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Background

e Distribute information

e Provide news and announcements
e No response

e One way communication

\ Tube
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Pilot Program (Twitter)

e SiX month Twitter pilot

e July 5, 2010 began engagement
e Collected statistics and data

e Documented conversations

e Analyzed information
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Steps to Implementation

e Have an Implementation Plan
ldentify your Objective
ldentify Stakeholders
Conduct Risk Assessment

Develop Policy, Procedure, and
Guidelines

Develop a Metrics System




7

Program Objective

e Validate & determine any beneficial
value
Within the workplace
Customer service
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Identify Stakeholders § “§

e Support from Upper Management

e Collaboration with Web Development
Team

e Share Responsibility with Media Relations
Division (Office of Public Affairs)

e Enlighten Information Security Division
(Information Security & Privacy Office)

\_ /
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Risk Assessment

\_

e Ildentify Risks

e Measure Vulnerabilities
e Mitigate Risks

e Enforce Policy and

Procedure




/Policies, Procedures, and \
Guidelines

e Abide by Pre-Existing State Social Media
Policies
OCIO IT Policy Letter
OCIO Social Media Standard Simm 66B

e User Guidelines

e Rules of Engagement

e Website Disclaimers
\o Social Media Procedures




Understanding Metrics

e Develop Baselines
e Identify Goals

e What to Measure
Customer Sentiment
Exposure
Followers / Friends

e More Is Better
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We Are Growing
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Statuses Followers

TWI“encwnhn powWERED BY Ewikkeer http: A twittercounter . com
\July 2010 — 1,634 Followers June 22, 2011 - 3,855 Followers
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Twitter Counter Forecast

Twitter stats for CA DMV

"J|\‘ 3:351 Followers (+& yesterday, +3 on average)
"J|\‘ 162 Following (+1 vesterday, +1 on average)

"J|\‘ 511 14 Tweets (+13 yesterday, +15 on average)

TWITTERCSUNTER ... ee

\_

£] View top 100 twitter users (70,610 vesterday)
I #70,539 p

3 Tweet

¥ Tweet

¥ Tweet

3 Tweet

Followers prediction

3,986¢cllowers in 15days

[ -

3 Tweet

4E1daﬁ;5 to get E,ﬂﬂﬂ followers

http:/Awittercounter .com

/




Twitter Growth

Twitter Activity Comparison

787

M July-10
M June-11

Average Total Average Average Average
Tweets Sent Retweets @CA DMV Mentions
Mentions
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Comparative Advantage

~

Television [Radio
(KCRA Day |(KSFM 102.5
Twitter Time) Day Time)
Exposure/ | 5,y 10- 3,022
message |June 11-8,857 |[11,496 16,350
Cost/
message |$15 $300 $60
Frequency |unlimited N/A N/A
Message |140
characters |30 seconds |30 seconds

\Iength

L/
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How does DMV use Twitter today?

e Distribute Information
e Promote News

e Provide Customer
Service and Support

e Control Corporate
Branding

e Direct Traffic

/




Distribute Information

Do you qualify for a refund from DMV?

Here’s what you should know.
http://tinyurl.com/33f4gwy #cadmv

o CA DMV
RT @CA DMYV: Do you qualify for a
refund from DMV? Here’s what you
mes ses sews meo ShOULld know.,

— http t1m 1111 com/33f4gwy #cadmv

82011 Twitter About s Co

@ SacramentoSBDC

=== Sacramento SBDC

22011 Twitter



Answering Customer Inquiries

Home Profile Find People Settings Help Sign out

@CA DMV Do commercial drivers
have a new system instead of getting
tickets they get points deducted?

