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            BEST PRACTICES Government, Facebook and Twitter: Best Practices Brief Learn more about GovDelivery. visit: govdelivery.com email: [email protected] call: U.S. (866) 276-5583 U.K. 0800 032 5769 | PAGE 1 facebook.com/govdelivery reachthepublic.com youtube.com/govdelivery @govdelivery govloop.com As a government employee and communicator, talk of incorporating social media into your communications programs and initiatives is unavoidable. In fact, as more and more government organizations see others realize the beneﬁts of reaching a much larger audience, social media has become an integral part of their communications strategy. But technology changes so quickly; how can you keep up with the number and variety of platforms being introduced, new advice on integrating between platforms, and near-constant updates from Facebook and Twitter? In this brief We lay out important best practices that you can implement quickly to ensure that your work around and with social media is relevant and effective. Before you jump into the social media fray, lay out some ground rules. Social media is about conversations, and you want to encourage feedback but also ensure that it’s productive feedback. A well thought-out and deﬁned policy will help to navigate negative feedback and inappropriate comments. While you cannot control what the world puts in front of you, you can control how you respond. In fact, how you respond to negative feedback or inappropriate comments might say more about your character than when things are going well. Here are some examples and tips for Facebook and Twitter, but they also apply to other social media networks. Laying out ground rules Post a conduct policy. Here’s an example of a policy that is short and to the point: SAMPLE MEMBER CONDUCT POLICY [Name of organization] on Facebook is moderated. That means all comments will be reviewed before posting. In addition, [Name of organization] expects that participants will treat each other with respect. [Name of organization] on Facebook will not post comments that contain vulgar or abusive language; personal attacks of any kind; or offensive terms that target speciﬁc ethnic or racial groups. [Name of organization] on Facebook will not post comments that are spam, are clearly “off topic” or that promote services or products. Comments that make unsupported accusations will also be subject to review. Any references to commercial entities, products, services, or other nongovernmental organizations or individuals that remain on the site are provided solely for the information of individuals using [Name of organization] on Facebook. http://www.facebook.com/USarmy/info 
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 As a government employee and communicator, talk of incorporating social media into your communications programs and initiatives is unavoidable. In fact, as more and more government organizations see others realize the benefits of reaching a much larger audience, social media has become an integral part of their communications strategy. But technology changes so quickly; how can you keep up with the number and variety of platforms being introduced, new advice on integrating between platforms, and near-constant updates from Facebook and Twitter?
 In this briefWe lay out important best practices that you can implement quickly to ensure that your work around and with social media is relevant and effective.
 Before you jump into the social media fray, lay out some ground rules. Social media is about conversations, and you want to encourage feedback but also ensure that it’s productive feedback. A well thought-out and defined policy will help to navigate negative feedback and inappropriate comments.
 While you cannot control what the world puts in front of you, you can control how you respond. In fact, how you respond to negative feedback or inappropriate comments might say more about your character than when things are going well. Here are some examples and tips for Facebook and Twitter, but they also apply to other social media networks.
 Laying out ground rulesPost a conduct policy. Here’s an example of a policy that is short and to the point:
 samPle memBer conduct Policy
 [Name of organization] on Facebook is moderated. That means all comments will be reviewed before posting. In addition, [Name of organization] expects that participants will treat each other with respect. [Name of organization] on Facebook will not post comments that contain vulgar or abusive language; personal attacks of any kind; or offensive terms that target specific ethnic or racial groups. [Name of organization] on Facebook will not post comments that are spam, are clearly “off topic” or that promote services or products. Comments that make unsupported accusations will also be subject to review.
 Any references to commercial entities, products, services, or other nongovernmental organizations or individuals that remain on the site are provided solely for the information of individuals using [Name of organization] on Facebook.
 http://www.facebook.com/USarmy/info
 http://www.govdelivery.com
 http://www.facebook.com/USarmy/info
 http://www.facebook.com/USarmy/info
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 Here is a summary of tHe Guidelines we aBide By:
 The use of vulgar, offensive, threatening or harassing language is prohibited.
