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Residents’ parking scheme:

Background


Background

The town of Riverford has been growing rapidly, and is now having problems with parking and congestion. Riverdale Council wants to introduce a residents’ parking scheme to the central area of town to tackle this.

The scheme

The first permit people buy would cost £50. If they wanted a second, this would cost £100. The scheme would operate from 9am to 7pm.

What do residents/businesses think?

The council wants to find out what residents think about the idea and hear about concerns / suggestions for changes. It also wants to present the scheme in a positive light.

It is considering using:

· Survey Monkey (a free online survey provider)

· Facebook

· Twitter

Riverdale social media channels

In terms of social media, Riverdale Council has:

· 2 Twitter accounts – 

· @RiverdaleC (26,000 followers)

· @RiverfordMayor (560 followers)

· Facebook

· YouTube

· Instagram

· Flickr
· LinkedIn
Residents’ parking scheme:

Questions

1. Defining objectives







5 minutes

What are your objectives for this project? (Think about what the council AND the digital team might want to achieve).

What will you measure to see if you’ve been successful?

2. Deciding which channels to use





5 minutes

Which digital channels (eg Facebook, YouTube, Survey Monkey) do you intend to use? 

Why? (And why not?)

3. Dealing with detractors






        10 minutes

How would you deal with the following scenarios?

On Facebook…

a. A conversation has developed on Facebook. An individual is being aggressive and abusive towards other contributors with an opposing point of view 

On Twitter…

b. Some users are sending you 15 tweets a day on the issue, posing difficult questions and not accepting your answers

c. You’re getting so many tweets, the moderation is taking a long time and requires evening and weekend working

4. Monitoring and evaluation





        10 minutes

What tools will you use to monitor and track what people are saying?

How will you evaluate whether the project has been successful?


We’ve used the Government Digital Service’s (GDS) Social Media Playbook to come up with these questions: https://gdssocialmedia.blog.gov.uk/playbook/

Residents’ parking scheme:

Answers
1. Defining objectives







5 minutes

What are your objectives for this project? (Think about what the council AND the digital team might want to achieve).

NB: we have grouped the tables’ responses into themes 

Engage

· Customer engagement

· Buy-in on basis of ‘you said / we did’

· Show we have listened

· Increase followers and likes

Gather information

· Gather useful feedback / opinion from relevant audiences

· Obtain information

· Gather feedback to shape scheme

· Get good understanding of what residents think of parking and the scheme

· Identify affordable options to solve issue of parking

· Allow open conversation and feedback

Inform

· Highlight advantages to residents (and businesses)

Reach people
· Access hard to reach groups

· Accessible

· Reach as many people as possible

· High level of engagement – 10% followers

Define the campaign

· Define the size of the campaign

· Who is affected – their demographic

· Split residents from businesses

Other

· Promote fairness and objectiveness

· Consider other similar schemes

· Anticipate reactions / questions / objections 

· Consider impact on business

· Income generation

· Test which channels work best – maybe try some new ones

· Use appropriate medium

What will you measure to see if you’ve been successful?

· Number of responses

· Quality of responses

· Demographics of residents

· How many approved proposal

· Good feedback on alternative arrangements

2. Deciding which channels to use





5 minutes

Which digital channels (eg Facebook, YouTube, Survey Monkey) do you intend to use? 

Why? (And why not?)

Digital channels

· Survey Monkey – but keep it short. 

· Inquisite.

· Facebook video to show issues – congestion / parking / pedestrians

· Twitter poll #yes #no

· Twitter and Facebook – direct to Survey Monkey

· Twitter #Riverfordparking

· If low response levels consider budget to promote survey on Facebook Ads

· YouTube – disable comments and direct to Survey Monkey

· Youtube – to show the local area and photos / Instagram to show the problems

· YouTube – no (expensive / hard to engage)

· YouTube – no (too specific an audience

· Remind councillors and councils to retweet and share

· Website. Web banner.

· Parentmail (to parents in the local area)

· LinkedIn 

· Press release via website

· Internal comms

· Email – specifically contacting people who are interested in consultations / latest news

· Resident e-newsletters

· Streetlife – local area concerns

· Instagram / Flickr / Linked-in – no (wrong fit)

· Instagram / Flickr – visual aids

Other

· Ask large businesses to be involved

Non-digital

· Piggyback on existing mailshots – signpost to Survey Monkey – offer offline option

· Press briefing / Media release – radio, tv etc

· Residents’ mag – set context / need

· Call centres / holding messages – on existing incoming calls

· Face to face

· Direct mail

· Text services

· Targeted mailshot – businesses, residents, visitors, shoppers

· Posters

· Dedicated URL to Survey Monkey – when any other events, promote this

· Exhibition in town centre. 

3. Dealing with detractors






        10 minutes

How would you deal with the following scenarios?

On Facebook…

d. A conversation has developed on Facebook. An individual is being aggressive and abusive towards other contributors with an opposing point of view 

· Positive interjection to say where the parties can find official information. Remind them this is a public forum. Moderation if necessary / if things escalate.

· Facebook – don’t engage

· Good statement to use is:- “we are listening but please have your say on the consultation page’

· Can offer to remove their post – report to Facebook

· Tell them house rules for behaviour. Send a private message to inform why. Take message off

· Ask them to be respectful. Direct back to consultation. Encourage views. Block them if all else fails

· Take down post, send message referring to moderation policy and signpost to appropriate forums.
· Report and block abusers

On Twitter…

e. Some users are sending you 15 tweets a day on the issue, posing difficult questions and not accepting your answers

· Refer to relevant department. Suggest putting questions in writing

· Ask them to contribute and share the formal consultation

· Post some FAQs to try and answer them. Update often with new questions and answers

· Develop FAQs

· Be consistent – ask them to complete questionnaire

· Best answer, then ignore

· Encourage offline conversations. Have Q+As on the website

f. You’re getting so many tweets, the moderation is taking a long time and requires evening and weekend working

· Analyse themes, create and link to FAQs, communicate that queries are being worked through
· Hours of operation = 9-5

· Don’t respond to individual comments

· Manage expectations for level of response
· Request more resources/ claim overtime

4. Monitoring and evaluation





        10 minutes

What tools will you use to monitor and track what people are saying?

· Survey Monkey report

· Hootsuite

· Tweetdeck – MI data

· Can set up short URL for Facebook etc so can track what worked

· CRM – software – monitoring tools

· URL statistics 

· Google analytics 

· Locator in GIS system

· Survey to judge effectiveness

How will you evaluate whether the project has been successful?

· See if we met our objectives

· Media coverage

· Benchmark digital response to the traditional

· Evaluate SM responses only – consultation channelled through one platform to allow effective quantative analysis

Numbers

· Response levels – number and quality

· How many retweeted / used hashtag plus Survey Monkey

· Volume of engagement

· Quantity

· Survey Monkey

· Volumes – call volumes

Reach

· Range of audiences reached

· Location

· Demographics

· Reach of social media

Quality

· Effectiveness of channels

· Overall positive message

· Survey Monkey

· Customer satisfaction




Your task





You work in the digital team. 





You’ve been asked to use social media to find out what residents and businesses think of a proposed residents’ parking scheme.








Total time: 30 minutes









