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Using Social Media to Grow Advocacy h]
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2015: 13,000 @SFBART mentions
2018: 60,000 @SFBART mentions

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
e Defending your brand
* Maedia relations



Gaining Advocates on Social Media bo

Doctor Popular @
. @DocPop
Replying to @SFBART

@SFBART what can we do to help? Is there BTW @SFBART is awesome. Take it all the

are ballot measure we missed or something time.
like that? Would love to help if I knew how.

p .

| Follow | ~
Y @nbirtcil

SFBART @ @SFBART

Replying to @UberFacts

At 45 years old our escalators can stop working for a variety of reasons. Qur crews do

i Robert Prinz m o a tremendous job in cleaning up after others and keeping the units working- last
¥ @prinzrob quarter we had 87% up time for street units and 95% for platform.
Replying to @DocPop

@DocPop A BART bond measure will likely be Sara
on your Nov 2016 ballot. I suggest a "Yes" a @puttysauce m 7
vote.

Replying to @SFBART

This isn't a BART problem, this is a community

problem. You're just forced to see it on BART.
If y'all want to see change, talk to your gov
reps and demand more resources for
SUSTAINABLE solutions. These are HUMAN

Noel Kelly
o @gnoll110

Replying to @prinzrob

@prinzrob @DocPop Also pressure Federal

v

government/Congress for most public

transport infrastructure spending too.
@SFBART

BEINGS who want safety and comfort, just like
anyone else.




Communication Strategy bo

Government has two primary communications

o goals:
'1‘(;0 1.  Getting information to users (riders)
: ;g% 2. Articulating value to non-users
-;*,j“q;; (taxpayers)
Y

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) 4



Setting the Tone

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 bo

* 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

i



From Our Playbook

e 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

EL CERRITO PLAZA




Knowledge Base bo

s (S B

Don’t be afraid to engage users

in discussion. But...

Be sure you’'ve got the

= Save in the cloud,
knowledge base to answer ' themed folders by topic:
guestions before d|vmg in. -
g e AR * Facts * Videos
~.'L?-.-_J%:\ﬂ;s o * KPlIs & Metrics * Graphics 2
—— e T * Pictures * Data sets -
o - GIFs * Talking points




Social Media Strategy bo

Listen

Gauge sentiment and deepen insights in
real time

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

Analyze
Data and use it to inform
business decisions

) Engage
‘ In personalized conversations
with a broad audience

Prioritize Drive
Feedback and communications via A narrative that reflects progress and goals
influencer alerts



Social Media Strategy bo

cwcooper [ Follow | ~

pan carew c e Bowcooper M A
&c @dancarew

Replying to @SFBART

@SFBART is one of the best Twitter accounts I like the frank and candid responses. Wish
from a public agency. more government agencies were like this.

John Manoochehri o
@jmanooch
Replying to @SFBART @cdkeil @Apple

THIS IS HOW CITIES SHOULD BE. Transit as
responsive supportive funny informative - on

Realest social top of essential. The amount of stuff that

media ma nagers could be achieved by a society with public

: : infra that was funded and supported! as e.g.

In pUb'IC @mokka @alon_levy @devonzuegel

transportation @ptraughber all know. & "o —
3:05 PM - 6 Jan 2018 from San Francisco, CA '

This Twitter Q&A with @SFBART engineers is
a really good example of proactive customer
engagement by a transit agency. Friendly
tone, good detail in answers to rider

N OT_SO_ BREAKIN G 0 questions, and strategic plugs to work for the

agency and serve the public good.

F J Hil . sart.gov/jobs 122

ﬂ pioinig v BART’s Twitter Account pom

BART itself has issues, but I think @sfbart is Responds to Complaints T T
probably the best run social media account Awesomely
I've ever seen. Clear, firm, friendly, & human.

. ue 090160
L& | 4 . i &)




Put Data to Use

bikes Steve Chervitz Trutane y
L @trutane

2.4% (45) 0 2%
Kudos to @SFBART cleanup crew after I

Elevators report a biohazard using new Bart Official app
9 play.google.com/store/apps/det ... Massive

2.3% (44) @ vomit mess on NB Richmond car tonight -

H | horrendously yucko. Bart staff cleaned it up

omeless w/in 20-30 min post-report.

2% (38) © 49% DR e ,

Commes / PR Social Post |

1.8% (33) © 25%

Police post

1.7% (32) 0 63%

Human Waste complaint

1.5% (29) © 38%

Parking

1.5% (28) 0 76%

Escalators

11% (21) © 43%

11




Prioritize Influencers

% Jimmy Whisenhunt @

@jimmywhis

v

I'm looking at a sidewalk 20ft wider than it
was before with 5 new lamps at the BART
station with a big sign that says "Your tax
dollars at work".

How about we work on making the system
work in the rain first? I think we'd forgo all
new sidewalks for a year or so.

11:42 AM - 5 Apr 2018

User has 24.7K followers

«..: SFBART @
@SFBART

Replying to @jimmywhis

First, congrats on the baby... but we'd like to
clear this up..station access improvements are
paid for by local funds earmarked for projects
like this. The money can't be used by BART
for other improvements. Happy to give you
more details if you tell us the station.

