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MULTI-LAYERED COMMUNICATIONS STRATEGY

» Social Media »  AuburnGuide.com

b Fac.:ebook »  Auburn Cable Television

> Twitter »  Public Service Announcements

» Instagram Electronic Town Updat
ectronic Town Updates

» YouTube } p

» School Department Email

»  The Auburn Account Quarterly Newsletter Announcements

» Flagtown Flyer
» Auburn Local Radio 1610 AM
» CodeRED
» Emergency Communication System

» Electronic Billboards
» Local Media Outlets
» Print

» Weather Warning » Radio

» Mobile Alert » Television

»  Community Notification System




BENEFITS OF MULTI-LAYERED COMMUNICATION
STRATEGY

*  Enhances transparency » Expands reach to broader segments of
population and various demographic

» Fosters awareness of municipal
groups

government

« Highlights positive activities and news »  Print media readers

Builds support for the organization * Radio listeners

- Keeps government in the forefront on * Social Media users

a regular basis « Email users
* Informs taxpayers, residents and « Textusers
businesses

* Television watchers
*  Provides forum to disseminate facts

*  Provides a mechanism for the public to
communicate with government




WHY COMMUNICATE THROUGH SOCIAL MEDIA?

* 86% of online adults use social networking sites

* Social Media popular with all age groups (platforms can
target different users)

 Nationwide, adults using a “smart” device average 19
hours a day online

» 72% of people report receiving their news through social
media




LOCAL GOVERNMENT USE OF SOCIAL MEDIA

Impacts on Community

Fosters community engagement

Encourages interaction with
government

Expedites message outreach

Enhances transparency

Follow US on Social Media

@AuburnMA
Follow us on Facebook [ ettty
@AuburnMAPolice

@TownofAuburn
@auburnmassfire
@AuburnMAPolice

@auburnmassfire
@AuburnMAPolice

@ACTVAuburn
w@ | Follow us on YouTube @auburnmassfire

Follow Town of Auburn and Auburn Public Safety

on Social Media for up to date information and

town happenings #AuburnBelnvolved

Town of Auburn Accounts

Official Town of Auburn Facebook and
Twitter

Fire Rescue Department Facebook,
Twitter, Instagram and YouTube

Police Department Facebook, Twitter
and Instagram

Auburn Community Television
YouTube




Over 800 social networking sites

 Facebook 2.27 billion monthly active
users 1.50 billion daily active users

* YouTube 1.8 billion total monthly users
» Twitter 1 billion total users
326 million monthly active users
* Instagram 1 billion monthly active users
400 million daily active users

* LinkedIn 467 million monthly active
users

 Snapchat 186 million daily users

400 million monthly active users

SOCIAL MEDIA SITES
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TOP 4 MOST POPULAR SOCIAL
NETWORKING SITES

I YouTube




WHAT TO POST?

. Town Hall
. . - Recreation and Parks
*  Meetings, Trainings
, I *  Upcoming programs
»  Special events, programs and Initiatives

. *  Community events
*  Emergency Information i

*  Important Deadlines (taxes, abatements, ¢ Sign-ups
applications) *  Tournaments
. Police Department . Library and Senior Center
+  Sex Offenders *  Upcoming events and programs
*  Missing persons «  Changes in hours of operations
*  Bearalerts *  Volunteer recognition
*  Amber alerts . Animal Control
*  Community Activities *  Found pets
. Fire and Recue Department *  Animals for adoption
»  Accidents - traffic detours, road closings *  Rabies Clinics
*  Fireincidents and response *  Pettips for extreme weather conditions
+  School incidents (with coordination from school . Public Health

superintendent) -
*  Flu Clinics
*  PSAs on prevention . .
*  Mosquito spraying
« Community Involvement _
»  Updates on health issues and alerts

. «  Public Service Announcements
*  Road closings

»  Street paving/repairs
*  Snow reminders - trash bins, sidewalks, driveways

*  Yard Waste and Leaf Pick-up




TIPS FOR MUNICIPAL USERS

Highest Traffic occurs mid-week between
1-3 pm

On Thursdays and Fridays, engagement
is 18% higher

Social Media is now included within ADA
Compliance requirements, ensure posts
with images also include text outside of

the image to comply

Users expect pages (business and
otherwise) to respond. Be active and
acknowledge commenters in some
manner to ensure questions have been
seen and positive comments are noticed.

Most importantly.. HAVE FUN! No need
to always be serious, keep things
professional but have some fun with
posts when appropriate to add character
behind the page. Users will appreciate it
and engage more with your page.

Regular posts (1-2 daily) boost
followers / Develop schedule of daily
or weekly posts

Ensure Social Media Policy is clearly
posted for users to find and reference

Reminders from site monitor to
department heads to provide news and
information for posts

“Like” other government department
or agency sites

Cross post, repost or share & tag
fellow town/city departments when
posting. This creates a unified
message and alliance to community
outreach for information.

