ENTERING THE SOCIAL SPACE

Social Media Best Practices
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» Establish a * Maintain the
foundation audience

Find the right person Address criticism
Find the right voice Ensure information

- Use the right equity
platform » Measure your results
* Develop the right « Keep social mediain
content context

Plan for Success
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ESTABLISH A FOUNDATION
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Start with a social media
policy
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Do we have to keep records?
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Protect your agency and your
customers
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FIND THE RIGHT PERSON
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FIND YOUR VOICE
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USE THE RIGHT PLATFORI\/I
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Who uses what?

Twitter

OAK SQUARE RESOURCES, LLC

13 May 2015



Social Media Platform
by Information Urgency:

Sample Posts

“Delays on
the
northbound
4/5 train in
Brooklyn due

to track fire.”

—

\.

“Delays cnthe
northbound 4/5
train in Brooklyn
between Atlantic
Ave and Borough

Hall due to a track

fire. No injuries

“Here are photos of
today's track fire on
the 4/5. Remember
to throw your trash
into receptacles,
and not onto
tracks.”

“We fine customers for
throwing trash onto
tracks because of the
dangers they pose to
Transit employees, the
Fire Department, and

reported.”

/

\. J

k other passengers.” )

WwJaa3-3u0q
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DEVELOP THE RIGHT CONTENT
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TriMet +% Follow
@trimet

Pres. @BarackObama will be in town 5/7 &
5/8. Buses/trains systemwide may
experience delays due to security/traffic.
trimet.org/potus

RETWEETS FANORITES - -
16 3 iBBART SR

6:00 AM - 7 May 2015

Provide service updates..
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M NJ TRANSIT +$ Follow
NJTRANSIT

All NJT service (rail, bus, light rail)
scheduled to reach its final destination by
10PM will be the last to run tonight
#NJTWinter

RETWEETS FAVORITES ——— =
ey 4 bvE- ¥
156 37 WEDODFRem'

10:22 AM - 26 Jan 2015

And emergency information
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Houston METRO +% Follow
H @METROHouston
Feliz Cinco de Mayo amigos... ow.ly/MyZvl

Mariachis serenading riders on
#METRORAail

& view transiation

E YouTube

e

Mariachi Luna Llena

Houston Public Media and Mariachi Luna Llena celebrate Cinco De Mayo with a walking
concert of Houston. We visit University of Houston Downtown, Hermann Park...

View on web

2:23 PM - 5 May 2015

Link to
YouTube

video

Promote community events
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MTD is hiring a Planner: cumtd.com/about-
us/jobs #chambana #jobs #GIS

#urbanplanning #publictransit cc
@CEEatlllinois @UIUCGeogGIS

C-UMTD +% Follow
@CUMTD

fg c-U MTD

Work for Us

To continue operating top notch service to our District, we need a workforce that's just as
great. To be a part of our exceptional team, apply here.

View on web

R3E_'a‘u'EE_S T\;DRFE ? b :‘E

5:30 AM - 6 May 2015

LISt Jjob openings
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pree= Hillsborough Area Regional Transit
HHART 19 hrs - @

Last round of GO Hillsborough community meetings begin Monday.
Brandon, Temple Terrace, Town N' Country and more on deck for meetings.
This round of meetings will focus on building a community consensus about
how best to proceed with a transportation plan.

AT

A

Last round of community meetings on Go Hillsborough
transportation initiative starts Monday

TAMPA — A select group of residents has answered the county's toughest question
regarding transportation in Hillsborough County: are you wiling to pay higher taxes to...

TAMPABAY.COM

Solicit public participation
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Dallas Area Rapid Transit (Official DART

paRT  Pace)

April 24 - @

For Catalina Cruz, taking the DART train from her
home to the senior citizen center in downtown Dallas

isn’t just a journey — it's an adventure. She meets a lot

of interesting people along the way, and when she
arrives at the center, she gets to spend time with her

friends engaging in all kinds of activities that she loves,

like arts and crafts, and something she really loves -
dancing. Catalina doesn't drive, so she relies on the
train to be able to explore and enjoy the world around
her. She takes the train three times a week to the
center and has done this for more than a decade.

