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Factors driving the lowa DOT

Information can be just as
powerful as infrastructure.

* Change the way we have historically interacted with our
customers.

* Help customers understand their role in the process.
¢ Offer avenues for two-way communication
not just pushing information to the masses.

® Speak our customer’s language. & 9 IOWA
* Show our human side. g DOT
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What is social media (SM)?

* Social Media simply refers to interaction among people in
which they create, share, and/or exchange information
and ideas in virtual communities and networks.
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Why use SM?

* To build relationships. When you are building a following,
you’re also helping people understand some of the reasons
you do what you do.

* Strong relationships build trust.
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Determining which platform to use

* Ask yourself these questions?
Who are we trying to reach?
What type of information do we have to share?

How much time do we have to

devote to social media? ﬂ IOWA
(fpot

SMARTER | SIMPLER | CUSTOMER DRIVEN

lowa DOT social media

* 12 Facebook accounts
lowa DOT
Zero Fatalities

Traffic Incident Management

Motor Vehicle Enforcement

Careers

Black Hawk/Bremer County construction

Six regional 511 accounts C IOWA
DOT
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The lowa DOT Facebook profile

® 56,461 current followers
® From Jan. 1, 2019 to Sept. 11, 2019 (1,501 posts)

Total Engagements 643,692 2 344%
Reactions 67,154 2221%
Commen ts 15718 »489%
Shares 26,526 ~ 289%

Page Actions 260 2180%

Message Clicks 534,034 A 366% /‘ IOWA
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Engagement Rate (per Impression) 6.3% 213.9%
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| Who likes the lowa B(S'I:
Facebook page?

Facebook Page Fan Demographics

Review your audience demographics as of the last day of the reporting period.

AUDIENCE BY AGE AUDIENCE BY GENDER

S 38%

—u| 62%
(o]

10.8%

o
5]

Women between the ages of 35-44 appear to be the leading force among your fans.
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Facebook - what can we learn n

Page Summary Last 7 days = Export Data &

Data drives what we
mesmmesmarss mee w7 do, From Facebook,
R . we can find out what
people are seeing and
317 sharing.

ws o 138%

— T We get better at
. sharing by studying

Page Likes i Post Reach i Story Reach

September 16 - September 22 September 16 - September 22 September --ljz;:lz:;;‘s th e d ata a n d a dj usti ng
s 203,216 TN our messages

accordingly.

\/_/\/ A
Recommen: dations i PostEngagements i Responsiveness P/
September 18 - Septemier 22 September 16 September 22 s of September 21, 2012 D OT
b 44,968 100%
Post Engagement Response Rate

2gement 4 23% s SMARTER | SIMPLER 1 CUSTOMER DRIVEN
_— o e 2 hrs 11 mins
s _/l__/\_ Response Time ¥ 0 hrs 40 mins

lowa DOT social media

® 14 Twitter accounts
lowa DOT (@lowaDOT)
Zero Fatalities (@zeroiowa)

Metro and regional 511 accounts

IOWA
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@iowadot on Twitter

* Joined in December 2008

® Currently 38,203 followers

* More than 27,000 lifetime tweets

¢ From Jan. 1 to Sept. 11, 2019
1,927 tweets sent (up 40% over 2018)
4 million impressions (up 51% over 2018)
117,428 engagements (up 155% over 2018)

IOWA
C DOT
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What do we tweet?

Twitter Publishing Behavior

SENT MESSAGE CONTENT CONVERSATION BEHAVIOR
(LAST 100 TWEETS)

422 22%
TEXT o 78%

401 UPDATES

PAGE CONTACT BEHAVIOR (ALL
LINKS TWEETS)

Lk gy 23% e QWA
o 57% ‘ DOT
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CONTACTS
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Twitter analytics

28 day summary «= o

154 58261 334+ 383K
Sep 2018
Tweet oo G (SEOR amsut:in —
?ﬂﬂ s m INK
Coming 1o Ames s00n7 Here's 2 handy map @ lewa Seate Patrol
of the best et 0 e BNG how T new g —
Traveang 1 the (e s weeken? 4,886 244
The ows State Patrol heamed up weh Ty~ =
o

Your Saencs and famey in sty sae on the
Ty this weenen
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morming. tul we 03 isve lane closures o0
e Scus sege of 1650 jred Co
B AT Cloaures B 1680129
Check spdates on the 511 app or 5 Hi g

Who looks at lowa DOT Tweets? 9/

Twitter Audience Demographics

FOLLOWERS BY AGE FOLLOWERS BY GENDER

— 58%

MALE FOLLOWERS

42%

I, 7
FEMALE FOLLOWERS

Men and people between the ages of 35-44 appear to be the leading force among your followers.
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lowa DOT Social Media

*Three Instagram accounts
lowa DOT (@iowadot) @
Zero Fatalities (@zerofatalitiesiowa)
Careers (@jointheiowadot)

IOWA
C DOT
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@iowadot on Instagram l@,

* Newest member of social media family
Joined in February 2018

¢ Total followers of 2,556

® From Jan. 1 to Sept. 11, 2010
613 posts
451,588 impressions

6,900 engagements C B\g-?-
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Who see lowa DOT Instagram posts

Instagram Audience Demographics

Review your audience demographics as of the last day of the reporting period.

AUDIENCE BY AGE AUDIENCE BY GENDER

Boox

49%

MALE
26.5%
- 51%
- T

I -
=

Women between the ages of 35-44 appear to be the leading force among your fans.

