The Numbers
Tell the Story

What, Why & How We Track

Social Media Engagement



What We Track

= Engagement Rates
= Relevant Data

— Likes, shares, comments, etc.

= Same Data, Different Formulas




Why We Track

= Creates Detailed Record of Content Performance

= Guides Decisions for Future Content



Medium Matters
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@ pwcsa
—DEADLINE EXTENDED!

COVID-19

Post Insights

Messaging-related insights, such as shares and
replies, may be lower than expected due to new
privacy rules in Europe. Learn More
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Facebook

Performance for Your Post

Prince William County Service Authority
< Published by Kipp Hanley January 25 - Q 352 -
Since joining the Service Authority in 2015, Utility Worker Dwight Green has 23 Rrea
made some unexpected findings while helping to maintain the sanitary '
sewer system. Last spring, he extracted a 35-pound dumbbell from an 8-
inch sewer pipe. “I never thought | would see something like that,” said 8 : 18
D'v‘.’ight, »
When he’s not performing video inspections of sewer pipes or installing flow 2 2
meters in manholes, Green is often planning his next family getaway. “We © Love |
love to travel. It is an amazing experience, especially for our kids because
they learn about different cultures, eat different foods and visit landmarks.” 2 2
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Twitter

@ Prince William County Service Authority (&

You don't need a lasso of truth to know that
is better than bottled water.

YOU DID NOT msrunmm(m
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Tweet Analytics

Prince William County Service Authority [l

You den't need a lasso of truth to know that #tapwater iz betier
than betiled water fWonderWoman #WonderWomani 984
Fhydration pic twitier comva4jlUfP4Gy

Impressions 473
Total engagements 33
Media engagements 24
Likes 2
Detail expands 3
Retweels i



Instagram

& Liked by gravys_mom and 24 others

pwcsa Our #water towers never rest no matter the time of
day. #twilight #pwcsa #waterislife

Post Insights

Messaging-related insights, such as shares and
replies, may be lower than expected due to new
privacy rules in Europe. Learn More
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Follows N/A
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Impressions 218
From Home 196
From Profile 20
From Other 2



LinkedIn

% Prince William County Service Authority
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Rate vs. Reach

Performance for Your Post

Prince William County Service Authority nex
< Published by Kipp Hanley (2] - February 2 - @ 2,518 People Reached
Water bears have no reason to fear a little extra cold weather! A healthy 54 - s e
population of these hardworking microorganisms ensures that the ) .
wastewater treated at the Service Authority's H.L. Mooney Advanced Water
Reclamation Facility every day contains lots of oxygen and very little g 3 7 - 20 o
nitrogen before being returned to the environment. #groundhogday #pwcsa - -
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How We Track

A E C E F G H
Pt Eome [Jsooser 8 poscType/Category [B Date, Doy fthe ek Time Pste : 3 crgogement Rate 2
WME Lake Ridge update 2 1/26/2021|no PWCSA Tuesday 751 10 1.30%6
WME Lake Ridge update 3 1/26/2021|no PWCEA Tuesday 454 2 0,405
H2G0 Kids prezzy teaser 1/27/2021 |no PWSA Wednesday 197 3 1.50%
WMEB Manassas 1/27 /2021 |no PWCEA Wednesday 260 5 1.90%
'WMB Manassas update 1/27/2021 |no PWSA Wednesday 266 4 1.50%
Hydrant snow removal message 1/28/2021|no PWCEA Thursday 328 20 6.10%
JANUARY TOTALS 239 = 2 3056
Drake hydration meme 2/1/2021|no PWCSA Monday 278 5 1.80%
Water bear/Groundhog Day meme 2/2/2021|no PWCEA Tuesdau 308 20 6.49%
NHL ice rnk/water fact 2/3/2021|no PWSA Wednesday 280 5 1.79%
WAl remindar 2/4/2021|no PWCEA Thursday 517 7 1.35%
WMB Yorkshire 2/4/2021 |no PWCEA Thursday 175 10 5.71%
WMB Yorkshire update 2/4/2021|no PWCEA Thursday 175 1] 0.00%
Nature pic/get cutside 2/5/2021|no Retweet Friday 268 2 0.75%
Last chance COVID Relief app 2/8/2021|no PWCSA Monday 239 28 11.72%
Road salt article 2/9/2021|no Retweet Tuesday 354 5 1.41%
H2Go Kids Word Search 2/10/2021|no PWCSA Wednesday 448 10 2.23%
STEM/Women in Science post 2/11/2021 |no PWSA Thursday 288 12 417%
Thermostat advice/winterizing 2/17/2021|no PWCSA Wednesday 247 9 3.649%
Friday flow/Outfall video 2/19/2021 |no PWSA Friday 170 23 13.53%
Snoopy water cycle GIF 24222021 |no PWCEA Monday 217 7 3.23%
Elephant video/drink water 2/25/2021 |no Zhared video Thursday 280 5 1.79%
STEAM event 2/26/2021|no PWCEA Friday 233 10 4.29%
FEBRUARY TOTALS 280 10 3.99%

