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Presenter
Presentation Notes
Good morning, my name is Anne Howard.  I am a communication specialist.  I am a director of Howard Partners and a consultant research fellow with the Australian Centre of Excellence for Local Government (ACELG).   I have been leading a research project for ACELG into local government and social media.  The final paper is due to be completed in February 2012.  This presentation provides a brief look at that research.



OVERVIEW
What is social media and Web 2.0?  
Examples of popular social media networking sites
Growth of social media, mobile technologies and apps, and opportunities for local government
A model to explain rapid increase in use of social media by constituencies drawing on Everett 

Rogers Diffusion of innovations 
Research question –
 Local government’s use of social media – how are councils using social media?
 Potential of social media to deliver outcomes that can lead to improvements in efficiency, 

effectiveness and responsiveness 
Communication model – The Howard Communication Matrix© – social media’s role
What worries councils about adopting social media?
Overcoming the hurdles – learning from social business readiness to overcome  barriers
The future / potential
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Presentation Notes
The Research Question focused on understanding how local government is using social media.  For example, how many councils have adopted social media technologies as additional communication channels?  What are some of the challenges and barriers that councils might experience in using social media, and how might these be overcome? A second area of interest to me is how councils are using social media, together with ways that social media can be used to enhance Local Government’s effectiveness, efficiency and responsiveness in a communication and management sense. Thirdly, I would like to draw on insights from Everett Rogers’ work on Innovation Adopter Categories and his Diffusion of Innovation model to help explain the rapid rise of social media in society and why I believe it is important for local government to incorporate social media into their corporate strategy.�And lastly, I would like to look more closely at communication in Local Government.  In this case I will be drawing on a model developed by Howard Partners in 1993 - the Howard Communication Matrix© The model outlines four communication modes which vary depending on the level of recipient involvement in both developing message content and message delivery.  Social media is relevant to all modes, but particularly in aiding and enabling genuine engagement, which in turn facilitates ‘citizen democracy’.  �



WHAT IS SOCIAL MEDIA – AND WEB 2.0?
(Created by @EmilyCagle (http://twitter.com/EmilyCagle) using http://www.wordle.net/ as seen on Trevor Young website)
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Social media describes web-based technologies and applications that enable people and organisations to communicate in real time using computers and mobile devices.  Social media enables people to create content (such as text, pictures, audio, video) and share it with one or many people instantaneously. Social media is very different from mainstream media in that it enables interactive conversations to occur in real time.  Social media in effect gives people and organisations the ability to create their own audiences and communicate with those audiences directly.  Social media is changing the way people communicate.  It has the ability to change the way business is managed.Web 2.0 technology enables interactivity to occur in real time.  This means that where Web 1.0 could display static content only (much like a static brochure), Web 2.0 enables users to create, combine, collaborate and share content interactively, in real time.  In other words, Web 1.0 provided the means for one way communication, whereas Web 2.0 enables two way (and multiple) communication – that is, genuine engagement.  

http://twitter.com/EmilyCagle�
http://www.wordle.net/�


SOME POPULAR EXAMPLES OF SOCIAL MEDIA
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There are many different social media networking sites available.  This slide displays some common social media networking sites that you are probably familiar with - although social media sites are also constantly evolving.  Social media sites develop their own distinctive focus. For example, Facebook’s official website claims it is “a social utility that helps people communicate more efficiently with their friends, family and co-workers.”  Meanwhile, the micro-blogging site Twitter claims it “is a real-time information network that connects you to the latest information about what you find interesting”.  Twitter is fast developing a reputation for breaking the biggest news stories.LinkedIn operates the world’s largest professional network.  As of November 2011, it had more than 135 million members in more than 200 countries and territories.Facebook, Twitter and LinkedIn sites are experiencing rapid growth.  Facebook started out as a social networking site for students at Harvard University in 2004;  by December 2011 official Facebook Statistics stated it had more than 800 million active users worldwide.  In Australia, Facebook had 9,530,000 Australian users in November 2011, of which 8,250,000 were over 18 years old (NeilisonWire).   

