SOCIAL MEDIA AND
TRANSIT




4 |
0 Cris Swaters
o City of Springfield, City Utilities: Social Media/Digital Content
O Cris.Swaters@cityutilities.net
O 417.831.8479

0 Bridget Moss

O Kansas City Area Transportation Authority: Public Affairs
Manager

O bmoss@kcata.org
O 816.346.0339



City Utilities - Springfield
-5 |

0 12 weekday routes, 7 night and Saturday routes, 4
Sunday routes

0 4,600 rides per weekday

Platforms
0 @CUTransit on Twitter

0 City Utilities on Springfield is on Twitter, Facebook,
Instagram



RideKC
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0 Bus: 50,000+ rides/day

0 4 transit providers in Kansas and Missouri, urban, suburban, express,
on-demand

0 90+ routes

Platforms: RideKCTransit

0 Twitter
1 Facebook

0 Instagram, Pinterest, YouTube, LinkedIn




Why

01 Building ridership

O Customer Satisfaction
® Notice of events affecting their ride
® Addressing complaints

O Where the bus goes
O Supporting outreach

0 Image management

1 Media relations




Platform use

Facebook - 71% of internet users - 58% of adult
population

Twitter 23% - 19%

Instagram 26% - 21%

Pinterest 28% - 22%

LinkedIn 28% - 23%



Who is on Social Media

4 |
65% of adults now use social networking sites — 10x jump in the past decade
0 Young adults (18 to 29): 90%

65 and older: 35%
O Just 2% in 2005

0 By gender:
o 68% of women
O 62% of all men
By ethnic group: 65% of whites, 65% of Hispanics and 56% of African-Americans

By location: 58% of rural residents, 68% of suburban residents and 64% of urban
residents



Selecting platforms
-5 |

0 Demographics + Reach + Ease of use + Results




Not my target audience
[

0 If you aren’t reaching customers directly, what
about:

O Media

O Voters

O Stakeholders

O Community Service Organizations

O Industry: Healthcare



What are the benefits for transit

1 Inform
1 Motivate
0 Engage

01 Monitoring




CASE STUDY
I




Case Study: Transit Center Opening

1 Goal: Promote the new Transit Center & get
attendees to the First Friday Art Walk event at the
grand opening

1 Facebook
0 Twitter

0 Instagram



™ L
| # Change Event Photo

Facebook

ad by City Utilities of Springfield, MO + Going = & Invite  # Edit  ses

o Friday, May 6 at 6 PM - 10 PM EVENT TIES NextTia

Create New Event
Have another event by City Utilities

Q@ 211 North Main, Downtown Springfield Show Map of Springfield, MO coming up?
Create an eventto let people know
[ O | aboutit
About Discussion

# Wite Post  [8] Add Photo /Video @ Create Poll A

Chris and Jamie went

Details 121 26

L

Join City Utilities for the May 6th Artwalk in downtown Springfield for our
Transit Center Grand Opening! Learn more about our new routes effective
May 8th and see some beautiful art from CU employees! You'll also hear SUGGESTED EVENTS SEE MORE
the beats of CU bands Brother Ray and the Sometimes Righteous! It's sure
1o be a great timel 8th Annual Ozarks Beerfest
Sat Nov 19 at Springfield Expo

i|asing 21 quests

To learn more about our new transit routes and to get your unlimited FREE 5 y
ride pass valid May 8-21, visit www.cityutilities.nettransit/transit.htm — Interested < Going



’@ City Utilities of Springfield, MO

(%]

F q C e b O o k We're getting things ready for the Transit Center opening on Friday and
Yoda is using the force to help us install the sculpture for the Downtown

Springfield Sculpture Walk!

#MayThedthBeWithYou

P2 city utilities of Springfield, MO
k Published by Cris Swater - May 4 - @
It's May 4 and you know what that means... Darth Vader and Luke fighting
for control of the new Transfer Center! Who will win?!