12




Prioritize Influencers bo

w Jimmy Whisenhunt @
. : Follow v
@jimmywhis

Replying to @SFBART

[ stand corrected, I should know better than

to randomly complain about how money gets
allocated.

Also, thanks - you have changed my entire
perception on BART. What the heck.

2:42 PM - 5 Apr 2018

He retweeted the exchange to his 24.7K followers

13



Delivery-Driven Government

-+ sunday parker m
v
) @sundaytakesbart

Always wondered where all the @SFBART
signage and way-finding budget was put

Ty :2-: SFBART &
towards... & g

FY19 BART Capital Program - Summary of Uses
Program Tepor Fxamgin Projects (FY18)

Replying to @sundaytakesbart

We've sent an email asking if we can make a
permanent sign for the elevators. We've also
requested details for the wayfinding project
that got budget money. We will keep you
posted.

System Reimvestment
Boling ek

.........

Faciities

.........

4:21 PM - 27 Aug 2018

17 Retweets 59 Likes a ‘ % " . g @ ‘ 0

14



Delivery Driven Government bo

b SFBART @

@SFBART

Replying to @sundaytakesbart

These handy elevator signs have now been
placed in all multilevel downtown Oakland
stations. Thanks to your original tweet, we
worked across departments to get the ball
rolling and make it happen. We wanted to
circle back with you with an update. Thanks

again.

| -Lowegy

C-CONCOURSE

UL - UPPER LEVEL TRAIN P
LATFOR
TRAINS To RICHMOND AND ANA',;IO
TRAIN PLATFQ M &

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.

~_ feyandstrange @feyandstrange - 29 Dec 2018
7 Replying to @sundaytakesbart @SFBART

You're a hero, @sundaytakesbart | At least to all of us who may get a little less
lost in those elevator mazes. Thank you - and thanks @SFBART for the signs.

., Abe Khaleeli @AbekKhaleeli - 28 Dec 2018
Replying to @SFBART @jayholler @sundaytakeshart

This is amazing! Great work BART team

15



Social Customer Care

Mo Money, Mo Bamba & m
. 18 e
V\ @AaronTheEra

Hey @SFBART, why the hell is the air
conditioning on in train 1761!7?

ARDAS

««nr SFBART @
@SFBART

Replying to @AaronTheEra

Hi we just heard back from our maintenance
crew that there was indeed a HVAC issue on
car 1761. We fixed it thanks to your report.
Sorry about the chilly commute.

9:29 AM - 13 Dec 2018

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. 16



Turn Challenges into Opportunities bo

Jen Boynton, B Targeted @JenBoynton - 3 Aug 2018
: love the transparency @SFBEART

.»+ SFBART @ y
@SFBART

Add fare machines are a source of frustration
to our riders. See this thread for some
answers that may help explain their limited
functionality and what we are working on.

Craig Villamor @cvilly
How is this even a thing, @SFBART?? I need to add $2.10 to exit
station, I can only use cash, I can only use 1s and 5s. I have NO WAY

TO PAY MY FARE!

17




Elicit Brand Affinity bo

I SEBART & tao M @taomodachi - 31 Oct 2018
@3FBART Replying to @SFBART
Did they lose the baby at some point when it had $20 on it

Q1 n 2 Q 28 4

vans SFBART® @SFBART - 31 Oct 2018
h] Clipper has balance protection when you register your card, so no.

Q 2 n 2 Q &3 il

Karen Tapahe
A - p Follow
@nativepilgrim

Replying to @SFBART

I really admire your responses here and the
care and concern you show the public. Well
done!

9:04 PM - 31 Oct 2018

6 eees 44180 @D DO WL OES Family won the SF Chronlf:le Costume Contest
Sim e Pam @ because of this tweet. 18




Well Played Quote Tweet bo

The public loves data (and the media too)
b SFBART &

@SFBART e
. ... SFBART @
Take BART instead but please, please, please Ba v
don't hot box our cars. Smoking is not Ridership for 4/20 was almost 420,000 (it was
allowed. Not even on #420 421,578 exits). That's *high* for a Friday.
SFBART @ @SFEART
Captain Chris Sherry @CHPChrisSherry Take BART instead but please, please, please don't hot box our cars. Smoking is not

Driving while under the influence of marijuana is never tolerated allowed. Not even on #420 twitter.com/chpchrissherry..

and always illegal. Make it to your future!
12:56 PM - 21 Apr 2018

308 Retweets 1160lkes ED PH OO T 2 @

Q 18 s Q 1k

9:50 AM - 20 Apr 2018

196 Retweets 626 Likes e “ @ a . . 0 a ’

Q 22 11 196 O 626 il

+ 3,500 new Twitter followers

19



Rapid Response Communication bo

$ B Christian Keil m -
“Fk. @cdkeil

Happy Friday to my @apple airpod, who
left me for @SFBART today. I hope they
love you as much as I did.