 Public comments should be limited to comments related to the topic. [Name of
 organization] on Facebook is not the proper place to express opinions or beliefs not
 directly related to that topic.
 [Name of organization] on Facebook is not open to comments promoting or opposing
 any person campaigning for election to a political office or promoting or opposing any
 ballot proposition. [Name of organization] on Facebook is not open to the promotion
 or advertisement of a business or commercial transaction.
 These policies are fairly straightforward. Having this kind of policy in place allows you to deal
 directly with inappropriate comments, remove them quickly, and communicate the reason
 behind removal without ambiguity.
 manaGinG tHe conversation
 Managing ongoing dialogue on social media is even more important than having a social media or conduct policy. Managing a social media conversation takes a bit of work. You always want to convey professionalism on behalf of your organization, and it is key to ensure you understand your organization’s strategy and the tone you want your organization to convey. In certain situations, it may be appropriate and helpful to add a bit of humor. However, your posts should never stray far from being informational.
 These tips also apply to both Facebook and Twitter, and they are critical to managing the conversation appropriately:
 1. When you read content directed at your organization that immediately raises your inner flag (i.e. it is negative), simply re-read it. Avoid jumping to unnecessary conclusions too early.
 2. After you read it the second (or third or fourth) time, if the comment is, in fact, negative or unproductively critical, take a deep breath and step away from it for a few minutes. If you’re unsure about how to phrase your response, check with a colleague to find out the latest facts and gain a second opinion. Only after you have had time to carefully consider the intent of the message should you respond. Do not lash out impulsively or with anger. Keep your cool.
 3. If the person appears to be a legitimate social media user (and not a spam account – see the sidebar), calmly analyze the tweet or post and respond in a constructive, non-threatening manner. If the person continues to engage (as long as it is not profane or otherwise abusive), continue to briefly interact with them until they give up.
 You may receive comments that are completely inappropriate, such as:
 A. Those containing profane language
 B. Those attacking anyone personally
 C. Those that appear to be a spam account (You can usually determine this by the content of their tweets; number of followers 0 or less than 10 followers, no profile image or no profile information)
 D. Anything else that appears to be completely inappropriate
 In these circumstances, to protect the professionalism and integrity of your government organization, you can and should block or remove these kinds of comments.
 https://twitter.com/govdelivery
 http://www.govdelivery.com
 http://www.twitter.com/govdelivery
 https://twitter.com/govdelivery
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 Don’t be lulled into false securityWith so many different social media channels and several applications to log into every day,
 it is easy to use the same password for a variety of accounts. However, you should be vigilant
 about security, especially with your organization’s social media channels accounts.
 Social media expert, Adam Connor, Associate Manager of Public Policy at Facebook, insists
 that government organizations should not use the same password to manage Facebook,
 Twitter, YouTube and email: “Please use different passwords for different websites. You never
 want to be called into your supervisor’s office to explain why...[all your] social media accounts
 got hacked.”
 As a government employee, you know how crucial security is to the work you do and the
 information you have access to. Create a system that works to manage your passwords, but do
 not use the same password for all your accounts.
 Top 3 Best Practices for FacebookLet’s dive into some best practices for Facebook. As the most popular social media network,
 having a popular Facebook page can help you reach thousands of people that you wouldn’t
 have reached otherwise.
 If you are managing or contributing to your organization’s Facebook page, here are three best
 practices to weave into your Facebook strategy.
 1. sPeaK witH an autHentic voice. Government agencies and organizations often tend to converse (both in-person and online) in a formal tone. But, as you probably know, no one actually talks like that anymore, and more importantly, the average citizen would probably tune out if you did. Social networks, especially Facebook, are designed to be virtual hangouts. If you want to be where your audience is, you need to talk like you belong there.
 One government agency that does this well is NASA. While NASA is run by some very, very smart people, their Facebook posts aren’t essays on space technology:
 “Please use different passwords for different websites. You never want to be called into your supervisor’s office to explain why...[all your] social media accounts got hacked.”