#MayThe4dthBeWithYou

500 people reached Boost Post
il Like @ Comment Share B~ 567 people reached Boost Post
@5 Kim Gill, H Design Group and 8 others iy Like @ Comment s Share &~

@ Write a comment (D Denise Moehring, Kim Gill and 6 others



r City Utilities of Springfield, MO shared Federal Transit
k Administration (FTA)'s post

(*.]

Facebook

Don't forget! With the new Transit Center and the new routes, we're
offering FREE rides until May 21!

Get your pass here >> bil ly/FREE-Pass

rq City Utilities of Springfield, MO &) <

@

Line 22 - NE - Lime

You guys! We're getting so close to unveiling our
new Transit Center. Watch this video and check
out our new routes, and you can ride for FREE
May 8-211

TH E Get your FREE ride pass here >>
hitp:/ibit ly/F REE-Pass
’, dr Like @ Comment s Share :(gv
Q0 14 Top Comments =

. Tammy Read Gotiton my phone, THANKS
Unlike - Reply - Massage ©1 ]

&

BRAND:
_OPENINS,

an uNOTU uAI

. Federal Transit Administration (FTA) added 3 new photos 1ls Like Page
A
22 - NE - Lime ‘
Yesterday, transit riders in Springfield, Missouri caught the bus from a modern new
transit center, with smart technology, efficient traffic flows and new safet

See More



F q C e b O o k VQ City Utilities of Springfield, MO was ive E City Utilities of Springfield, MO was live
5 ) = Published by Cris Swaters [?]- May 6 - @
k Published by Cris Swaters [?]-May 6 - @

LIVE at the new Transit Center dedication!

LIVE from Art Walk it's Brother Ray and the Sometimes Righteous! 2 €

2,001 people reached Boost Post
2,113 people reached Boost Post

iy Like B Comment ~» Share @v
e Like ® Comment #» Share &~

O Sonia Brannen, Skip Jansen and 13 others
O Shannon Stephens, Chris Hill and 16 others Top Comments ~

1 share

1 share
LA\



'@ City Utilities of Springfield, MO

hed by Hootsuite [?]- May 8 - @

F q C e b O o k First buses headed out from the new Transit Center for weekend routes.

1,267 people reached Boost Post
e Like B Comment # Share &~
O Elijah Daniel Robinson, Bill Osborne and 28 others Top Comments ~
3 shares

; Gavin Krueger Are we finally able to have a route after Gpm to ingram mill and
a bus up here to pick up on weekends? It's hard enough living on the east side

without a car.

Like - Reply - Message - @ 1 - May 8 at 11:14am

@ City Utilities of Springfield, MO Line 31 goes out to Ingram Mill on
Saturday and evenings. Check out the route on cityutilities net

Citv Utilities: Home Page



? s g City Utilities of Springfield, MO added 2 new photos
PAN city utilities of Springfield, MO r@ Ko e = .
k Published by Cris Swaters [?]- May 5- @ N o o :

Dust off your selfie skills and be cool like GM Scott Miller! Come by the

F q C e b O o k What's the newest social media craze (a la #VandivortBathroomSelfie)? We Transit Center and take a #TransitSculptureSelfie!
call it #TransitSculptureSelfie and you can take one outside the new Transit =
W :-l
A
1 !|

(i

Center! Come check it out tomorrow!

123 people reached Boost Post
623 people reached Boost Post

s Like @ Comment # Share @'
il Like @ Comment #» Share { b

(D Bill Osborne, Kirn Gill and 3 others Top Comments ~
Q Rebekah Lee, Nicole Peters and 5 others '@

< Write a co

@ Write a comment j; Joseph Quinn Loving the new Transit Center. A much needed and much

| appreciated improvement to Springfield's downtown life.