Rephy Retweet

Home Profile Find People Settings Help Sign out

@bencomoo01 The process of how
commercial drivers get tickets and
accrue points has not changed.
http://tinyurl.com/65lr)7v #cadmv

bencomo01

Josie

22011 Twitter AboutlUs Contact Blog Status Resources AP

Delete

CA_DMV |

CA DMV

& 2011 Twitter About Us Contact Blog Status Resources APl Business Help Jobs Terms  Privacy



Directing Customer Traffic

The “DMV Now” app can help you meet
many of your CA DMV needs right from
your iPhone or iPod Touch.
http://ow.ly/3xvd3 #cadmv

Home Profile Find People Settings Help Sign out

@CA_DMV I was just looking over
your free app. Neat features. I plan to
watch some of the videos tomorrow :)

Rephy Retweet
Emmah7

22011 Twitter About Us Contact Blog 5Ststus Resources APl Business Help Jobs Terms  Privacy



Directing Customer Traffic

@CA_DMV
CA Dy &

Visit the DMV blog & read our new blog
post " How to Apply for Disabled Person

Placards and Plates.” http://ow.ly/5y3ZI
#Ca_dm\" l Home ] Community Guidelines

7 Jul wia HootSuite <7 Favorite 4 Reply @ Delete

/7

MOTOR VEHICLES \&

Entries RS5 | Comments RSS Search |

How to Apply for Disabled Person Placards and Plates Additional
Posted on July 6,2011 by cadmy Resources

Areyou ar a family member in need of a tempoarary Disabled Person (DP) Parking
Flacard orlicense plate? If so, the Califarnia Department of Motor Vehicles (DY) is at
yaur service, Eligible California residents with short term or lang term disabilities may

Far Additional information:
Official DY Wehsite

apply for DF placards or plates by completing an Application for Disabled Person Follow us on Twitter:
Flacard or Plate (REG 195) and submitting the appropriate fees (fapplicable) by mail EBCA Dby

arin person ata local DY field office. The Medical Cedification section of the REG

YouTube:
194 may not be reguired only for the following reasons:

Califarnia DY Channel

Subscribe to the 13 A lower extremity or both hands have been lost and you appeatin person at a local ez
Dbt office ;

DMV Blog! Facebook Homepane

g 23 %ou currently have a permanent Disabled Persan ar Disabled Yeteran license plate
Enter your email address to assigned to vour vehicle. Check out instructional
i i videos

Eubsciedninighicy ahd CLICK HERE to obtain an Application far Disabled Person Placard or Plates (REG ki

ecene notfcalins orhey 195) or visit httn:fhwww.dmv.ca.gowipubsibrochuresifast factsifer07 him for maore R

postsyoail; infarmation about DP Parking Placards and DP License Plates.

I Filed under: Uncateqorized | Leave a Comment Latest DMV Tweets:

Sign me upl | Do you have a DY guestion

DMV Social Media Pilot Program Results but can't getthe answer

| | hecause vou are atthe CA



Changing Customer Sentiment

Home Profile Find Feople Settings Help Sign out

Hey California DMV, I bought a car 6
months ago. I still don't have any tags.
Who's fault 1s that?

Fegly Fetwest

Home Profile Find People Settings Help Sign out

ey brookjames
e Brook James

@CA DMV Thanks for all the help!
Best customer service I've had from the

DMYV in years!

Regply Fetwested (Unda)

& brookjames

&E; Brook James



Changing Customer Sentiment

Home Profile Find People Settings Help Sign out

HATE the CA DMV. Lost my license
renewal & can't update my mailing
| address, I see on their website "How can
| we do better?" - Don't screw up!

|
gt |

B

Galtar

Mel Chandler

@galtar how 'bout "don't be | N "

(=107 [ (= T )

Home Profile Find People Settings Help Sign oot

: @dacio CA DMV uses twitter... They

;__ just replied to me. Who knew?