 - Adam Connor, Associate Manager of Public Policy at Facebook
 http://www.facebook.com/NASA
 http://www.govdelivery.com
 http://www.facebook.com/nasa
 http://www.facebook.com/NASA
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 2. consider tHe delivery of your messaGe. Before you post something, think about how your content will appear on Facebook, which is very different from how it will appear on Twitter or Google+. You have one shot at delivering your message, so enhance what you’re posting with a pithy title or headline. Add an appropriate image, be sure to hit on your key messages and offer a link for more information.
 A look at San Francisco’s Facebook page shows how well they do this. Their descriptions and titles are short and to the point.
 Connor specifically notes that, on Facebook, “a click is a bonus,” which is a great point. While engagement is a great metric, focusing on delivering your message consistently is crucial. With Facebook Insights, you can now determine the possible reach of each post. As long as your message is out there, someone will see it and consume it.
 faceBooK insiGHts
 In late 2011, Facebook launched an
 updated tool: Facebook Page Insights.
 This is a significant improvement on
 previous data capabilities. Facebook
 Page Insights allows you to dive into
 more granular data, learn more about
 what your audience wants, host better
 conversations, and reach more fans.
 If you haven't looked at your Facebook
 Page Insights, visit https://www.
 facebook.com/insights
 Get an in-depth understanding on this
 tool with Facebook Page Insights Product
 Guide: http://bit.ly/gdfbinsight
 http://www.facebook.com/SF
 http://www.govdelivery.com
 https://www.facebook.com/insights
 https://www.facebook.com/insights
 http://bit.ly/gdfbinsight
 http://www.facebook.com/SF311
 http://www.facebook.com/SF311
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 3. Be timely and informative. Facebook’s introduction of dual newsfeeds to help readers filter through posts – one for “top stories” and one focusing on most recent news – demonstrates the sheer amount of information that flows through your audience’s screens. Part of being a part of a social network is the immediacy of the channel. Let’s face it: people pay attention to breaking news, because it’s new and different, and fresh content is also most likely to hit the top stories list. You don’t want to be the organization that’s providing information after the media has broken the news. Being part of a government organization means that you can help craft and disseminate information quickly.
 A perfect example is weather alerts. Cities, counties and even national agencies are affected and can help citizens in the event of severe weather. The City of Minneapolis uses their Facebook page to remind and alert citizens when snow is forecasted and provides them with more avenues to get up-to-date information.
 http://www.facebook.com/cityofminneapolis
 http://www.govdelivery.com
 http://www.facebook.com/cityofminneapolis
 http://www.facebook.com/cityofminneapolis
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 Top 3 Best Practices for TwitterA complete best practices brief on social media includes Twitter as part of the discussion. Here are three critical tips to ensure that your Twitter communications are relevant and engaging.
 1. reGularly Post content – It has been proven over and over that the more you post, the more followers you will gain. People will discover your content through retweets and topic searches. If you don’t regularly post content, no one is going to find you. In fact, Twitter’s own search tool searches only recent tweets from the last 6 to 9 days, so if you want to be found in conversations with specific topics (i.e. government, weather, military, etc.), you need to post regularly.
 The Met Office (@metoffice), which provides national weather and climate information for the UK, does this extremely well. With their active and engaging Twitter feed, the Met Office has over 63,000 followers.
 tHe met office: deliverinG tHe riGHt content
 The Met Office has over 63,000 followers
 on their official Twitter account, but they
 also have 19 other Twitter accounts.
 These 19 accounts focus on delivering
 weather-related information to specific
 areas and regions within the United
 Kingdom, delivering the kind of content
 that's most useful to the public. This
 can be especially helpful for tourists or
 visitors interested in weather for only
 certain areas of the country.