. CU Transit @cutransit - May 2
6BUS \Want some #mondaymotivation? Ride The

TWI‘|"|'e r Bus for FREE May 8-21! #SGF
- _ City Utilities Transit - New Bus Route - Line 35, In...

v w Get your FREE bus pass valid May 8-21 here:
' o EE bit.Iy/FREE-Pass With the addition of the new Transit
A Center in Springfield, Missouri, many of the existing Ci...
15 - Industrial Express -P  youtube com

* 3 4 v ihi oo

CU Transit @cutransit - Apr 25

CBUS Did someone say FREE bus rides May 8-21?? Yep! #SGF bit ly/FREE-
Pass




Ozark Greenways ([@OzarkGreenways - May 3
Thank you @cutransit! Can't wait to see your brand new Transit Station
downtown this Friday!

CU Transit @cutransit

I I 1.1.
The Bus & the trail are a perfect pair on #GiveOzarks. Help our
5 eI e g com e em e

_ U Transit @cutransit - May 3 91
$BUS Check out Transit Director Kelly Turner on
Big Talker 1340AM to talk about the _ U Transit
Transit Center and bus routes! #sgf $US =

.@0zarkGreenways We're just a little excited.

)




Twitter

- CU Transit @cutransit - May 5
BUS The newest social media craze (a la
#VandivortBathroomSelfie)? It's gonna be
a thing - #TransitSculptureSelfie! #SGF

m r

&

City Utilities (cityutiitic

Be cool like GM Scott Miller at @cutransit. #5GF

#TransitSculptureSelfie

CU Transit @@cutransit - May &
QBUS We hear this #kcs ar thing is pretty cool. Know what else is cool?
The new #Trans ter in @downtownsgfl #SGF

CU Transit transit - May 6

€BUS |ove this #TransitSculptureSelfie from
Logan from @FTA_DOT here for the
ribbon cutting! #SGF




CU Transit @cutransit - May 6

®
QBUS We Il be Iwe on Facebook wnh the dedication! Check it out! #5GF
Twitter Wekisloe
| - | —
CU Transit cutransit
T SBus oothme= L @OzarkGreeﬂwavs
$BUS \Woohoo! #TransitCenter ﬂsgf ) B #TransHCnter #_SGF '

o | IMNTH T

L:' ‘"‘t"'




TH E @ cityutilities

BUS

ENJOY OUR

NEW ROUTES

Unlimited Free Ride Pass
May 8 thru May 21

curate.417, springfieldmo and
crooked2x4 like this

Instagram

cityutilities We're giving away FREE (yes,
you heard it, FREE) bus passes for May 8 to
May 21! Want to know how you can get
one?

Get your coupon >> http://bit ly/FREE-Pass
Link in profile

cityutilities
AN

kolbyk_welift, genoteca,
brparchitecture and geronimolopez
like this

cityutilities It's so pretty! © 2 #Repost
abrparchitecture

Interior of the lobby at the new
tcityutilities Transfer Bus Station in -

1 D brparchitecture



@ cityutilities

sculpturewalkspringfield, curate.417,
springfieldmo, doublejumpmedia,
kolbyk_welift and kmelton29 like this

i i ) cityutilities What's the newest social media
= B | - call it #TransitSculptureSelfie and you can
take one outside the new Transit Center!

Come check it out tomorrow! We're totally
gonna make it a thing!

#sgf #SpringfieldMO #LoveSpringfield
#TransitCenter

@ cityutilities

16 likes

cityutilities It's May 4 and you know whi
that means... Darth Vader and Luke fighting
for control of the new Transit Center! Who
will win?! #MayThedthBeWithYou #5GF
#cityUtilities #LoveSpringfield
#SpringfieldMO #TransitCenter

lovespringfield Yes!




