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Hi, I’m Kevin…

…and I’m Chris
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A Conversation?
• More like millions of conversations, 24-7-365
• Some are about you
• They are constantly shaping your brand, for 

better or for worse
• Doesn’t matter if you’re “doing” social 

media—it’s happening whether you’re there 
or not



Join the Conversation
• Meet people where they are
• Make immediate contact
• Build a shared identity
• Engage in the democratic process
• Become the “go to” source for information 

about your organization



KC old vs new logo-









Hashtag Contest
City Council & budget staff discuss proposed 
budget

A. #Budget2016
B. #YourMoney
C. #KCBudgetChat
D. Create your own hashtag



Who Uses Social Media?



Two Policies
• For employees

– As representatives of the jurisdiction
– To understand what is private
– To segregate work and personal

• For organization
– Roles and responsibilities
– Policies and procedures



Strategy
• Assignments
• Purpose
• Content pipeline
• Drive traffic to other online services



Measuring Success
• Reach & Penetration—Views, subscribers, 

“likes,” “shares”
• Level of Engagement—Click-through rates, 

participation in online activities, citations
• Experience & Opinion—Satisfaction, user 

ratings, mentions, comment tone







Satisfaction – UP 14% over 4 years!



You believe in , right?



“Telling Stories”
A policy has been set
A street will be closed
An event will be held
A showcase of an individual employee
A building will be built
A storm is coming



Where to Start?
Network Uses Try

Facebook Personal Share content and answer questions (5-
10/week)

Twitter Networking, news Share information in real time, retweet relevant 
content, create list of local leaders (3+ day)

YouTube Videos, specifically 
cat videos

Upload short content on news and events, keep 
library of meeting videos (1-2/week)

LinkedIn Professional Post jobs, agency information, content about 
working in your field (2-4/month)

Instagram Photographs Share pictures of parks facilities, events, 
ceremonies (1-2/week)





Beware the Social Media Snowball

#SocialSnowball



#DeadRacoonTO
One Concerned Citizen:
@311Toronto There’s a dead raccoon on the 
sidewalk outside 819 Yonge (at the SE corner of 
Church). 

The City: 
@jasonwagar Thank you 
for letting us know. This 
was reported a short while 
ago and Animal Services 
has been notified.

@311Toronto Excellent, thanks! 
Poor fella had a rough night.

https://twitter.com/311Toronto
https://twitter.com/jasonwagar
https://twitter.com/311Toronto


Citizen Engagement:
“Rest dear raccoon. Help is on 
the way from the City.”

#DeadRacoonTO

Drake’s 
Reaction

#DeadRacoonTO
donations

The City 
finally arrives!





GovGirl
Secret Identity
Kristy Dalton
Twitter
@KristyDalton22 #GovGirl
YouTube
www.youtube.com/user/
GovGirlBlog
Government Technology
www.govtech.com/govgirl/



Questions/Comments?

Kevin Knutson
kknutson@managementpartners.com

Chris Hernandez
chris.hernandez@kcmo.org
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