If this is a concern, know that Facebook offers a wide array of settings that control what kinds of interactions the public can have on your page.

That said, we have always kept our page open and have never had a problem that wasn’t easily managed.


Be Open: Invite Some Eriends

Recycling in Frederick County
Published by Annmarie Creamer 12 - July 9 at 9:49 AWM - &

Did you know that by the year 2050 it is likely that there will be more

plastic than fish in our oceans? Starbucks just announced a goal to Invite to Like Recycling in Frederick County
reduce one small bit of all that waste: they aim to eliminate plastic straws

from all of their stores. Click the link below to see an interesting 1-minute All 2 0 20 &g

video from CHN on the impact of plastic in the environment.

Then, share this post or comment below to tell us what you're doing to

reduce the use of plastic. We'll select someone at random to win a

reusable canvas tote bag, a refillable mug and a spiffy recycling t-shirt! Lori Bickford Runion
#reduce #reuse #recycle

Invited

Brenda Fox

Debbie Himes Shores

Janet Beitzel Clark Invited

Doree Lynn Miles
MOMEY.CMNMN.COM
Starbucks is eliminating plastic straws from all stores
CEOQ Kevin Johnson called the move a "significant milestone” in the. ..

S, 3764 people reached

@0‘.‘ Lynn Suter, Pam Wheeler and 96 others 16 Comments 25 Shares

Stacy Bowles
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So, now that you have a light-hearted, visual and personally appealing…how do you get folks to “like” it? 

As I said before your content can do that organically, by drawing interactions and followers, but it also sometimes takes an clear and open invite from you. So, watch what’s happening on your page and invite folks to get involved.


£l on Facebook

{
et a notification each time there is activity on your Page or an important Page update.
o v I ) Get one nofification every 12 - 24 hours on all activity and updates on your Page during that
time.
© off

Edit your notification settings for:

Mew Page Check-in Turn On

Mew Page Mention Turn Off

New Post Comment Turn On

Edits to Comments you have written Turn Off

MNew Subscribers to events Turn Cn

(¥ o) ® ®

Y Notlflcatlon Settl ngs Mew Followers of Page Turn On
MNew Likes on Page post Turn On

New Likes Turn On

o Face bOOk Pages App Edits to Posts you have written Turn Off

New Shares on Page p Turn On

Messages

Get a notification each time your Page receives a message.

-

‘ ‘ pr 1 Getan email each time there is activity on your Page or an important Page update.
b =

il Yerizon LTE 211 PM 83% .

DA 13

=@ Veryresponsive to messages Hotop” ¢ Prasavidss: ‘cacoptics nd
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To watch and be involved with your page means you have to be available. Facebook can be as big or as little a time-suck as you want it to be, and again, Facebook provides plenty of settings to help monitor and control the action on your page.

I’d also strongly recommend the mobile Facebook Pages app, so you can be in touch with your page’s activity anytime, anywhere. Of course, I’m on salary, so, the County pretty much owns me anyway.

The mobile app also greatly reduces the danger of posting as you, personally vs. posting as your Page. 

Facebook provides all these tools to make managing your page easier, to help you build your audience. Because that’s good for Mark Zuckerberg. But it’s also good for you, because your page will be promoted by Mark more if you’re responsive.

A response rate of 90% and a response time of 15 minutes or less is a goal to strive for.


r) P ,& — JJ‘- l J ~ '_'a- J s a-l a-l P

Be Available: Facebook Viessenger
» Hello! Let us know if we can Q !

I:I This is W answer any guestions for you. ) manage this Page.

O

Chat Now

| o My

Frederick Counf ]
@;Frederéckﬁecycl% Saved Replies

Home Sort by | Recently created « |
About

Recycling Schedule! Curbside Complaint

Sorry to hear youve had issues with the recycling contractor's senvice. So that our staff can assist you, .

0o . . : Send Message
Email Sign-Up could you please send the details to recycle@frederickcountym: r call 301-600-2960 (you can e g
Events leave the info in a message ifthere 2 il ). You can also report curbside issues (and even I

include photos)wia our free Recycle Coach :3|.|:. Than Cyoul BB i i R
Photos Janization in Frederick,
Videos Recycling Schedule
Nofes Hello! ¥ou can find your specific collection days - and even sign up for custom recycling reminders-

an our website hitp: IMwarederlckCnuntg.rMD govirecycle Just click the "Wiew Schedule™ button.
Posts

Community Cart Request

Thanks for your interest in recycling! Please visit www FrederickCountyMD.gowicarts to see progran

R information, all container options and place an _||I|||~ regquest.
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More than 50% of your recyclers will access your Facebook page on a mobile device. 

And let’s face it, Phone calls? Who use their phone to make calls anymore?
Facebook Messenger provides an option to text chat with your residents- even from your primary website

Two words: 
    SAVED REPLIES

Set up the expected response time and/or let people know when you are “away”
(Ours is currently set to "Typically replies in a few hours".)






PV o ~ e~ In 2010, overa = -
Recycling Resources g
and soft! drlni'
bottles were! ;
recovered -

89 billion
} plastic bags, sacks

https://recyclingpartnership.org/social-media-kit

https://recycleoftenrecycleright.com/social

https://earth911.com/category/inspire/
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Recycling Partnership offers 52 free GIFs and images with accompanying text for posts – that’s one per week for the year!

Waste Management curates social media posts from multiple regions and corporate partners and posts them on one page.
They also have terrific resources for outreach in general.

https://recyclingpartnership.org/social-media-kit
https://recycleoftenrecycleright.com/social
https://earth911.com/category/inspire/

=
SocialMedia Management

_ Saving lists & fol
— Scheduling post:
— Using the “Pages
— Boosted Posts

« Facebook Blueprint
* McAndrew!

e Where we're headed next:
— More video content
— Instagram
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Maybe Chat Bots.

Messenger bots are autonomous digital messages that can answer questions, provide automated responses and be programmed with simple AI.


Join us! @ErederickRecycles

. JH!,F___
— __
N |

E THE ULTIMATE
ING AMBASSADOR'

Y a— —lh
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But if you have questions along the way, or just want some  content to steal…please contact me!


	@FrederickRecycles
	Government in the Digital Age
	Facebook is a Gift. (Yes, really.)
	Behavioral Psychology 101
	Using Psychology to Get What You Want
	Reaching Residents in an Evolving World
	It’s SOCIAL Media
	So, What Works on Facebook?
	1. Lighten Up!
	Slide Number 10
	Slide Number 11
	2. Use Visuals
	Custom Visuals
	But remember…�your presence is as important as your pictures.
	3. Get Personal
	Slide Number 16
	Slide Number 17
	4. Be Open
	Be Open: Invite Some Friends
	5. Be Available
	Be Available: Facebook Messenger
	Slide Number 23
	Recycling Resources
	Social Media Management
	Join us! @FrederickRecycles