3 Twitter | Facebook Websites Help Desk Tickets Emails Fy21 Inv Clt ... (8 1




One Piece of the Pie

Prince William County Service Authority

PBAC 50 Logena

Benchmarking For Performance Excellence |rum compinnt @ searty compiiane Mot Sompiian: @

As of June 2020 Farvorathe T =tabin untevorabi L
Reporting Strategic Stabus T
Areas of Excellence (AOE) LT TN FYC19 YTD (June)  FY'20 YTD Benchmark Fraow S,
Dhapartmint Section Benchmark) SR T
Customer Satisfaction (ADE 1)

Abandoned Call Rate Y
1 |(Abandemed Caly/Tatal Calis Received) s L1 3.0% o I
2 Customer Service Overall Satisfaction (10 PL. Scole) cs 11 9.2 & 8.5 (:J
3 |Deweloper Sotisfoction Score (10 Pt Seale) EMG 11 9.2 - 8.5 [ ]
4 |Customer Complaints [per 1,000 Customers) ALL 11 1] ’ 0.2 *
5  |Technical Service Complaints {per 1,000 Customers) AL 11 MNew Measure - 4.7 [ ]

Customer Accownts per Employes Y
6 | ivoters i ALL Oualserve 275 g 300 !
Ta pricl Medio Engagement Rate - Facebook COBMBA 12 L.78% . 6iD% 0.13% ID
7b Imu'urmm‘u Engagement Rate - Twitter COBBA 12 1.08% 5% 0.06% [ ]
Tc Ihu'uj'mnin Engagement Rote - Linkedin COBBA 1.2 5.93% .B5% 2.00% (:J
7d il Medio Engagement Rate - instagram COMM 12 3.79% 23% 2.40% [ ] A
B |Service Reliability DEMCS 31 99.999390% L 99.999% [ ]
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Find Your Flow

" See What Is Trending

" Hash Out the Right Time

= Know When to Throw in the Towel
= Stay Consistent

= Tap into Your Creativity ~_




Catch the Wave

See What's Trending (3 Hash Out the Right Time

PWCSA : Lo TS 3
< Posts SA Prince William County Service Authority
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@PE Liked by niloufarbhr and 26 others
Comments

N\ pwcsa Our water tanks look marvelous in any
light. Well, most anyway. () Facebook = »
#dollypartonchallenge #pwcsa
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Know When to
Throw in the Towe

8

Sailing takes

‘on the dock |

. Q N 1 view

. . pwcsa The blue sky and mild temperatures outdoors
Liked by-niloufarbhr, gravys_mom and 9 othe make this the perfect #liquidlyrics today! #pwcsa

pwcsa () I #liquidlyrics #pwcsa #sailing &




Be Con5|stent
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Be Creative

Striking photos and playful images can make dull/routine or
complex/unrelatable posts more engaging. [gy....
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SA Prince William County Service
= Authority

Qv W

@) P Liked by niloufarbhr and 39 others

pwcsa It's not quite the Upside Down from
@strangerthingstv but James Centers and the rest of
the Water & Wastewater Facilities crew venture into
some dark and not so fragrant places to ensure our
customers have reliable sanitary sewer service.
Grody to the Max! #pwcsa #princewilliamcounty




Questions?

Kipp Hanley, Copywriter
Prince William County Service Authority

(703) 335-6914
jhanley@pwcsa.org