@ cityutilities

cecilmar28, curate.417,
kolbyk_welift. springfieldmo,
twelve25lover and crooked2x4 like
this

cityutilities Woohoo! Come check out the
Transit Center tonight (and take a selfie
with the #TransitSculpture)! #sgf
#LoveSpringfield #SpringfieldMO
#TransitCenter #TransitSculptureSelfie
#ribboncutting

/@ cityutilities
A\

12 likes

cityutilities The #TransitSculpture standing
tall and awesome at the #TransitCenter.
Seriously. Come take a selfie and share it
with us! #TransitSculptureSelfie

#SGF #SpringfieldMO #LoveSpringfield




CRISIS COMMUNICATION




Crisis Communication
e

0 Severe Winter Weather
0 Royals World Series Parade



Crisis Communication
e

Anticipate a crisis.
Types:

01 Deliberate Agency Action
Smoldering issue
Local, national or international risk
Operational crisis

O O O O

Social media



Build Equity In Your Brand

I ——
0 Build equity / reputation ahead of a crisis
O Positive news
O Engage
O Respond to questions and complaints

01 People will remember that you react, and how you
react in a crisis



During the crisis
[

0 Multi-channel response
01 Be prepared
0 Transparency and authenticity

01 Fast response times are vital



Crisis Plan Best Practices
]

What should it include?

0 Make it a written plan

0 Involve communication leaders

Do scenario planning

Determine roles

Define key stakeholders

Know what channels to reach key stakeholders

O O 0O O 0O

Train for it



WINTER WEATHER




Focus attention on Twitter, Media
4 |

0 Kansas City
O Infrequent severe winter storms

0 Skeleton communication crew during storms
O Media updates

O Twitter




Work plan
[

0 Goal: Informed customers, informed community

0 Twitter
O “KCATA is preparing...”

O Current conditions, more frequently

O Bus service and facilities - en
About 1/3 of Metro and MAX buses are 10
O Customer service or more minutes behind schedule due to
road conditions.
==l




Be Prepared

]
0 Messages

O Prepare for the storm

O Current conditions

O Real-time bus information
0 Visuals

O Add interest to your social media
0 The media and twitter

O A twitter list, in our case

O News cycles

O Event hashtags: #kewx #kssnow H#mowx




Be Prepared, part 2

1
1 Your tools

ReadyNHgov
1 Yourself EMERGENCY KIT:

Whan chaanier hita home, your femly sl degeed on yow T e
\—-iq i et m 10 tehe Caee of yruarsad ared yos farrdy




Be Consistent
I

11 Keep your core values in mind
O Safety

O Transit is an integral part of the community




Visuals leverage the message
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0 Use expected and unexpected visuals

O Buses in snow

O People: Drivers, customers

O Facilities crews

O Represent extreme conditions

1 Behind the scenes

O Pusher buses

O Tow trucks

O Command center
O Call center




Monitor and scan for information
e

0 Hashtags - #kcwx #ksweather #mowx #SnOMG
0 Searches — bus + geography

0 Hashtags were...

O “Born to address the need to organize and make sense

of the overwhelming social media buzz.”
® Ann Smarty, The YouMoz Blog



Lessons from the storms
e

0 Social media requires that you be on and respond
O Figure out how to divvy up responsibilities

0 Real-time information
0 Use retweet liberally
1 Be real

0 Thank your customers, media friends



A ROYAL CELEBRATION

A royal mess




Royals - Party Like It’s 1985




Parade Route
]

0 Parade route and rally ROYAL
- CELEBRATION |
location i

0 Shuttle service throughout

region




Early Communications
[ ]

01 Maintain secrecy while preparing employees

1 Comprehensive plan, with other parties in lead
O Time table

0 Materials ROVYAL 4

O Messaging CELEBRATION

KANSAS CITY ROYALS * 2015 CHAMPIONS




KC Is Ready To Celebrate
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E HCATA - The Meatin

WHO IS READY FORLA PARADE?
We'll have shulthes and fre riges 3l diy on Tuesdiy. Mov. 3
wWwWL_kEata arpinews parade

Prepare for rerouibes: HiE) Vndeds orginews parsde

\\
ROYAL

CELEBRATION

HAMNBADR CITY AOYALS + BOT0 CHAMPIONG

I
N

Transportation to the Rovals Celebration and Victory
Parade | News | KCATA

& parane and raily wil ba Pedd in cownloan Kansas Ciy on Tuesday, Mo, 3, at

noon. (Detais at Te Vs arad KTKMO gov

e i sy 2 Mot Boosisd

F--

noan. (Uetalls at the VISTKG and KCMO.gov.)