:’*i:z Galtar

kel Chandler

Reply Retwest

-

,,___._,
s
%



Changing Customer Sentiment

Home Profile Finf

1 gotta say, @CA DMVish
the best interaction i've had
state agency.

| B saigon_sd

* Everyone in CA should know th4
@CA_DMYV is on Twitter to hely
customer service. I got amazing
response

* r-.‘

Home Profile Find People Settings Help Sign out

Wow! Received a direct call from
Cartherine @CA_ DMV! She's working
on finding my license and was super
nice! The power of #socialmedia works

Retweet

Reply

Home Profile Find People Settings Help Sign out

L - T .

Wow! @CA_DMYV got in touch with me
and took care of the registration mix-
up. Nice use of social media for *

FrT

wow! @CA_ DMV got my question
answered in no time flat. this is a great
#customerservice channel

d MrsRamskov

. Stacey Ramskov

#c.ustog#iuismmief,rvlce.
I WA

@ No problem!!! Always
happy to highlight good deeds and
customer service! You guys nailed both!

|
. i

W W Tl Baker



Managing Your Social Media

#i HootSuite ﬁ | Califarnia Departrment of Motar Vehicles |- l o (1) CA DMY (CA_DRMYY an Twitker = ] 1 SocialMedia < Cpd < Thiki = ] @ The California Department of Makaor 4.

Send Now | “ou do not have a social netwaork profile yet. ‘

Featured = T retweet = 1 Hashtags * | CA_DMV (Twitter) ¥ | untitled x @ J.
e

4+ -~ <4 Add Stream
4

. [@CA DMV — _ CADMV — . ca dmv — __ California DMV
L Search ‘u‘ 1< . Search n‘ 154 L Search ‘u‘ 1< L Search
cindymariej = SteveDixon24 =1 g/~ CA_DMY =B Zuno
10:30am via wiek 10:00am via TypePad 9 10:52am via Tweet Buttan Fd6am via TweetDeck