Like - Comment - Share
Y 63 people like this.
& 1 share

d Shane Epting Just hope that she doesn't have to
get off at the West End Station. What a
nightmare!

Like - Reply - % 5 - April 24 at 1:19pm

Maria Martinez That's me in 15 yrs.
Like - Reply - 1 - April 24 at 1-25pm

Stacy Graves Hal The West End Station is my
m stop and | totally agree. If I'm standing out there

longer than 3-4 minutes | usually get someone

creepy coming up to me.

Like - Reply - ' 2 - April 24 at 8:12pm

@ Patrick Richmond | love the way DART has

improved the routes whey they bought these
low-floor sections. Now they don't have to worry
about wheelchair lifts breaking down at the

€ a comment

s

Profile your riders
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metrolink
1week ago - ¢ Fullerton Metrolink Train Station

Amazing #sunset snap at #Fullerton station e #train
#trainstation #metrolink @ by Ken Szok

deborahmcadam05, mota.cindy, go.kings.go

renan.pasqua
Great shot!l &

E the.socal.railfan

: Amazing Picture! Gonna be there this Saturday! Love
going There

L

shannonwalker
Wow! Great shot!

. linda_smith1956
Zbeautiful

3 comment...

Celebrate your system

OAK SQUARE LLC 13 May 2015



MAINTAIN YOUR AUDIENCE
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,\n\n@wk o sue
eara & o P ”&@'P‘:
09®® e 5\\\\ame somet™
v

MTA LIRR shared a link.
N December 9, 2013 @

LIRR adds 'Darth Vader' to snow response arsenal
www.newsday.com

The Long Island Rail Road's deployment of a 53-foot-long, 80~
ton steel snow removal vehicle caps a three-year effort to bolster
the agency's winter weather arsenal. The $1.5 million machine wit

Like Comment 43 Qe F3

Keep things interesting
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Manage expectations
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LANGUAGE ASSISTANCE

‘rabbittransit

Just Hop On!

Home Schedules ares Shared Rid~ Rider Tools Contact Us

Trip Planner News & Events

- ‘
Psst...Like us on Facebook e e

N{fective September 9, 2013

TranNit Update: August 2013

Fare Ingrease Effective

with Google Transit, a part of Gooaglg
Maps

L
s

Choose Your Service ghvice Chanoes Approved for

Wanchester & Hanover Routes
York Fixed Route

-

e
Eikand it | Seart:h rabb Shelter Style: Student Desian
bhicssi i o or rch “Freedon Contest Winner

rabbitEXPRESS New! A Guide to Shared Ride

York Adams Shared Ride

Northumberland Shared Ride
Like us on Facebook! Schedules Next Bus Arrival

Rider Alerts Don't miss another bus.

Like our page and stay Plan your trip or find your
up-to-date with news and destination on a route
Receive Rider Alerts in your email §r on semvice changes i1} map.

your cell phone. Never miss the bus\again!

Learn More » Learn More » Learn More »
Sign Up Mgwr» |

~—_—  —

Help people find you
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Encourage
conversations
with your
customers

Link to a
relevant
story

Acknowledge

compliments

-

co? GoTriangle +2 Follow
rrrrrr e (@GoTriangle

Londoners find the commute more stressful
than the job they're traveling to. Do you
agree? We want to be a solution. ow.ly
/MuyrJ

wy BT UK

Invite customers
to share their
experience

Commuting "more stress than work®
By BT UK @bt_uk
Commuting is more stressful than work, according to new research by Ford.

Rachel E. Pollock @labricolzuze - May £
[@GoTriangle My commute on the 805 is virtually stress-free. Friendly
drivers, easy planning withe Rider app, & 20 minutes wia good book.