8:29 AM - 5 Jan 2018

392 Retweets 2,959 Likes <@ "3/ @ a " ‘.“‘ e . .

20




Fold in Media Relations

O Alicia Trost &

6 @AliciaTrost m v
*+¢ @Kantrowitz It was only a matter of
time....but luckily he didn’t go into the track.

We're gonna try and send staff to recover and
reunite the AirPod with @cdkeil

Christian Keil @cdkeil

Happy Friday to my @apple airpod, who left me for @SFBART
today. [ hope they love you as much as [ did.

Show this thread

9:01 AM - 5 Jan 2018

slretweets 835lkes Py L OPE @

Q s 1 21 ) 835 M

21



The Great AirPod Rescue Miracle of |
2018

=+~ SFBART
ks SFBART @ i AT
v @SFBAR
@SFBART
Replying to @SFBART @cdkeil @Apple

Replying o @edkeil @ippie Chr|st|an, DM us your info so we can connect.

Never go in the trackway to retrieve an item,
let us know and we will get it for you!

T A

’ 316K views 0:02/2:04 QX ‘(7'

11:37 AM - 5 Jan 2018

793 Retweets 5578lkes @)D P E B PO DWW

11:43 AM an 2018

203Retweets 2724 Lkes PO S QOB L OB

5 &% i
Q 54 1 793 O 5.6K ih O Gas Bex i




Clapback Thread

Pluto @ThePlutooo - 28 Nov 2018 v
Replying to @SFBART

Does it smell like peepee

Q a 11 14 O 198 i

I- «»+ Bay Area Rapid Transit
Published by Seung Lee November 28, 2018 - Q

Holiday season is here, and you may be looking for a gift to stock your kids'
Christmas stockings or to exchange in a White Elephant or Secret Santa

party. wans SFBART® @SFBART - 28 Nov 2018 v
We got our plush BART train toys on sale now at our Customer Service m Our sources confirm that the train toy does not smell peepee. Thanks for asking.
Center at Lake Merritt BART station! It cost $10+tax. The Customer Services Q 14 17 136 ) 554 i
Center is open from 7:30 a.m. to 5 p.m., Monday to Friday. Get them while
they're hot!
ﬁ Aurora Rose Oh boyl Does it come with a hidden crack pipe?!
Maybe a used needle?!?!
O

Like - Reply - Mes Iw

ki Bay Area Rapid Transit No, because we choose not to
make light of the drug addiction crisis plaguing the Bay
Area. As a multi-county connector, it unfortunately spills
onto our system. We are working with law enforcement,
SF's Homelessness Outreach Team and others to curb this
national crisis. Read more here:
https://www bart.gov/guide/social-resources

Ow OD: e

Like - Reply - Commented on by Seung Lee

e Anthony L D*'Agostino @Anthonyl_DAgost - 28 Nov 2018 v
Replying to @SFBART

For a limited time only, add a broken escalator for only 5 more!

Q1 m 2 O n M

113,314 50,481
Boost Post
People Reached Engagements wen. SFBART® @SFBART - 28 Nov 2018 o
m A toy broken escalator isn't much fun ...neither is the real life thing which is why
@ = O Mitsi Lyn, Adam Aquino and 562 others 419 Comments 515 Shares we will be using Measure RR money to replace our 40 year old escalators.

23
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New BART train toy both mocked and
coveted on Twitter

Transit system is selling it at only one station

By Mike Moffitt, SFGATE Updated 1:15 pm PST, Thursday, November 29, 2018

Adam Kittler shared a post.
December 3, 2018 - Q

BART OUT HERE ROAAASTING in the comments!lie @&
Show Attachment

= Deseree Watson, Zoé B. Aincrad and Dawn Warfield

oY Like

1 Comment

D Comment A> Share Bi v

ﬁ’ Dawn Warfield they are on point and not havin nonya nonsense,
ha

1
Like - Reply - 9w o

Taylor McElvain shared a post.
November 30, 2018 - &
Bart PR is on fire. Read the commenis.

Show Attachment

o: o Briana Mullen, Alexander Phillips and 4 others

Iy Like

[,__] Comment

everyone

Like - Reply - 9w

g;i} Share

\’f‘ Juan Garcia | love the fact that they are responding to almost

1 Comment

B v

Q

515 shares

@ Zak Wear shared a post.
< November 29, 2018 - &

transparentBART staff keeping it real in the comments.

1 :l. Dl b4

@ Suanne Atwood Schlotman | must say, | am truly impressed by the
professionalism in the BART PR persons’ responses! Nice workl
PS5, | know several little ones that would love this toy as they are
fascinated with the BART trains.

R 005 w0

24




Leverage Your Foundation

* Treat social media like a chatroom, not a bullhorn

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

* Inresponses, 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

25



Questions?

QuickMafs™
@NimadSenate2026

Replying to

Wow I actually really appreciate that
thoughtful response!

QuickMafs™
@NimadSenate2026

Replying to

For lack of anything better to say, someone @aliciatrost
needs to give you a raise.

atrost@bart.gov

www.linkedin.com/in/aliciatrost


mailto:atrost@bart.gov