Pictures, videos, stories, links
Understand your audience




YOU TUBE

YouTube

« Second largest search engine behind

Google

» Reaches more US adults ages 18-34 than
any cable network

« PSAs, Board and Committee meetings

PLAYLISTS

Conservation Commission -
January 9, 2018

Board of Health - December
17,2018

Council On Aging - December
11,2018

CHANNELS

Planning Board - January 8,

Auburn Housing Authority -
December 18,2018

Board of Selectmen -
December 10,2018

DISCUSSION

School Committee - January

Christmas Fair 2018

School Committee -
December 5,2018

Auburn Fire Department
Swearing In Ceremony - De...

iation commisionl 1:20:46

Conservation Commission -
December 12,2018

Finance Committee -
November 28, 2018

3 views + 1 month ago

Zoning Board of Appeals -
December 20, 2018

Planning Board - December
11,2018

Zoning Board of Appeals -
November 15,2018

Board of Selectmen - December 10, 2018

™= Town of Auburn, Mass
Auburn Fire Chief offers safety tips to avoid
roof collapse fb.me/3nM7A2RHg
aYouTube

uburn
Fire/Rescue
Department

Fire Suppression
ncy Medical Servi



FACEBOOK

Most popular social networking site 75% of engagement on a post
on the internet happens in the first 5 hours

238 Million of 1.71B users are in
U.S. and Canada

1.74 Billion Mobile active users

66% of users engage each day
* 58 minutes a day

20 minutes per FB visit
75% of online adults use Facebook

73% of users log in via Mobile

95% of users log in daily




£ Town of Auburn, Massachusetts

(5]
The Town of Auburn would like to wish everyone a Happy New Year!
Be safe and think smart while out celebrating tonight.

The Town Offices will be Closed 1/1

2 Dates - Mar 9 - Mar 10

Craft Fair

Craft Fair
Hosted by the town of Auburn's
Recreation and Culture

Saturday and Sunday
March oth & 10th, 2019

R s
g Sat9AMm 10 Sun9AM

Town of Auburn, Massachusetts

2019 Recycle and Trash Calendar

9 Recycling Calendar
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The town website, auburnguide.com uld be restored. We ask if any
unusual issues are found, please call to report them to the IT depart so
that it can be resolved. Thank you
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MAY 27 - MEMORIAL DAY; JULY 4 - INDEPENDENCE DAY 2 - LABOI

; EPT. 2 - LABOR DAY; = —
gvsuasn 28 - THANKSGIVING; DECEMBER 25 - CHRISTMAS; JANUARY 1 - NEW YEARS Timarie Fields, Charles Morey and 161 others Chronological

IF A HOLIDAY FALLS ON A WEEKEND, THERE WILL BE NQ CHANGE IN THE SCHEDULE.

508-832.7703




FACEBOOK TOOLS TO ANALYZE OUTREACH

Page Summary Last7 days +

Page  Events Notifications fl Publishing To Ad Center _
Page  Events  Notifications ] Publishing To Ad Center

Promotions —
Followers Actions on Page Page Views Page Previews Promofions

Likes Followers

Reach 287 1 1 Likes

Page Views Reach

Your 5 Most Recent Posts
Page Previews \A/\ Page Views
Actions on Page

Page Previews Reach: Organic/ Paid [ Post Clicks | Reactions, Comments & Shares #

Posts
Page Likes Post Reach Recommendations Actions on Page Published  Post Type Targeting Reach i Engagement
Events
Videos Posts oiaote T own website, auburnquide. com should be restored n
y unusual issues are found, please call to
Stories 3% Events

People Videos - fown w VW.auburnguide.com is
m experiencing some down time and issues as it under

ez Stories
Messages 01102019 1 Snuggle with Schooner! Schooner's Third Visit!

People When Monday January 14th
API Post Engagements i Videos Page Followers

Local _

= Join us at the Aubum Public Libr

553 Messages author Ted Reinstein, who will discu

API 01/10/2019 KEZ ‘STEAM Ahead is a new program developed and

/W presented at the Auburn Public Library, aimed at

See All Posts




f’ Town of Auburn, Mass

=

Official Town of Auburn, Massachus:

TWITTER .

Site

«  Short, quick messages, highlights

«  Maximum 280 characters including spaces >
 Different “followers” than Facebook
* More interactive — post, respond, follow, retweet

“Follow” to link to other government sites

Likes
4,961

Follo

6,842

Tweets  Following #3 Auburn Fire Rescue
3,897 477 . g

Auburn Police €
Oxford Street North at Worcester city line. Rollover crash involving 2 vehicles. No

injuries, believe it or not.

Auburn Fire Rescue @2

urn Fire Re:

Bill Bratton
Sgt. Wytasha Cart
place. He lived Sir Robert Peel's princ
are the police.” His tragic murder is an atta

v
believed in making his hometown of Birmingham, AL a safer
le, “the police are the public & the public

on us all—on a society that must be

together to end violence.