http://www.google.com.au/imgres?q=free+social+network+logos&hl=en&biw=1440&bih=755&tbm=isch&tbnid=LdUqqduVjh9T9M:&imgrefurl=http://www.myforsaleandwanted.com/&docid=EWqGbNdh8m2zCM&imgurl=http://www.myforsaleandwanted.com/assets/images/Blogger-Logo.JPG&w=1024&h=311&ei=qUEiT8yUL5GWiQeg4YHpBA&zoom=1�
http://www.google.com.au/imgres?q=free+social+network+logos&hl=en&biw=1440&bih=755&tbm=isch&tbnid=vQrkVYvd7GM_4M:&imgrefurl=http://www.alumni.norwich.edu/s/758/index.aspx?sid=758&gid=1&pgid=1355&docid=lKWXLWzJbCMCYM&imgurl=http://www.alumni.norwich.edu/s/758/images/editor/socialnetworking/twitter_logo.jpg&w=799&h=294&ei=qUEiT8yUL5GWiQeg4YHpBA&zoom=1�
http://www.google.com.au/imgres?q=free+social+media+icons&hl=en&sa=X&biw=1440&bih=755&tbm=isch&prmd=imvns&tbnid=2OqvTYfTIn7TCM:&imgrefurl=http://mashable.com/2010/11/10/free-social-media-icons/&docid=rnW6N48WyPNSpM&imgurl=http://7.mshcdn.com/wp-content/uploads/2010/11/furry-social-icons-640.jpg&w=640&h=225&ei=0kUiT-i3KYWkiQfxkKXzBA&zoom=1�
http://www.google.com.au/imgres?q=free+youtube+icon&hl=en&biw=1440&bih=755&tbm=isch&tbnid=_3lSMsU9lqn_3M:&imgrefurl=http://www.iconspedia.com/icon/google-youtube--771.html&docid=FkeLvSNurFYTwM&imgurl=http://aux.iconpedia.net/uploads/17213252451444474183.png&w=256&h=256&ei=qUYiT_WUE5CQiQfM_LWZBA&zoom=1�
http://www.google.com.au/imgres?q=free+facebook+icons&hl=en&sa=X&biw=1440&bih=755&tbm=isch&prmd=imvns&tbnid=t6U0_GV2NR_SMM:&imgrefurl=http://www.gpcredding.com/&docid=lthR8yyMfCKWhM&imgurl=http://www.gpcredding.com/resources/fourtencreative-free-facebook-icons.jpg?timestamp=1289316017805&w=222&h=95&ei=QE4iT-6PLsyziQfMuZz7BA&zoom=1�
http://www.google.com.au/imgres?q=free+linkedin+icons&hl=en&biw=1440&bih=755&tbm=isch&tbnid=vZIEEbiXemV6cM:&imgrefurl=http://www.smarttechnique.co.uk/&docid=svVbrRfII67cPM&imgurl=http://www.smarttechnique.co.uk/uploads/images/Linkedin_icon-web.png&w=245&h=132&ei=eU8iT7PUGYWRiQem1on1BA&zoom=1�
http://www.google.com.au/imgres?q=social+media+sites&hl=en&biw=1440&bih=755&tbm=isch&tbnid=5Q7oBmat3XS30M:&imgrefurl=http://jammediagroup.com/&docid=I412wLV60YowvM&imgurl=http://jammediagroup.com/wp-content/uploads/social-media.jpg&w=300&h=243&ei=kVAiT_6ME4msiAfSzanoBA&zoom=1�


AUSTRALIA’S FASTEST GROWING SOCIAL MEDIA ACTIVITIES
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Australia’s Fastest Growing Social Media Activities