KCA By KANSAS CITY AREA TRAMSPORTATION AL

35,203 people reached

& Share

7 Like @ Comment

ﬂ Kate Eegnier Bender, Davigl Johnson and 53 others

136 shares



Tuesday morning: Crisis Management

URESTURESAN HTHENES?@

.'|W] |rr L

iR




Social Media, Website

00 Pre-parade:
O Managing
O Monitoring
01 During the Parade
O Monitoring
O Responding

0 Social integrated with
operations command center

DKCATAMetro thx for providing bus service. Went as well as
possiblel @ Huge line at Zool JReardonKC

- 9B v




Results

)
0 200,000 Rides

0 Estimated parade attendance:
800,000

O Metro Population: 2.4 million

1 Mixed reviews




The Party’s Over, But We're Not Done

N
0 Addressing complaints and compliments

0 Celebrating employees

1 Lessons learned and debriefs




MANAGEMENT TOOLS




Management: Hootsuite
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&« C | @ htps//hootsuite.com/dashboards /tabsid=436240 %10
° v - RXX Q
Mentions & FB posts x 1 1 asM g F W NS v ’ &t el +
(* v+ AddStream & Add Social Network E - =
| W Mentions & Q ¢ 9 Mentions C+Q i |M Poststo page w ©Q 1 M Messages QM Activity - 9 Q
=] L Joan M. Barrelt @8arrestjoar Kelly Turner @kure () BKD CPAs & Advisors '@ City Utilities of Springfield,
2 days sga o 00 S 5 oy ago hd MO
b4 A gorgeous morning at @ < for the DivaSGF Excited to see where the We're supporting the City Utilities of
% Halloween Hustle! # community sees @cutransit in this plan! 1, MO Halloween Hustle Sk & 10k NG probalem
this Saturday to benefit Harmony House, a i
Ashley Quinn
AP RIS BAPAMG3 family violence prevention... Y.Q_
* Great Editorial from @CityofSGF el
o Planning Director @EcoDivaSGF "Dream
Big for City Planning"”
Q https://t.co/Z20LrHsTyr
#PlanningMonth #SGF
0 we
CPAs & Advisors
v ;
-h.a [.' Scott East
Joshua Adkison @fraetarGuardias TN _
Bob Bruns @BrunsB Det 10 C .
3 days ago - Mis v - if someone please advise
@cutransit Any chance the 9 route will be
@cityutilities ) ouse this so £0ing to a thirty minute schedule in the ity o I L/ citoyUtilitiesofSpringﬁeId.
reminds me of an old cigarette commercial foreseeable future? &r nybus ol ' A M
sorry = Us Tareyton smokers would rather :
fight than switch! o - i
> 2 Thanks for messaging us.
0 Asriey, Quirny o ile we try to be as
a Ll I i Sy 880 responsive as possible
0 M'}? Terri @dabeisyin Hey. CU, can you do for public transit in s not monitored 24/7
TP : springfield what they're doing in KC? trying to report an ou
MPTA @MOPublicTransit bitly/Out ; s
MRR @cutransit But If you don't advocate for o -"G"“’ge?waflnb!
4 days ago 3 A ks ;i options for gas, water and




Management:

Hootsuite

"B Bl e T LT TR N v EE ST TTTMLes e

- W SRR T wME e -~ g - e

J

Q. Find profik 0
@ cityutilities
ggﬁ cutransit
#. City Utilities of Springfield, ...
City Utilities of Springfield

in|
@ cityutilities

- Add sarial nerwanrk
A gorgeous morning at @cityutilities for the
Halloween Hustle! #dothehustle

“

&

I

C | & https://hootsuite.com/dashboard#/tabs?id=4362405

o

W @EcoDivaSGF Excited to see where the
community sees @cutransit in this plan!

