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{ }1Social Media Overview



How many global social media users?
• Nearly 3.2 billion

What percentage of adults have logged onto at 
least one social media platform in the last 
month?
• 97% (age 16-64)

How many American adults get 
some of their news from social 
media?
• 67%

Social Media Overview



We don’t have a choice on whether 
we DO social media, the question 
is how WELL we do it.  -Erik Qualman



• Customers expect the same level of 
service from government as any 
other brand

• The number of citizens who believe 
it is a priority for government to use 
social media has doubled to 40% 
within the last year

Social Media & Government
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Add Text, an Image, or Both

Why social 
media is 

important? 

• Increase brand recognition

• Free marketing & communication tools
• Learn the interests & needs of your customers

• Crisis communication
• Reputation management
• Increase website traffic

• Obtaining feedback 

Customers expect you to be there!



Online is old news. Online in social 
media is today’s news…. social media 
is not a subset of the internet. Social 
media is the internet. - Sean Case



{ }3 Social Media Platforms
Which should you choose



Which social media platform
should you choose? 

• Facebook
• Twitter
• Instagram
• Pinterest
• LinkedIN



• Over 2 billion people around the world use Facebook
• Nearly 80% of Americans use Facebook
• 75% of those users log onto Facebook daily

Considerations: 
• Engaging & Interactive
• Privacy Controls
• Build Followers 
• User-Friendly & Accessible
• Requires Monitoring

Facebook

If you can only manage one social media outlet, choose Facebook.





• Over 330 million active users
• 78% of people who complain about a brand

via twitter expect a response within an hour

Considerations: 
• Character Limit
• Hashtags 
• Mobile Access
• Use Images & Links

Twitter





• 800 million active users
• 71% of businesses use Instagram

Considerations: 
• Younger Audience
• Less Engagement
• Image & Video Based 
• Hashtags
• Tagging
• Instagram Stories

Instagram
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1 Engage

2 Educate

3 Listen

4 Promote

5 Analyze

Do’s



• Customer Service Opportunity 
• Always Respond
• Be Human 

Engage Biggest area of 
improvement 

for government



Educate
• Give tips 
• Offer solutions to common issues
• Share informational content from website
• Create content based on your customers
• Engage staff for opportunities 

#TaxTipTuesday



Listen
• Gather public sentiment
• Listen to what customers are saying
• Create content based off listening
• Social listening 



Promote
• Upcoming events
• Policy change
• Agency culture

• Important Notices

• Spread info quickly



Analyze
• Know what’s working
• Use analytics tools within 

your platforms

• Hootsuite
• Track hashtags

Adapt!



Don’ts

1 Neglect your profile

2 Ignore your customers

3 Leave negative comments

4 Rely on automation

5 Leave social media out of your campaigns



{ }5 Social listening



Monitoring social media channels for 
mentions of your brand, competitors, 
product, or other ideas or themes 
related to your organization. Then 
analyzing this information for 
actionable insights.



Social Listening vs. Monitoring
• Actionable
• Looking forward to 

determine future posts or 
content

• Uses data from monitoring 
to inform actions and 
strategy

• Goes beyond metrics to 
mood or sentiment

• Compiling data
• Gathering past information
• Data shows ROI or report 

back
• Focuses on metrics



Why you should engage in 
social listening? 
• Customer engagement and research

• Identify wins or missteps in real time

• Discover how individuals perceive your agency

• Uncover pain points and address them

• Create content based off insights gathered

• Make improvements
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Good content isn’t about good 
storytelling. It’s about telling a true 
story well.—Ann Handley



Social Media FAIL



Social Media FAIL
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