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Using Social Media to Grow Advocacy
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You are likely using social media to:

• Provide service and delay information 
• Answer questions
• Promote ridership
• Follow trending topics
• Push a message
• Rumor control
• Spotlight employees

But what about using it for:

• Social Customer Care
• Engagement
• Eliciting brand affinity
• Defending your brand
• Media relations

2015: 13,000 @SFBART mentions
2018: 60,000 @SFBART mentions 



Gaining Advocates on Social Media
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Communication Strategy
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Government has two primary communications 
goals:
1. Getting information to users (riders)
2. Articulating value to non-users 

(taxpayers)

Feedback and conversation are 
critical; many government 
agencies are notoriously poor at it

Delivery-driven Government: Knitting together technology, user data, service 
design, operations, and policy into tight feedback loops creates the conditions to 
constantly adapt programs and improve outcomes (Jennifer Pahlka – Code for 
America)



Setting the Tone
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Take the time to workshop your brand

BART is Optimistic, not exuberant

Find your agency’s tone

BART is human, not elitist

Be authentic to your brand

BART is competent, not cerebral

Be Savvy, but not juvenile

BART is accessible, not edgy



From Our Playbook
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• Fully integrate social media into your 
strategic communication plan for the 
year

• Workshop your key messages

• Create simple and punchy 
soundbites

• Gain executive sign-off 

• Empower staff on social to speak



From Our Playbook
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• Staff on social media are spokespeople and know how to get 
information quickly

• We treat the public like they are reporters 
• Getting a real response with context and facts is very satisfying



Knowledge Base
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Save in the cloud,
themed folders by topic:

• Facts 
• KPIs & Metrics 
• Pictures
• GIFs

• Videos
• Graphics
• Data sets
• Talking points 

Don’t be afraid to engage users in 
discussion
Be sure you’ve got the knowledge 
base to answer questions before
diving in

Don’t be afraid to engage users 

in discussion. But…

Be sure you’ve got the 

knowledge base to answer 

questions before diving in.



Social Media Strategy
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Listen
Gauge sentiment and deepen insights in 

real time 

Engage
In personalized conversations 
with a broad audience

Drive
A narrative that reflects progress and goals 

Prioritize
Feedback and communications via 

influencer alerts

Analyze
Data and use it to inform 

business decisions

Respond
To inquiries via desktop and mobile, 
meeting users where they are at



Social Media Strategy
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Realest social 
media managers 
in public 
transportation

WOW—
Finally Some 
Honesty from 
the Government 

NOT-SO-BREAKING: 
BART’s Twitter Account 
Responds to Complaints 
Awesomely



Put Data to Use
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Prioritize Influencers

12BART Department responsible for this report goes here

User has 24.7K followers



Prioritize Influencers
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He retweeted the exchange to his 24.7K followers



Delivery-Driven Government
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Delivery Driven Government

15BART Department responsible for this report goes here

• We worked with multiple departments to 
make these permanent signs a reality.

• We then followed up with the user to 
show their tweet resulted in a positive 
change.  



Social Customer Care

16

With the click of one button we can 

automatically send the tweet to crews, 

open and close a case in Salesforce to 

collect the complaint data, and add a 

tag  so we can measure how often this 

happens.

The crew’s response:

CAR 1761 WAS COLD. CYCLED HVAC BY 

TECH. NOW OK

Then we can reply with the follow up 

and close the loop.



Turn Challenges into Opportunities
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Elicit Brand Affinity
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Family won the SF Chronicle Costume Contest 
because of this tweet.



Well Played Quote Tweet
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+ 3,500 new Twitter followers

The public loves data (and the media too)



Rapid Response Communication
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Fold in Media Relations
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The Great AirPod Rescue Miracle of 
2018
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Clapback Thread 
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515 shares



Leverage Your Foundation
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• Treat social media like a chatroom, not a bullhorn

• Engage people where they’re at on topics they want to talk
about

• In responses, don’t just point to a webpage, offer substance

• Rethink taking conversations to DM, keep it transparent

• Don’t be afraid to engage users (even combative ones) in a
discussion



Questions?

@aliciatrost

atrost@bart.gov

www.linkedin.com/in/aliciatrost

mailto:atrost@bart.gov