 For more information on the Met Office's
 innovative communications practices,
 read their success story at
 http://bit.ly/GDMetOfficeBest.
 https://twitter.com/metoffice
 http://www.govdelivery.com
 http://www.twitter.com/metoffice
 http://bit.ly/GDMetOfficeBest
 http://bit.ly/gdfbinsight
 https://twitter.com/metoffice
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 2. Post a variety of content – One of the most common objections to managing a Twitter handle is the lack of anything interesting to post. This is simply untrue. You are producing content every day; you may just not believe that it’s relevant content. But you won’t know if it’s relevant or not unless you post it. Go ahead and post those committee meeting notes. Maybe someone wanted to attend but wasn’t able to and the meeting notes will keep them informed and engaged. Post that story about your co-worker who raises 500 toys for Toys-for-Tots every year. These kinds of stories provide depth and color to your organization. Did the Mayor just do a ribbon cutting ceremony at the opening for a new business? Put a photo of the ceremony on Twitter. Did your agency just release a new set of reporting guidelines? Again, you can push that information out via Twitter. You never know what is going to get people to follow you, but you can test out different content to find what works best. At the end of the day, your focus should be to increase your followers with a variety of information.
 One government organization that does this extremely well is the National Archives (@archivesnews). A quick glance at their Twitter feed shows that they are posting about a variety of topics, from archive information to genealogy and historical moments.
 3. find ways to automate your PostinG - Twitter is a massive, continually flowing social media channel. No one has time to spend all day culling Twitter and producing tweets. To effectively manage Twitter, it’s essential to invest in a system that allows you to distribute your content to multiple channels at once. There are many options out on the market, but some more popular ones include HootSuite and TweetDeck. Investigate your options to find out what’s right for your organization. It’s possible a small financial investment, in the right system, could save countless hours over the course of a year.
 https://twitter.com/archivesnews
 http://www.govdelivery.com
 https://twitter.com/archivesnews
 https://twitter.com/archivesnews
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 What Makes for Engaging Content? Multimedia and QuestionsStudies have shown that multimedia content, such as photos, videos and infographics, receive more clicks and engagement. This isn’t hard to believe when you consider that YouTube is the second largest search engine after Google.1
 With both Facebook and Twitter, use photos and videos help deliver your message in an impactful way. This doesn’t mean you need to have professional photographers or videographers everywhere. The rise of YouTube has shown that homemade, lower-quality videos are just as interesting as highly produced videos; what matters is the relevance and content of the video. Also, recycling content is easy and acceptable. Connor notes that the US National Archives posted a photo of the destruction Hurricane Katrina made on the anniversary of Katrina while the East Coast was dealing with Hurricane Irene. This was timely, relevant content – even if the photo itself was 6 years old.
 Beyond posting multimedia, recent studies have shown that asking questions and engaging in a two-way dialogue not only increases your reach but deepens your relationship with your followers and fans. A study by BlitzLocal showed that “more than 70 percent of the interaction occurs during the first hour that a post is made.”2 After you post a question, make sure that you stay available to answer questions or respond to comments.
 ConclusionSocial media is changing every day, but the keys to effective communication remain constant. Consider your audience and medium, regularly share timely and relevant information, and seek out ways to communicate efficiently while maintaining an authentic voice. By implementing these best practices, your government organization will have a solid social media foundation that can be transformed into a network that enables you to build relationships and engage with your stakeholders and the public.
 Guide credits
 • Mike Bernard, Digital Marketing Manager
 • Lauren Modeen, Engagement Strategist
 • Mary Yang, Marketing Communications Manager
 references1. “YouTube now second largest Internet search engine” http://www.topwebdevelopers.org/resources/story/youtube-
 now-second-largest-internet-search-engine2. “What 120 Billion Facebook Impressions Can Tell Us” http://www.clickz.com/clickz/column/2154074/120-billion-
 facebook-impressions-tell
 additional information/resources
 • Social media – To be or not to be…How to get management “to be”, Government Social Media, May 2009
 • 8 Ways for Government to Engage Citizens with Social Media, Reach the Public, March 2012
 • Facebook: Amended set of terms for state and local government pages.
 • Adam Connor, Facebook for Government presentation (on SlideShare).
 http://www.clickz.com/
 http://www.govdelivery.com
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