Following

Follov

773

Town of Auburn, Mass @ T of Aubu 23
should be rest

The town webs

Town of Auburn, Mass
The town website,
s maintenance. A temporary go

in the meantime. It can be a

and support:
sion-making process by becoming members of
rving on a board of

commission can

ec 2018
ising us that the Stat

oradically throughout the

ency. Thank you and

F rs Lik
314 3,863 1,384

Auburn Fire Rescue @

se for the larm fire on Adell:

sration on

rhauled.

Auburn Fire Rescue @
2nd alarm being

Auburn Fire Rescue @aub e

Companies responding

to Briarcliff for an electrical




TWITTER ANALYTICS

’Analytics Home Tweets Audiences Events More v

i ™ P —
W Analytics Home Tweets Audiences Events More v Town of Aubum, Mass v @9 v (LI EET

Your Tweets earned 9.5K impressions over this 28 day period

During this 28 day period, you eamed 315
impressions per day.

Twe

7 V46.2% A 1 31

Jan 2019 -

Top Tweet camed 639 impressions t Get your Tweets in front of ST Town of Auburn, Mass

¢ The town website, auburnguide com should be restored.
more people We askif any unusual issues are found, please call to
The Town of Auburn encourages and peop! report them to the IT depart so that it can be resolved

supports residents to participate in the Promoted Tweets and content open up your Thank you

. . . reach on Twitter to more people.
decision-making process by becoming Today is Probationary FF Matt Hall's first
™% Town of Auburn, Mass

members of various boards and e ) .
shift with @auburnmassfire. FF Hall is ¢ The town website, aubumnguid 1is experiencing some

commissions. Serving on a board or assigned to Group 3. Congratulations & ? down time and issues as it under goes maintenance. A

commission can be a rewardin temporary go to has been set up to access the website for
X 9 welcome to @TownofAuburn users in the meantime. It can be accessed via this link
experience...

. pic.twitter.com/AWEORPNBgB uburnguide.com
auburnguide.com/Pages/AuburnMA

On average, you eamed 1 link clicks

View Tweet activity

3 Town of Auburn, Mass Tweets Following  Followers  Likes Moments

2,005 76 773 Edit profile

W) Analytics Home Tweets Audiences Events Morew Town of Auburn, Mass v

Your

Who to follow

Town of Leicester MA Roslyn Flaherty

Top language estyle type Top buying style Top wireless carrie Reporter for Channel 3/Worcester News Official Twitter account of the Charit Dfficial Twitter account of the
English Online buyers Premium brands Verizon Worcester Schools Tonight. Assumption College alu fire Department. This is not monitored sachusetts State Police. Account is
Southcoast Native. Email 4 P 24/7.please call 911 if not monitored 24/7. To report a crime

emergency dial 9-1-1

That's 2 more than the same time 30 days ago. You've

Your current follower audience size is 773 g Eileen B. Donahue @
gained around 0 new followers per day

Trends for you Millbury MA Bay Path RVTHS Michael 0. Moore &

4 1
Try Promote Mode The official account. Not monitored 24/7. Working to better the lives of people in
e, Y et Please call directly w/questions & the Second Worcest
- o S5 - : comments: Commonwealth,

Interests Gender

Dogs
Science news
Weather
Sports news

Tech news




EMERGENCY COMMUNICATIONS

» Social Media as part of overall emergency communication plan
«  Social media often informs public prior to release of “official government message”

« Need to be strategic with message yet quick to avoid impact of misinformation generated
from non-government sources

« Designate a “Social Media Specialist” to post all emergency messages
» Shares posts with Town, Police and Fire for Facebook and Twitter
» Posts on Town’s web site, ACTV and Radio AM 1610
» Avoids duplicity
» Ensures consistent messages

» Creates timely postings




SOCIAL MEDIA MANAGEMENT

Coordinate postings through HootSuite .
> Free
» One post to Facebook and Twitter

» Can schedule posts ahead of time

Create email account to handle all social media
communications
(socialmedia@town.auburn.ma.us)

Establish Administrator and Authorized Users

Establish point person to monitor and respond to
comments, notify department head or town
administrator when appropriate

Minimize risk

Internal controls:

» Authorized access for specific
employees

» Change password when authorized
administrator leaves

External — written policies to support
decisions and actions

Develop written Town Social Media Policy

Develop written Employee Acceptable Use
Policy (for Town Infrastructure Systems)
signed annually. Applies to use of:

» Computers & Laptops
» Tablets & Phones

» File servers. application servers and
communication servers

Software

All internal and external communications
networks (i.e. wireless access, E-mail,
and Internet)

Social Media communications are public
record

«  Now being Archived per MGL via Archive
Social Software

€hootsuite Q)ArchiveSociaI




THANK YOU