Activity 2009 2008 YOY Change

Read messages on 
Twitter 23% 7% 16%

Interacted with a 
brand via social 
network

38% 23% 15%

Read a wiki 72% 61% 11%

Posted on Twitter 13% 4% 9%

Browsed/followed 
brands on Twitter 14% 5% 9%

Interacted with 
people on a social 
network

63% 55% 8%

Watched online 
video for 
product/service

63% 57% 6%

Updated a social 
networking profile 57% 51% 6%

Looked at a social 
networking profile 73% 67% 6%

Posted pictures 
online 68% 63% 5%

Source: The Nielsen Company
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Presentation Notes
During 2010, the Neilson Group undertook a study of Australia’s fastest growing social media activities. Favourite activities included interacting with other people on a social media network, watching online videos for products/services, looking at a social networking profile, posting pictures online and reading a wiki.Neilson’s conclusion was that Australians are rapidly increasing their participation in social media.  At the time of the study, there were more than nine million users, most of whom were over 18 years of age.  This represents a large segment of council constituencies. Australians participation in social media has implications for the way Local Government communicates with constituencies. 



The rapid rise of mobile devices 
and apps

One million and counting: apps are where the 
action is.  Every week 15,000  new apps are 
created –

P R E S E N T A T I O N  B Y  A N N E  H O W A R D ,  H O W A R D  P A R T N E R S  
( W W W . H O W A R D P A R T N E R S . C O M . A U )  D E C E M B E R  2 0 1 1 6

Article and photo reported in The Guardian –
Photo by:  Louise Kennerley Story by: Shelly Freierman
December 13, 2011 - 12:01AM
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Two of the fastest growth areas in social media involve mobile devices (smart phones and tablets such as iPads) and apps (short for applications). Apps enable people to quickly and efficiently access software programs and information that is important to them using their mobile devices.During December 2011 in the UK, the Guardian newspaper reported that 15,000 new apps are created every single week.  This is being played out on social media sites such as Facebook which reports that more than 500 million people use an app on Facebook.Meanwhile in Australia, the Australian Communications and Media Authority reported that 3.9 million people aged 14 years and over went online via their mobile phone during the month of June 2011.  This represents a 63 per cent increase on the previous June. In particular, 72 per cent of smartphone users downloaded a mobile app in the six months to April 2011.   This represents opportunities for Local Government.



APPS FOR LOCAL GOVERNMENT 

S N A P  S E N D  S O L V E
A N  A P P  T O  R E P O R T  
F A U L T S

Free iPhone and Android 
smartphone app

Lets citizens report issues 
and provide feedback to 
council within 30 seconds

Developed by third party 
More than 30,000 apps 

downloaded in first 12 
months
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Apps for use by Local Government are becoming popular.  One app which lets citizens report issues and provide feedback to councils fast is the Australian produced app “Snap Send Solve”.  In its first 12 months, more than 30,000 Australians downloaded the free app and many councils have reported they receive notifications of issues that need attention in this way.  



PARRAMATTA CITY COUNCIL APPS

Pa r ra  S m a r t  Pa rki n g  A p p Pa r ra  S h u t t l e  Tra cke r  A p p
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Several councils are developing their own apps.  Parramatta City Council has developed two new free smart phone apps which aim to make parking and getting around in Parramatta easier.   Parra Smart Parking app is a free mobile application that offers live navigation to car spaces, using the smart phone GPS to display nearby car parks. It also enables users to touch on any of the locations to view car park details including up-to-the-minute occupancy rates.The Parra Shuttle Bus Tracker app allows users to view live information about where the bus is travelling in real time, as well as route maps and bus stops.  Users can view multiple bus routes simultaneously in the one application.  



ROGERS DIFFUSION OF INNOVATIONS– ADOPTER CATEGORIES
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Technology Adoption Lifecycle Posted by Nettor on July 5, 2011 in Cloud Computing
Diagram sourced from:  
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Why are social media sites such as Facebook and Twitter, together with the growing surge in apps growing to be so popular in the community?  We can gain insights into the answer by revisiting Everett Rogers’ landmark work on the Diffusion of Innovations (first published 1962) and his discussion of adopter categories (5th ed. 2003) which helps us understand how people and organisations adopt new ideas/products/services over time.Individuals don’t all adopt an innovation at the same time.  Rather people adopt new ideas/products over time. The Adopter Categorisation Curve segments members of a social system into five groups based on their degree of innovativeness – that is, the degree to which an individual is relatively earlier in adopting new ideas than other members of the same system.  The Diffusion of Innovation theory describes the process that occurs as the different categories begin to adopt the innovation, which usually follows a normal, bell-shaped curve when plotted over time on a frequency basis.  It also emphasises the importance of communication, particularly interpersonal communication and peer networking within the adoption process.  Social media is built around peer networking.