@CA_DWY How do | get proof of PRO? | Ol to Require Crgan Dionation Guestion in @christiepooh We weould like to help. wieak design, cliche stock & not of
have not received anvthing since paying in CA. Nttt ki 3317 + Flease fllow DMY & DM us your name & RT @kristyfifelski: California launc
April TG UIMAET SO We G GOt yeu D website: hitp:ir U3 novipel
. . 2T ! : S usa. .
! . httpit.cof TeddsT + #o0v20
est1028 9 46am via TwestDeck oo
liiRinTnmuareah Wweak design, cliche stack & not optimized. ' cindymariej kristyfifelski
; qe : ;. R A . 2:35am via HootSuite
@CA_DMY what is the fee for ca id® RT @kristyfifelski: California launches new
= | Dy website: hitp/i1 .usa.gowpel21H + @CA_Dhiy How do | get proof of PNO? | el EnEhes Rows DRy wwak
ocycles - ; ; P
Juil 22, 4:500m i Echoton | #oowil | R;\rfi? notreceived anything since payingin | httpfi1 usa.govipel 21 H + #oow2 0
kristyfifelski :
CA_ DMy - ) Ca
@ch_ e ﬂ 9:35am via Hootuite CA_DMY @ 9:50am via California Mewes
- N 840 i h
&3 mahalmichelle ) Califarnia launches new DMV website: A s DIMY niow reduUires organ donar an
Jul 22, 12011 pm wis Silver Bird rmahalmichelle We can help. Please
e L hitpeif usa gowpel21H = #gov2l @ p. California hitpibit.lwpe1 DbG 4+ #*
@CA_DMY | have sentin the payment for my (e (DR & D) WS el RENS SNt Hene & .
registration renewal weeks ago. but the @ Ch s0we can contactyou. Thank you hitp it co @ dealereducation
! 9:30 ia California M 9:06 ia Tweet Old Post
stickar hasn't arrived for JUL 2012, SR Al e _ M7eddS7 & Fcadmy AT st L P _
DM mowy FegUires organ donar answer in ~ Ci _DMY got plates ?77: california dimy licer
??EQLIQJLljzgger RE— Califarnia hitp:ihit. hfipe1DhG 4 #Fcalifornia 5 e il el requirements - Licensing Reguirel
ul 22, 3:42am via TweetDec ) from... hitprautogodfather. comiwo
Califomia Car Accident Deaths Decline & B chriztiepooh . (St 12 e ERPIBEIOR 136 i & FEEUE (=R 5— #CARQDEALER
State Wins Federal Grants: hitp (bt by s Celipus [EEnlieaien Cem i 28 ;
: | Mo record of me owning any car other than hitp:fit cofidpiul 4+ Fcadmy A JenTucker
foBJME] + Way to go, @CA_DRI : ! SW 5 53am via Gowalla
. my o in MY, Bow how to chat with CA est1028 :
imhenry . D2 And will City of LY parking evar 1 23, 407 pm via wek Dy stuff @ A4% Autorohile Club
Jul 22, 8:38am vis web answer the phone? @CA_ DMV whatis tha fee f 4o Southern Califarnia hitp:igowal la)
what is the fee for ca id?
It's that tirme again when you find new = CA DMY — *
strangers to follow. Ifyou haven't vet, check 3 &:09am via web hQDC?_dBS . "™ nmbrady
out: @FaithPalm @wendychou @g12eddie @est1026 The application fee for a regular ) 2, SRS 1 (R vy Q £:36am via Twitter for BlackBerry®
@Ca_Dh #FF Califarnia Identification Card is $26. @Cr_DhtY np in california the smog test for your
fa- 1 Inkbottledesign hitp:itcofidpiuhL + #cadmy - CA DMV as lang as the line at the dmy.
& A Jul 21, 11:38pm via Paper i . . cmeJ Jul 22, 3:55pm via web #letsmakeiteasy
A 0 P P N californianewsn ' B
The Ink Bottle Desian Daily is out! hitpodhitly ﬁ T 24am via dive it @letslets @veardftheMOnkey @ CA DMY
IkdInZx 4+ v Top stories today via rmarrisonbrett @GJELblogger &:09am i I
; p y Diwly nowy requires argan donor answer in @ @ B A s e o
@rtrecipesdy @ca_dmy @boots_exdra Califarnia hitofdivr HENBATE B0 @sambowne @loyceEllenOwen @estl 025 The application fee for ;
@QI’EEHCDQEU N p 7001E oriE @CDmingHDmeFD_und Thanks for the Califarnia Identification Card is §21
A Leahbjackson retweets and mentions! hitpait.cofidpiubl 4 Fcadmy
\' m%‘;rfﬂiﬂrﬁfw " ! Jul 24,111 5pm wia web YT
t - — . learnriteschool
Just had great experience @CA DAY DY trrw to register for CA plates. | have N 22, S ) e ""ppl 8:01am via SocislGomph
Compton. Made appt on-line, Arrived 10 min GRL GAMR atm, gotta chanoe it. List some @smogads @dealerlicense

DI nowe redquires organ danar an
California - San Jose Mercury Bew
LI BEwes1 [ netDy nnwe FRALHFRS DFr

early. In-and-out in = 15 minwhile hundreds nerdy plate ideas, 'l give you a prize ifyours @LIMNK_Sacramenta @Twigdgiewaodhd
of suckers waited. =] wir 5! =] @SanRamonFatch @@HBFD_FIO Thanks




" Hoot5uite

|c__;| I Califarnia Department of Maotar Yehicles |c__;| I (1 CA DY (CA_DMYY on Twitker

(3] ] 1 SocialMedia < Cpd < Tk

El J E CoTweet™ — andrew nguyen

EOtweet | & moox

INBOX
Fliessages

Friends' Updates

OUTBOX
Sent
Scheduled

FOLLOWUP
Assigned to Me

el Samich .