1 1

, GoTriangle @GoTriangle - May 4
GO* @laoricoleuse Musicto our ears!
Triangle
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ADDRESS CRITICISI\/I
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Neutralize critics with
information and
patience

Take one
sarcastic

customer...

Show agency

response

- Time Thief SLisie & - 230
= Gea thanks [Dmetrolosangeles I"'ve been waiting for over a half howr
because of incormect information. Thanks for making a bad day worse.

TLissie_A Hi, could you tell us what wrong information you received so

@ Metro Los Angeles =metrolosangsies - 140
we can look into it? SLH

. Timve Thief ik 4 - 10
E= mmetrolosangeles Ur website said the TZE going to Downtown LA woul
amive at 5:02. It never came. Waited almost 40 minutes for the next o

Metro Los Angeles & +2 Follow

(@Lissie_A Currently looking into why
website displayed incorrect arrival times.
Could you please tell me the stop location?
ALH

8228 AM - 5 May 2015

- Time Thief Sliksk 4 - 110
E= Trmetrolosangelzs Thank you. Ohympic and Fairfax. [t usually amives on
time and | wasn't the only one waiting. Very disappointing.

Metro Los Angeles Smetrolosangseies - 110
@ T Lissie_A Just learmned an EB trip was cancelled at T:50am due to lack
manpower. We're still inwestigating web issue, but if you'd...

Receive a
gmgéjaf;-ig_éh;?ﬂﬂnk o, thank yOU
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But sometimes things
gowrong and all you
candois apologize..

jas @_trOllqueen - May &
hate you @SFBART

1 2

I.... SFBART +2 Follow
@SFBART

@_trOllqueen We are very, very sorry.
Today has been difficult; we are doing
everything we can to restore service.
Apologies.

RETWEETS FAVORITES -
5 3 SEHEMERREL

2:47 PM - 6 May 2015
daveB 3015 @DaveBurian - May 6
I'm just gonna turn this into their new slogan:
"@SFBART. We are very, very sorry."

> Kristyn Rivano (@ KristynRivano - May 6
B3 @SFBART #shutdownBART
J
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In 2014, 87% of
American adults
used the Internet.
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P
44% of people with no high
school diploma

J

4 )
41% of seniors

\_ J

4 . )
25% of low-income
households

\_ J

4 )
21% of rural residents

\_ J

Who's not online?
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In 2014, 90% of
US adults had a
cell phone and
64% had a
smartphone.

About 7% rely mostly on
smartphones for Internet access.
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* Gauge size of community
* How many friends, fans, and followers

* Track audience actions

* How many shares, retweets, comments, or
downloads!?

* Who'’s talking about you?

* Share of voice in industry or mentions by
competitors

* Assess positive or negative mood of comments

Sentiment * Data mining

Typical metrics
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IT'S ONLY ONE TOOL
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Best Practices for thetransitwire.s

news on emerging transit technology
-
Transportation Agency
- " Weekend roundwp el
Use of Social Media — [

~" How Japan's high-speed rail O R——
ear o
""" LT ——
e eger frm o Vi Trrsporn ook e o
e B01m3 P S5 B SO 1 MR ARSI SR

MBTA to test technology to count
commuter rail riders

The Masaaseusems By Transsenunen Auhary s Testng mat
s bty b e ety el e o e

HART seeks funds for regional fare
pmjl:cl'

e 4-1M-}' dous =.|=o-l T-vp'*-l'o'?-‘ = cwq =

EM o Alta to test track intrusion e
”

Pk hte .Awwn.". 21 ol el
o cererraar el Lacha

Learn more about the book Read
from CRC Press. www.thetransitwire.com

Want to read more?
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https://www.crcpress.com/product/isbn/9781466568600
http://www.thetransitwire.com/

Susan Bregman
Oak Square Resources, LLC
susan@oaksquareresources.com
617.783.8630

Wwww.oaksquareresources.com
www.thetransitwire.com
@TheTransitWire
@OakSquareSusan

Contact me
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