http://cloudnettor.com/technology-adoption-lifecycle/�
http://cloudnettor.com/author/Nettor/�
http://cloudnettor.com/category/cloud-computing/�


Selling
Promotional approach

Promoting events, services, creating 
awareness and understanding

Sales and marketing
Advertising, Public Relations

Telling
Broadcast

We have got this knowledge and 
information and it is in your (and others) 

interests to use it
Informing and explaining
Newsletters, pamphlets

Consulting
Listening and feedback 

We have these ideas and potential 
initiatives and we would like your feedback

Community Consultation – meetings, 
discussions, surveys

Engaging
Joint/integrated commitment

We would like to work with you to develop, 
adopt, and apply new strategies, plans and 

actions
Collaboration and partnership

Conversations and participation
Level of 
community 
involvement 
in developing  
message 
content

High

Low

HOWARD COMMUNICATION MATRIX

© Howard Partners 2003

Level of community involvement in message delivery
HighLow

Presenter
Presentation Notes
The Howard Communication Matrix© has been developed by Howard Partners and adopted and applied in our communication and management consulting work.  It is even more applicable today with the emergence of social media.  The Howard Communication Matrix© outlines four communication modes – “Telling”, “Selling”, “Consulting”, “Engaging” – each is defined by the level of recipient involvement in both developing message content and message delivery.   Remember – communication has not occurred until it is received, understood and acted upon.The ‘Telling’ box describes typical one way communication such as broadcast.  The ‘Selling’ box endeavours to convince people though marketing and public relations approaches.The ‘Consulting’ box looks for feedback from people.The ‘Engaging’ box describes situations where there is two way/multiple communication.  It involves genuine participation, collaboration and partnership. It facilitates ‘citizen democracy’. Social media is applicable in all modes;  however social media is tending to push communication towards engagement.  This is because people can now be more involved in developing the message content and in its delivery – moreover, they expect to be.  This situation has major implications for all organisations, including local councils. 



E X A M P L ES O F  H O W  C O U N C I L S  A R E  U S I N G  
S O C I A L  M E D I A
Many councils have integrated social media into their communications and community 
engagement activities.  Examples include :

 In youth services – using social media to develop rapport and engage with young 
people
 Promoting events & activities – such as festivals, markets, tourism
 Issuing alerts and advising of changes – such as weather alerts, road closures, 

emergencies
 Quickly clarifying issues with the community – engage directly and in real time
 Consult the community around proposed developments - gain community feedback
 Correct misunderstandings – through listening and engaging 
 Citizens reporting issues that need to be dealt with quickly – community taking 

initiative and council responding in a timely manner
 Provide reputable commentary on local issues – gives council a stronger voice
 Gaining community input into significant council decisions – enables community 

participation at time convenient to citizens
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Part of the research for this project involved reviewing the Homepage of every Australian council website to determine if links to social media were mentioned.  While the findings from this review are indicative*, the results suggest that as of July 2011, approximately 15 per cent of councils made reference to using social media on the Homepage of their website. (* While some councils did not mention a social media site on the Homepage, they were in fact using social media in specific areas, for example in the Youth Services and Library areas.)  A national online survey was also undertaken to find out how Australian councils were using social media.  A number of councils indicated that they are using social media particularly Facebook, Twitter, blogs and YouTube.  This slide sets out some of the areas where councils are using social media.  As can be seen, councils are using social media across all four  modes of communication.Many councils indicated that while they are keen to start using social media, they also face a number of issues and challenges that they need to overcome.  These are looked at in the next slide.



WHAT WORRIES COUNCILS ABOUT ADOPTING SOCIAL 
MEDIA?

