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How do they become part of the 
discussion? 





Simplify the problem 

ÅImproved communication channels are 
needed that allow for meaningful, 
multidirectional communication. 



Å Timely information  

Å Employee engagement 

Å Internal collaboration 

Å Dialogue with executives 

Å Develop internal communities 

 

Internal communications 



Å Customer engagement 

Å Constructive criticism 

Å Timely information 

Å Positive stories 

Å Enthusiasm 

Å Build the brand 

 

External needs 



What are social media? 

ÅUse ǘƘŜ άǿƛǎŘƻƳ ƻŦ ŎǊƻǿŘǎέ ǘƻ ŎƻƴƴŜŎǘ 
information. 
 

ÅCollaborative.  

 



What are social media? 

ω Internet forums 
ω Message boards 
ω Weblogs (blogs) 
ω Wikis 
ω Podcasts 
ω Streaming video 
 

ω Picture-sharing 
ŀƴŘ άǘŀƎƎƛƴƎέ 
ω Social networks   
ω Vlogs 
ω Wall-postings 
ω E-mail 
ω Instant messaging 



The Wiki 

ωCollaborative website. 

ωEasily categorized. 

ωAccessed by multiple 
users. 

ωContent develops over 
time. 

WikiΥ Iŀǿŀƛƛŀƴ ǿƻǊŘ ƳŜŀƴƛƴƎ άŦŀǎǘΣέ 
ƻǊ άǉǳƛŎƪΦέ 



Master your own domain 



The folksonomy 



The Blog 

ÅWebsite with regular entries of 
commentary, descriptions of events, or 
other material such as graphics or video. 









The Internet Forum 

ωWeb application for holding discussions and 
posting user-generated content. 

 

http://jefffsbeardboard.yuku.com/topic/4593/t/First-Post-First-Beard.html


Find your thought leaders 



Find your fire starters 



RSS and Twitter 

ÅFeeds of information, consumed by readers at 
their desire. 

ÅService alerts. 

ÅWinter-weather alerts. 

ÅNews and promotions. 

 

 





Hopeful 



Functional 



Functional 



Painful 



Dreadful 



Å Service information, 
incoming and outgoing 
 

Å Event logistics, e.g. 
parades, snow/ice 
storms 
 

Å Rapid feedback on 
customer experience 
 

Å Transparency 
 

 
 

Useful in many situations 



Å Staffing levels 
 

Å Labor issues 
 

Å Building expectations 
that cannot be met 
 

Å Public banter 
 

Å Unconvinced executive 
staff 
 

 
 

Significant challenges 



I hate _____! 



How far do you go? 



Complete erosion of news cycle 



Employees gone wild 
On blogs. 



Employees gone wild 
On twitter. 



Å Bus operator makes 
άŘŜŀǘƘ ǘƘǊŜŀǘέ ǘƻ 
cyclist, posts photos 
on blog. 
 

Å Generates local, 
national headlines. 
 

Å Bus operator 
disciplined, raises 
questions of speech. 



Employees gone wild 

News of employee death on 
Facebook and Twitter. 



Like it or not,  
social media are here to stay 



Demystify social media 



Å New policies and 
procedures. 
 

Å Applies on and off duty. 
 

Å Make clear that you are 
speaking for yourself:  
Åά¢ƘŜ ǾƛŜǿǎ ŜȄǇǊŜǎǎŜŘ 
on this website are 
mine and do not 
necessarily reflect the 
ǾƛŜǿǎ ƻŦ ψψψψψΦέ 

 
 

Necessary steps 



Å Do not disclose 
confidential, safety-or-
security sensitive, or 
proprietary information. 
 

Å Obtain permission 
before making audio or 
visual recordings or using 
such recording in an 
Internet Posting. 

Significant challenges 



Promotional = less controversial? 



Tremendous opportunity 



Measured outreach 



CǊƻƳΧ 

Hitting refresh, 
waiting for 
people to come. 



The bottomless 
Big Gulp. 

¢ƻΧ 


