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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 media in 
content context 

Plan for Success
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ESTABLISH A FOUNDATION
 
OAK SQUARE RESOURCES, LLC 13 May 2015 



 
    

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 PLATFORM
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Who uses what?
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DEVELOP THE RIGHT CONTENT
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Provide service updates…
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And emergency information
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Link to 

YouTube 
video 

Promote community events
 
OAK SQUARE RESOURCES, LLC 13 May 2015 



 
    

List job openings
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Solicit public participation
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Profile your riders
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Celebrate your system
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MAINTAIN YOUR AUDIENCE
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Keep things interesting
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Manage expectations
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Help people find you
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Encourage
conversations 
with your 
customers 

Link to a 
relevant 

story 

Invite customers 
to share their 

experience 

Acknowledge 
compliments 
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ADDRESS CRITICISM
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Neutralize critics with 
information and 
patience 
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Show agency 
response 

Take one 
sarcastic 

customer… 

Ask for 
details 

Receive a 
thank you 



 
 

  

    

But sometimes things 

go wrong and all you

can do is apologize…
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ENSURE INFORMATION EQUITY
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In 2014, 87% of 
American adults 

used the Internet. 
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44% of people with no high 
school diploma 

41% of seniors
 

25% of low-income 
households 

13% 

21% of rural residents 

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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MEASURE YOUR RESULTS
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• Gauge size of community 
• How many friends, fans, and followers Reach 
• Track audience actions 
• How many shares, retweets, comments, or 

downloads? 
Engagement 

• Who’s talking about you? 
• Share of voice in industry or mentions by 

competitors 
Voice 

• Assess positive or negative mood of comments 
• Data mining Sentiment 

Typical metrics
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IT’S ONLY ONE TOOL
 
OAK SQUARE RESOURCES, LLC 13 May 2015 



 
    

   
  

 
 

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
 

www.oaksquareresources.com
 
www.thetransitwire.com
 

@TheTransitWire
 
@OakSquareSusan
 

Contact me
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