Insufficient understanding of social media within councils

Lack of resources

Lack of sector-wide guidelines

Apprehension about -
 Staff using social media inappropriately
 Community making negative statements about council
 Loss of control of the message
 Transparency
 Record keeping
 Network security issues
 Increased community expectations
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Many councils have concerns about using social media, some of which are listed in this slide. The major concerns are lack of understanding of social media (often by the senior management team), lack of resources to commit to social media, and apprehension about the way social media will impact the organisation and the way it is managed.  Interestingly, these are the same concerns experienced by private sector corporations and businesses. These concerns are real and need consideration by councils. While social media can be a highly cost effective communication tool, to gain the full benefits, social media requires a strategic approach. 



LESSONS FROM SOCIAL BUSINESS READINESS
Private sector companies experience similar concerns to councils.  Companies that have 

experienced success using social media have tended to manage its incorporation into the 
business in the following way –
 Incorporate social media into the corporate strategy
 Build capability and capacity of people
 Plan for social media, by introducing :

 Policies
 Structures
 Processes
 Governance
 Education and skills training
 Measurement
 Analysis
 Record keeping

Outcome:  Growth in volume of social media conversations in business
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Corporations and private businesses face very similar issues to Local Government with regard to social media.  It is therefore handy to understand how some of the successful businesses have overcome many of the same challenges that councils are facing. One of the biggest ‘take out’ lessons from business is the importance of investing the time and resources to manage social media. This means that senior management places a high priority on understanding social media and importantly, how their customers are using it.  In addition, businesses ensure that their people are provided with skills and training, their governance structures and processes are adapted, they have the right protocols and policies in place to enable them to operate differently.  Importantly, businesses incorporate social media into their strategic planning process.



SOME COUNCIL OUTCOMES FROM USING 
SOCIAL MEDIA
Social media widens opportunities for community engagement -
 Enables citizens to participate at a time convenient to them 
 Attracts different audiences – e.g. allows more effective involvement of younger people in 

council affairs
 Council can involve citizens in decision-making

Provides opportunity for council to engage in genuine two-way dialogue with community which 
shows people that council is listening to them.  This helps build trust, develop relationships 
and ownership of community projects and outcomes

Fosters greater collaboration in the community
Social media is cheaper than using traditional print media
Enables real-time monitoring of community views (without cost of market research)
Council is able to provide feedback and react to conversations in the community
Used by citizens to share information and help fellow citizens – e.g. Brisbane floods
Enhances council’s image by demonstrating understanding of social media
Fast way of sharing ideas and information in geographically dispersed areas
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In the national survey, councils provided numerous examples of outcomes they have experienced from using social media. In almost all cases the results were positive.  Some of the general areas have been grouped in this slide.Where the results have been less than expected, attention was drawn to some of the risks that can occur.  This is instructive as social media is a very different form of communication.  



POTENTIAL OF SOCIAL MEDIA FOR LOCAL GOVERNMENT

Social media is an enabler and a driver of change and innovation
It has the potential to facilitate community engagement – and citizen democracy
Social media can deliver on all levels of communication from ‘telling’ through to 

‘engagement’
Social media can lead to improvements in –
 Efficiency – faster turn around times, reduced costs
 Effectiveness – overall budgetary savings, customer satisfaction
 Responsiveness – amount of time taken to respond

These issues will be addressed in the forthcoming paper

But to realise potential local government must invest in building required 
organisational capabilities (staff training, systems, processes and 

procedures, etc.)
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Finally, there is the potential for social media to facilitate true citizen and community engagement.  However, in order for local government to realise this potential, social media needs to be integrated into the business.  Social media is very powerful.  It requires a new way of working.  It is therefore important for local government to invest in staff training, policies and protocols, processes and procedures, recording, measurement, etc. to enable the organisation to take full advantage of the innovation.It is also very important that management is clear about how social media will help meet business objectives.  When this occurs Local Government will be able to measure the extent to improvements in efficiency, effectiveness and responsiveness.



Thank you . . .

Email:  anneh@howardpartners.com.au
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