How to build an audience

Pest Detads

Performance for Your Post
lowa Dupartiment of Transpostation -
. Share Published by Sp scial 171 Wiarch 28 af 1:41 PM -
U, 3 in Southwest lows near the Misscurl River Bridge has been heavly
damaged by Boading and wil liuely remsain chsed for several meonths. This
image is knoking sast in the westhound lanes taken on 3-28-2019
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How much is enough?

® Research varies, but you need to post at
least a few times a week.

® Response time is critical. If you’re going
to post, you need to be watching for
comments and respond to them.

< IOWA
&*port
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Social media calendar

® What’s coming up within your organization?

* How can you tap into holidays, events, pop
culture?

* Repetition is good, especially on Twitter.

2 9 IOWA
&*poTt
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Monitoring your social media

* What monitoring can tell you

Who your audience is
(demographics)

What your audience is responding to
(engagement)

How your audience feels about your post/sH IOWA
(sentiment monitoring) J DOT
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Social media monitoring tools

® Hootsuite is the most common free monitoring tool.
https://hootsuite.com/
¢ Using this tool you can:

Schedule posts
Boost (paid ads) posts
Get more in-depth analytics

IOWA
“dpot
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‘But what if someone says
something bad about us?

Develop and post your Social Media “Terms of Use.”

https://iowadot.gov/policies and statements/Terms-of-Use-
Social-Media

POLICIES AND STATEMENTS

IOWA DOT SOCIAL MEDIA WEBSITES - TERMS OF USE

IOWA
C DOT
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/D'éaling with negativity

Don’t feed
the trolls!!

IOWA
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Dealing with negativity

* Negative comments will often be corrected by your
supporters. Remember that flood pic?

° Tom Myers Looks like they forgot rebar?

oi.inz-t

Like - Reply - Message - 23h

Michael Viehdorfer This project was built to all specifications of the
lowa DOT, there is no rebar in any lowa paving in the last 20+ years,
even if rebar held the concrete together it would still have to be torn
out and replaced due to the washout underneath, it would just be a
more buckled up mess.| assure you there weren't any shortcuts

here, | built it along with 680, |-29 and 2000 more miles of lowa IOWA
roadways. You are not going to defeat mother nature, the road was
built to this elevation to prevent more catastrophic flooding. If it was D OT

higher it would just dam up water that much higher also.
. o
Like - Reply - Message - 2h © SMARTER | SIMPLER I CUSTOMER DRIVEN

Typical conversations

On interstate 380 southbound right under the highway overpass of
V71 in Buchanan County right hand Lane there is a dead deer that is
taking up almost the entire lane. | saw a semi pass over it is late but
my little car wouldn't have it could cause a problem for smaller cars. |
don't know who can help get it off the interstate but thought I'd start

e with you guys!
Thanks for letting us know. I'll pass this information to our
maintenance folks in the area. {

Follow up with what you say.

If you tell someone you’re <« 9 IOWA
going to take action, do it. L DOT
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* Talk directly to our
customers

Our message in our
own words.

Use personal
pronouns in your
posts to show that the
agency isn’t a thing,
it’s a group of people
working together.

T ———

Benefits of social media

lowa Department of Transportation
Published by Sprout Social (7! - September 11 at 1:16 PM - @

One of our most popular services, Highway Helper, is expanding this week
We've added service to Davenport/Bettendorf and extended service hours in
Des Moines, Council Bluffs and the Cedar Rapids/lowa City area. We're also
adding an additional truck in Des Moines and CR/IC

(JowADOT

HIGHWAY HELPER

IS EXPANDING
EXTENDED HOURS

DES MOINES - CEDAR RAPIDS/IOWA CITY
COUNCIL BLUFFS « QUAD CITIES

MONDAY-FRIDAY
5AM - 3PM

(a20)—(0)
3 + DEDICATED TRUCK TO 1-80/1-380
LLIASRURARILIZN  cONSTRUCTION PROJECT IN CEDAR RAPIDS

-‘ X “ |rana

PUSH BUMPERS + TIRE CHANGING EQUIPMENT mas
FUEL - AIR COMPRESSOR - TRAFFICCONTROL  SATURDAY.
SMALL REPAIR T0OLS AND MATERIALS

Pactarmance for Your Post

19,047

J
1 (]
! u
q n
1 1
1 4

Engage in public
conversations
that can benefit
many.

IOWA
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Benefits of using social media

i @1owapoT
s =" WHO'S BEHIND THE WHEEL

® Show our
" DWW DEPARTMENT OF TRANSPORTATION SNOWPLOW DRIVERS cu sto m e r-s th at

@ JORDAN MILLER .
~ / RODKIE SNOWFIGHTER we’re human and

[ €= 21 HIGHWAY TECHNICIAN imi
=N WIGHWAY TECHNIC have similar
OF SERVICE WAVERLY GARAGE

thoughts and
/ WWHAT | LIKE ABOUT MY JOB
| Everything's new and every day is different. | really concerns to t h ei rs.

/ enjoy learning new things. I've grown up with a lot
of technology, so | like being useful to the others in
the shop when it comes to technology.

ADVICE FOR DRIVERS

¥ Since this will be my first winter, I'm a little bit
nervous about getting hit. | would like people to ﬂ IOWA
just pay attention to their driving and slow down. ! D OT
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kank you!

Tracey Bramble ﬂ ‘n,
Office of Strategic Communications ‘ lo A

515-239-1314 DOT

tracey.bramble@iowadot.us SMARTER I SIMPLER I CUSTOMER DRIVEN
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