Saved Searches
CA_DMyICalifornia Dhiy
CA_DMVICA_Dhfy
CA_DMVICA Dy
CA_DMFCADMY
CA_DMYICalif Dy
CA_DMYICal Dby

Lists

MY LISTS

CA_DRICA State Agenc

o Archive

138

Fallowving

3629

Faollowers

MNew Update

Angeli Yuson
Hi rry narme is Angeli vuson and # is

WMednesday, June 28, 2011

Matt Cambio Wiednesday, June 20, 2011

@A DY hah really'? | see so mary drivers on phones each day, they haven't even invented
the # to count that high yet.

Inreply to CA_DkW ..

Maurer Arlon
ECA_DMY http:ifkrz.chiyhli

ednesday, June 289, 2011

SaludHEALTHinfo Tuesday, June 28, 2011

RT @CA DMWY - Matarists Should Check Tires in Hot Weather to Improve Safety. hitp:ow ly
FasBRY #cadmy
In reply to CA_DkY ...

Twitter Suggests Tuesday, June 28, 2011

@PWISHOMNT New suggestions far you: @CA_DWY @CaliStateFair and @45MC. More at
hittp: Atwitter com&#lawho to follow

Sarah Palmer Tuesday, June 28, 2011

@CA DM | took my test in october and showed i had LP til 7th march 2011 - over 180 days
after the test but you wont issue a licence why?

Angeli Yuson Tuezday, June 28, 2011

@A DY HELP! | gat oy drivers license on 04/28/2011 and still haven't received oy drivers
license in the maill What do i do?

In reply to CA_Dhiy' .

sonofabike Tuesday, June 28, 2011

Repeat traffic offenders in CA face tougher penalties. Traffic school absolution loophale closed.

hittp: o /55000 Aia @CA_DMY

Chris Ernest Hall Tuesday, June 28, 2011
My fan places on @ogoscoylle & @CA_DhY, Rubios, Apple Store, The LEGD store, Kepler's Books

#optuescay Rt g1 aE 0

4 SearchPad

faad profifa. .

Load user profiles

Create a new update

4~ Settings

Add a Twitter account

@




CISS will monitor Hootsuite/Twitter/
Social Media Inbox & identify tweets

Work FIOW for response based on Rules of

Engagement Procedures

Twitter Response

Email Groups
Respond by
Tweet .
CISS- Res Tweet or Direct
ponse
Molly Decker Message (DM)

Shirley Corona
Andy Nguyen

Tina Swann CISS sends tweet
Joe Perez inquiry to CCS via
Jessica Beck email

CCs-

Terri Price A

Bruce Brown CCS drafts tweet

Nancy MacDonald response

(refer to Social

Outreach- :
Debbie Cole Meg'; di?ii@cs);]se
Derek Chan

CCS will send response

to Outreach for approval
via email
Outreach approves
and sends to CISS Disabbroval
to publish Pp
via email
CISS publishes Outreach redrafts
tweet response tweet
v Outreach sends to
CISS documents CISS to publish
and closes inquiry via email

CISS publishes
tweet response

v

CISS documents
and closes inquiry

I

DMT

CISS responds by
sending DM
request (refer to
Social Media
Response
Guidelines)

v

CISS will monitor
Hootsuite/Twitter/
Social Media
Inbox for DM
response

CISS sends DM info
to CCS for call
back/resolution

via email

CCS calls
customer and
resolves issue

CCS updates CISS
via email

CISS documents
and closes inquiry



Facebook Response

Work Flow

Email Groups

CISS-

Molly Decker
Shirley Corona
Andy Nguyen
Tina Swann
Joe Perez
Jessica Beck

CCs-

Terri Price

Bruce Brown
Nancy MacDonald

Outreach-
Debbie Cole
Derek Chan

OPA-
Mike Marando
Jan Mendoza

CISS will monitor Social Media Inbox/
Facebook & identify comments for
response based on Rules of
Engagement Procedures

Comment
Post

CISS sends
Facebook inquiry
to CCS via email

v

CCS drafts
Facebook
response

(refer to Social
Media Response
Guidelines)

