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Why	  sharing	  is	  the	  new	  caring
@KerenFlavell

The success of social media in the public sector is dependent on sharing. 
I believe people are inspired to participate and share when given the right way to do it. 
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Around this time two years ago my friends where sharing Facebook messages about frighting incidents with strangers around Brunswick, my local 
precinct.
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 One woman reported someone had tried to pull her off her bike while riding on a bike track at night. 
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It was a stark warning and we were worried. 
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Soon after, journalist Jill Meagher disappeared.
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Her body and killer were found thanks to CCTV camera footage from a shop in Sydney Road, Brunswick.
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Moreland City Council were offered state government funding to install CCTV cameras.



They asked the community for their thoughts using TownHall Social a Facebook app designed for community engagement.



The community not only expressed their views, but supported the views of others.
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They could see the most commonly held issues.
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As well as the contrasting opinions.



They could also see the total numbers.



Participation was matched by sharing showing those who participated enjoyed it enough to pass it along through their social networks.  
When my friend said she saw a link to the question shared by her friend, I knew we were doing something right. 
!
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So let’s take a few steps backward. Our journey with social media and public sector started 5 years ago while working for the Parliament of Victoria.
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Action Change Subject

First of all we needed to help them understand their purpose before stepping into the social space. 



SUPPORTING	  PARTICIPATORY	  DEMOCRACY

So we helped them find their three word higher calling. 
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We did the usual, got them going on twitter.
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 Made You Tube friendly content that increased the average video clip plays by 15.
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But when it came to Facebook there was a problem. Through our research we saw that no parliament around the world did it well. About the House in 
2009. 
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!
Still under 2000 Likes this time last week.
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Yet a small suburb in Melbourne has a following of nearly 900 in a couple of months of activity around a single issue.  
What’s wrong with this picture?



HIGH RISK 

We discovered a range of issues that mades almost every government entity very cautious about Facebook. 



The Facebook page comment thread is a target ripe for abuse. Some Facebook pages had comments turned off, rendering them pointless.
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As a result we developed an app to minimise the risk for governments to undertake community consultation in Facebook.



We directed people off the Facebook page of the government entity.



To a place where they can vote, then add a single reason why, or support the reasons already added. 
Comments are limited to sixty characters and can be pre- or post-moderated. 



NO DATA 

If Facebook was to be used for consultations, it needs to gather demographic information so the results have meaning.



Allow	  app

One click allow 	  

A single click allow captures demographic data added by the user. 



Not everyone will allow the app, however, our conversion rates increase relative to the importance of the issue to the participant. 



The reports show the demographic profile of the voting participants.



It merges the data from the non-Facebook version of the tool and maintains voter privacy by not personally identifying the voting preferences of the 
individual user.
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NO RECORDS

Some government agencies we spoke with were doing screen grabs to fulfil the record-keeping requirements if they asked a question on their facebook 
page.



Although there are now better ways to capture Facebook activity, we’ve helped filter and rank information so it’s easier to understand community wants, 
needs and sentiment.
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The data and content is all on our secure servers managed by Uber in Canberra and fully accessible at all times by our customers.
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So now there’s a way to overcome risk, data capture and record-keeping, we need to get back to helping government increase engagement. Which all 
comes down to sharing.
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I live in a suburb just north of Melbourne’s CBD called Northcote.
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It’s a very eco-minded community, with many of us using bikes as our main mode of transport.
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One day, these very pointy pieces of metal appeared on High Street, our most popular bike route into the city.
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Understandably, the community became irate and demanded it be removed and shortly afterward it was gone.  
How much did this cost the community when it could have easily been tested through consultation?
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Contrast this with Mornington Peninsula Shire Council who presented a range of designs for community feedback.



The consultation had hundreds of responses and was shared nearly 500 times.



The network effect starts with one person sharing an issue of consultation with their friends. 



Friends	  share	  with	  friends

This is how you can beat the EdgeRanking algorithm. 



People share content because it makes them look good/funny/smart…. etc. 
Ernest Dichter 1966 study on word of mouth 64% of sharing is about the sharer.  Ease and speed factored high as drivers. 



2013	  

This graphic shows how Facebook sharing drives outside links more than any other platform.



Apps get even more engagement than news feeds.



Of course, mobile usage is more than doubling quarter over quarter.
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Once again, the level of sharing using Facebook is clear. 



More	  than	  12	  million	  Australians	  	  
are	  on	  Facebook.

Senator	  Kate	  Lundy	  
Minister	  Assisting	  for	  the	  Digital	  Economy



Who	  do	  you	   
engage	  with?

Most	  of	  the	  time	  
government	  engages	  
with	  the	  same	  5%	  of	  
their	  population.	  



This	  means	  95%	  of	  
citizens	  are	  not	  engaged.	  	  
!
Why?

WHY?



Town	  Hall	  meetings,	  
face-‐to-‐face	  and	  surveys	  
are	  not	  shareable	  



We have to figure out how to get the community to Like us.



short
We need to design (and market engagement) as cleverly as Getup and Move On. The media has had to adapt to the world of 140 characters, so does the 
government.





simple
How much time do you have available to be distracted? 
Average time of a petition signing is 15 seconds. 
Can you make something simple then link to more complex offering that only a few will do? 



social
Doing things together is a key aspect to Web 2.0 so your design needs to allow for comments and comment ranking, current tally and final results. 



trust
There is a risk of consultation fatigue so people need to believe their voice counts.  Create and use feedback loops.  
Acknowledge contributions and be transparent with outcomes. 
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Two-‐way	  engagement

Timely	  calls	  for	  input

Transparent	  outcomes

Progress further than one way broadcast messages. 
Present timely opportunities for feedback on decisions as standard practice. 
Demonstrate transparency in outcomes and community views.  



Meanwhile, the residents of Bunbury WA were able to chime in on whether they want to reduce Councillor numbers or are willing to crowd-fund council 
projects.
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City of Holdfast Bay voted for their favourite customer service provider in the Jetty Road Awards.



Again from SA, Greens MLC, Mark Parnell, is listening to views around the voting age.



The Sea Eagles had their fans vote on their best and fairest player for the season.



Darebin City Council wanted feedback on the proposed logos for Reservoir.
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Holroyd City asked residents to rank their preferred rate changes based on services and cost.
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The TownHall Social app attracted 700 unique visitors who submitted a total of 58 ideas for Brisbane City Council.



20% of the visitors to the question about healthy living submitted an idea.



City of Holdfast Bay received an definitive Yes to keeping Moseley Square smoke free.



keren@townhallsocial.com
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