APA Missouri @APAMissair

Clear

w

g E 9 @ é

We're supporting the City Utilitic
Springfield, MO Halloween Hust
this Saturday to benefit Harmor
family violence prevention...




Management: Scheduled Posts

city utilities of springfield, mo Cris Home 20+

Page Messages Notifications B Insights Publishing Tools Settings Help -~

City Utilities of

Springfield, s o+ i

MO

itiities.nel

# status [8] Photo/Video @ Offer, Event + &~

Energy Company

| Home '
G Schedule A Post Q. Search for posts on this Page
Avou N 2 Search for posts on this Pag

Photos %
= ) G Boost Post m 76% response rate, 13-hours response time
Likes respond faster to turn on tt ige
Schedule
Videos This Week Backdate
Terms & Conditions Save Draft

1 follow



Management: Content Calendar
- J
0 Year-at-a-glance

0 List by month

0 Helps you keep track of important dates

0 Allows you more easily schedule if you’re short on
time

0 Holiday/days closed /altered transit schedules
column, ‘public’ column, ‘employees’ column



Sprout Social

0 Task manager

0 Search /
discovery

1 Reports

ll'-'].. P P e Fe Fo e e FR Fn am G d Tn L4 -

T

Twitter Profiles Report

105,083

Twitter Activity Overview

&

12,948

Audience Growth

ase



Planning your messaging

R 1 — \ =T
0 Scheduling 1 PhAY ,L_\,; RACKER.
| | |

O With caveats LT _J_FTQIET witlel mlx W =e] lu-
. lEMalts | | | IvAVAA | vV |
01 Post something Crwirer | | viviviA | vV
| FACEBOOK | Vw1 Y1/ V| [V
everyday iNsvazeas | | | L VIV \
.. PiNTerestT | v V| | VL
0 Mix it up MEDW aws | L |V f/ Hus
OLD\JJEBBUJ' — ~—/\/‘/“ ‘”“T:\7' T
MAlL| (VI (VVE L VL
CLEAN EMARL B ji—T "




Top Three Tips

0 Bridget 01 Cris
O Use your mobile device O Use personality
O Have a library of O If you don't want to
images see it, why would
O Strengthen-Soften- someone else?
Separate o If at first you don't

succeed, try again.



Unsolicited Adyvice

Don’t be afraid to try something new!

CU Transit

CBUS ATTN : 1GO trainers! Win FREE rides catching #Pokeman on -
#TheBusl #PokemONtheBus culransit net/pokemon

@ cityutilities

springfieldmo, obelisk_home,
doublejumpmedia, brparchitecture,
crooked2x4, curate 417, _izzyclayton
and showmespringfiekdma llke this

cltyutilities Calling all Pokemon GO
trainers! Our buses are overrun with
Pokemon and we need your help to
catch 'em all, Here's your chance to win
FREE bus tokens every day next week!
All you have to do is ride the bus and

'@ City Utilities of Springfield, MO ©

hed by Cris ate Pi-July 22 - @

Our buses are OVERRUN with Pokemon! That's why we're giving out
FREE BUS TOKENS to the best trainers who can help us control the
Pokemon population. Here's how it works

1) We've made it easy for you to see all the gyms and Pokestops along all
of the Transit routes! >> cutransit. net/pokemon/

2) While on The Bus, take a screenshot (or use the game camera) as you
catch a Pokemon

3) Send us your favorites using #PokemONtheBus on @CUTransit Twitter
or commenting on this post.

4) Two lucky trainers EVERYDAY, July 25-29, will receive two free bus
tokens. We'll pick the first winners on Monday!

Please stay safe and be courteous of other Transit passengers while you
catch 'em all!

May the odds be ever in your favor. &

THE

1,364 people reached Boost Post

iy Like W Comment A Share B~
OB Jennifer Williams, Anna Carter and 8 others Top Comments *

12 shares 4 Com
.N




QUESTIONS
I