CCS will send response
to Outreach for approval

Respond by
Comment Post or
Private Message

via email
Outreach approves
and sends to CISS DT
for OPA approval ’1
via email
Outreach redrafts
CISS sends Facebook
response to OPA response
for approval via i
emai Outreach sends to
CISS to publish
via email
CISS sends
response to OPA
for approval via
Approves Disapprove email
Response Response
Approves
Response
OPA approves
comment and OPA redrafts or
sends to CISS via makes
email suggestions OPA approves
comment and
sends to CISS via
OPA sends email
suggestions to CISS
CISS publishes via email
Facebook I
(r:eOsT)?r?sn(: CISS makes CISS publishes
changes and Eacebook
publishes comment
Facebook response
CISS documents response

and closes inquiry,

CISS documents
and closes inquiry,

CISS documents
and closes inquiry,

Private
Message

CISS responds by
sending private
message to
request contact
information
(refer to Social
Media Response
Guidelines)

_

CISS will monitor
Social Media
Inbox/ Facebook
for private
message
response

\
CISS sends private
message info
to CCS for call
back/resolution
via email

CCS calls
customer and
resolves issue

CCS updates CISS
via email

CISS documents
and closes inquiry,

Disapproval
Response

OPA redrafts or
makes
suggestions

OPA sends
suggestions to CISS
via email

CISS makes
changes and
publishes
Facebook
response

CISS documents
and closes inquiry
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Challenges

r WARNING | e Governance is still
adapting

e Culture is constantly
changing

CHALLENGES| . Technology is evolving
AHEAD
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Future of DMV and Twitter?

e Appointment Reminders
e Driver License Renewal Status

e Multiple DMV Twitter Accounts
Specific Program Division
Multiple Monitoring Accounts
Field Office Accounts




Additional Information

e Visit the DMV Social Media Blog:
e Follow us on Twitter:

e Tweet us at: @CA DMV



http://cadmv.wordpress.com/
http://twitter.com/CA_DMV

California State Agencies

ﬁ}overnment Use of Social Media

AT

calottery mx[‘

State of Calitornia R_URI.-
Franchise Tax Board

Federal Government

A DRIVING
E\ CHANGE.. &8

National Aeronautics
and Space Administration

City of
Sacramento

29



http://www.facebook.com/album.php?profile=1&id=48705686391
http://twitter.com/account/profile_image/FlexYourPower?hreflang=en
http://twitter.com/account/profile_image/CAStateParks?hreflang=en
http://www.facebook.com/album.php?profile=1&id=54896089647
http://www.facebook.com/album.php?profile=1&id=1624478426
http://twitter.com/account/profile_image/USAgov?hreflang=en
http://twitter.com/account/profile_image/EPAgov?hreflang=en
http://www.facebook.com/album.php?profile=1&id=63811549237
http://www.facebook.com/album.php?profile=1&id=76625396025
http://www.nasa.gov/
http://www.facebook.com/pages/Washington-DC/CIA/95600497402?ref=search&sid=661756935.2919067585..1
http://www.facebook.com/pages/Army/37755402271?ref=search&sid=661756935.203501366..1
http://www.facebook.com/group.php?gid=33166086388&ref=search&sid=661756935.4209332421..1
http://www.facebook.com/album.php?profile=1&id=104744976862
http://www.facebook.com/album.php?profile=1&id=137613020463
http://twitter.com/account/profile_image/MountainViewPD?hreflang=en
http://twitter.com/account/profile_image/santaclarita?hreflang=en
http://twitter.com/account/profile_image/lomaprietafire?hreflang=en
http://twitter.com/account/profile_image/LAFD?hreflang=en
http://twitter.com/account/profile_image/sfgov?hreflang=en
http://www.facebook.com/album.php?profile=1&id=98288379927
http://twitter.com/account/profile_image/CalVolunteers?hreflang=en
http://www.twitter.com/ca_dmv

Any questions?
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