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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

• County website
• Interactive online maps
• Recycle Coach app

– website & mobile
• e-Newsletter
• Social Media…

…which means “Facebook”

Presenter
Presentation Notes
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.)

• It’s affordable for government budgets.
• It’s easily manageable.
• It’s highly accessible by the general public.

• 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 101

• Residents think they know everything they 
need to know.

• But they don’t.
• They’re less likely to listen to you.
• 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.))



Using Psychology to Get What You Want

• The goal of social media is to create connections.
• The goal of social marketing is to create 

behavioral change.

Facebook provides a 
platform for your 
audience to do
the work for you…

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.
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Reaching Residents in an Evolving World

You can’t change if you don’t know 
change is needed.

But you can change – if you know 
that you have to.

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

This is a very different game than your:
– Official website
– Press releases
– Handouts
– Mailers
– Cart tags
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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?

1. Lighten up
2. Use visuals
3. Get personal
4. Be open
5. Be available
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Presentation Notes
Here are my five guiding principles for Government Facebook Presence.



1. Lighten Up!

• Be conversational
• Use humor to:

– humanize your presence
– create connection
– make a lasting impression
– 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…)
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Presentation Notes
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.
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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.)



2. Use Visuals
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Don’t have photo editing skills? Don’t worry. Use what you’ve got. Microsoft word. Publisher. Your phone. 






Custom Visuals
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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.
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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.




3. Get Personal

• Remember:
Facebook is about 
building connections.

• Know your audience
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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.
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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. 
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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
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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 Friends
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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.



5. Be Available

• Notification Settings
• Facebook Pages App
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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.



Be Available: Facebook Messenger
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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".)






Recycling Resources

• Stalk all the cool pages

• The Recycling Partnership
https://recyclingpartnership.org/social-media-kit

• Waste Management
https://recycleoftenrecycleright.com/social

• Earth911
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/


Social Media Management

• Things that have worked (for us):
– Saving lists & folders of content ideas
– Scheduling posts in advance
– Using the “Pages” app
– Boosted Posts

• Facebook Blueprint
• McAndrew!

• 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! @FrederickRecycles
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But if you have questions along the way, or just want some  content to steal…please contact me!
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