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WHAT WE USE 
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@AndoverMA

3,709 likes Primary Users

Director of Administrative Services

Executive Assistant  

Police, Fire, Public Works, Recreation, and 
Library all have strong pages with dedicated 

staff to manage 

Andover’s Social Media Working Group is led 
by our Deputy Town Manager  

@AndoverMaGov

3,337 followers

@AndoverMaGov

718 followers



ANDOVER’S SOCIAL MEDIA FOCUS 
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Typical social media for a municipality, promoting town events, awareness 
of town meetings, pictures of town officials

Engagement

Response 
Presence during storms, emergency notifications, town office closures, 
school closures, things that are out of the ordinary day

Interaction

One on one communication and dialogue between town staff and residents on any topic; 
playing active roles in community Facebook groups, basically proactive response to any 
and all town related commentary on social media



HOW DID WE GET INTO THE “INTERACTION” BUSINESS

¡ The Merrimack Valley Gas Disaster occurred on September 13, 2018.  The town’s communication effort for the 
first 96 hours was broad-based community response messaging. 

¡ As the response and restoration process developed, residents from Andover, North Andover, and Lawrence created 
a forum to share their stories in order to understand what was happening. 

¡ It became apparent that these individual responses needed to be monitored and responded to. 
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WHY WE ARE EMBRACING INTERACTION

¡ We have a Select Board that is active on social media, we don’t want any surprises

¡ We have an extremely active social media community. Currently there are three 
major “Groups” with 17,000 members 

¡ High demand, high expectations, critical population 

¡ We are meeting residents in the spaces they are comfortable and the times they are 
available

¡ We are communicating with residents one on one, but with a lot of observers 

¡ We are establishing visible communications
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WHAT DOES THIS LOOK LIKE?
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WHAT DOES THIS LOOK LIKE?
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WHAT DOES THIS LOOK LIKE?
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Discolored water – Summer 2019

• Every single person who 
complained about discolored 
water would get a response on 
Facebook 

• The response included a 
dedicated staff person’s email 

• Each person received a follow-
up email a week later 

• It took time, but it was worth it. 



WHAT DOES THIS LOOK LIKE?

Known and Established Resource



SUCCESS WITH SOCIAL MEDIA INTERACTION 

¡ Establish “Rules of Engagement”

¡ Rely on employees with sound judgment 

¡ Andover’s “shared services” approach 

¡ Know your social media “players”

¡ Recognize that social media is where most people “talk”

¡ Attack with facts to control spread of misinformation  
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