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Dawn Vogler:
Welcome to today’s webinar on “Using Social Media in the Library: Getting Started with a Social Media Plan.” Our presenter today is Meg Canada. She’s a Senior Librarian for Web Services at Hennepin County Library up there in beautiful Minneapolis, Minnesota. She coordinates public training and social media efforts. If you want to know more about Meg, you can visit her website at www.megssinglestep.com. I’ll post that later. There, you’ll find out more about her blogging and about her other pursuits. You’ll also find out that Meg has an almost equal love for technology and shoes, which is part of why she named it “single step”, I think, her website, so. Maybe we’ll hear more about that, but maybe we won’t, but that’s a couple tidbits about her. If you want to know more, then visit, she’s got a lot more stuff in her website. So Meg, welcome today. 

Meg Canada:
Thank you. I hope my sound is loud enough. I’m going to speak up because I did see in the questions that someone noted that my sound was a little bit quieter. So keep us posted on that.  

Dawn Vogler:
I will do so. Take it away. Thank you. 

Meg Canada:
Well, good morning. I’m really happy to be here. Actually, it’s kind of overcast here in Minneapolis this morning. But I’m happy that some of you are in sunny Florida and boy, everybody is from all over. It’s really exciting. A hundred and seventy-seven people here, I’m a little bit nervous. Because I can’t hear you laugh or smile or wave, so that’s why I’m going to use that hands-up to ask you questions and I can see when you raise your hands.


So I’m going to start up with my first question. Will you raise your hand if you can hear me?  Wonderful. I see that most of you went ahead and raised your hand so I’m going to go ahead and continue.


Getting started with your social media plan. When I talk about social media, I’m not referring to every 2.0 technology or community. I’m speaking specifically to social communities or networks of user-generated content. And that might be text, video, photos, digital art; there’s a variety of different things that people come together to share via this new medium. And in order for us to participate as libraries, one way that a lot of times I see professionally, a lot of us participate is through Twitter. And in Twitter, often we use a hash tag. That is the pound sign with a series of words or letters to represent what we’re talking about. So this morning, if you are tweeting, or live tweeting this event, there is a hash tag. And I put it on my first slide here, it’s T S LA C plan. If you know what a hash tag is, raise your hand.  Oh, I see I have some savvy folks in the audience. Great. So go ahead and use that hash tag as you tweet so I could check out what your thoughts are later. If you don’t know what a hash tag is, it’s okay. 


This is me on LinkedIn. As I’ve mentioned, my name is Meg or Margaret Gerritson Canada. I’m a librarian in Minnetonka, Minnesota. I live in Minneapolis, I’m 34 years old. I’m engaged to Kevin Knodel [ph 00:03:57] of Saint Cloud, Minnesota. I love playing with technology. As Dawn mentioned, I love shoes. I own a pair of Manolo Blaniks, I own a pair of Louboutins which is a terrible addiction. I love working on photography projects with my fiancée. Anybody here doing their gut check like, “Why is she telling us all these stuff? Why is she sharing this intensely personal information?” My age, information about my relationship, all these things about me are already online. And I have chosen to share them as part of this new environment. So you could’ve learned all of those things simply by Googling me, looking online, and frankly, I can find out a lot of information about other people too and organizations. And that’s why I include the title “Social Media Denizen” in my biography because I live online. It’s a really strange new world and trust me, my parents can’t help me navigate it, my peers are still learning themselves how to do this. My grandparents would have never dreamed of the kinds of stuff we’re doing now online. But it’s exciting. And what’s really exciting is that I can even carry this around with me on my phone, and have access to all these amazing tools. 


Okay. So it’s time for a poll. I want to know who you are now. Some of you, I know, even have participants from Minnesota that I recognize names today. But I need to know a little bit more about who I’m speaking to. So I’m going to pass it over to Dawn and she is going to post the first poll, which is “Tell me who you are”. 

Dawn Vogler:
Okay, Meg. Everyone should be seeing a blue slide with a quick poll on it. So tell us who you are.

Meg Canada:


Oh, and I can see the results. 

Dawn Vogler:
Yay! I see they’re tabulating over here. This is actually a new feature.   Looks like the librarians are winning by a [Crosstalk] long stretch. Yeah. Absolutely. 

Meg Canada:
A couple of you are technology staff or administrators, and very few of you are actually communications management or in communications specifically, which is very interesting to me. 

Dawn Vogler:
I’m going to share the results with everyone so you should be seeing a slide that has the results, so … lots of administrators online though too, which is great. Those “others” I wonder who they are! 

Meg Canada:
Yeah. So if you’re an “other” go ahead and put that in to the questions. 

Dawn Vogler:
So go ahead and let us know if you’re an “other”, what your position is or where you work. Oh, library consultant, communications manager, program specialist, we have a State Library graphic designer, outreach director, [Crosstalk] administrative assistants. So lots of different folks. 

Meg Canada:
Fantastic. [Crosstalk] I’m a library trainer, I supervise our training department and I started out as a library trainer so I have a lot of love for library trainers. So why should we even be doing this? Why should we, in a time of fiscal difficulty and stretch staff, even be bothering with social media? Well, there’s several reasons. One is that it is the third era of the web. And this new era, the read-write, you may have heard of the read-write web or the era of social media, means that this is the new normal. This isn’t something that we’re just tacking into your work. And it’s the way that our customers, patrons, whatever you choose to call them, are choosing to interact with us. This is actually a Facebook page that I found while I was out there looking around, Chester Fritz Library, which is in North Dakota and part of, I believe, the University of North Dakota system. “It’s not 1960 anymore, please update your hours.” This is a student group that formed on Facebook and got some traction. It was a student who didn’t like the hours at the library. If we don’t have presences where people can comment, give their input, feel like they’re part of the organization, then people will form their own pages, their own accounts, and their own opinions without our input. And another example of this is recently I’ve been looking into mobile applications for cell phones for the library. And there are actually companies, corporations that are making cell phone applications on behalf of libraries without library involvement at all, there is even a disclaimer when you open it up, and charging people a dollar ninety-nine for access to the library catalog, for example, via their cell phone. So I really want you to know that this is an important place to be. Oops! Excuse me.


That said, I’m going to give you full disclosure on my background. I know that you all come from different sizes of organizations, different organizational structures, and my organization is Hennepin County Library. We, in Hennepin County, have almost 1.2 million residents and part of a 41-library system. We have 22 school districts that we serve; there are 11 colleges and universities in Hennepin County. And we are part of, we are a department of our county, we’re governed by a County Board Of Commissioners. And in the library, we have a communications manager, information writers, and I am actually in online information services. My manager is the Coordinating Librarian for Online and Information Services. I’m actually one of five very fortunate senior librarians in my system to be working in web services and we’re each responsible for areas of the web, as well as functional areas. And my functional area is online marketing and communications. 


So this really is about marketing and communications. And as you’re getting started, there’s a lot of questions you need to ask yourself as an organization. You already have some primary channels for reaching your audience. And again, whether you call them users, customers, patrons, that might even be part of your plan. In our library, we call them customers. Your primary channels might include a website, a calendar of events, blog, or even a printed monthly or weekly program. You’re potentially already telling your story in print or online, but that’s really the goal here. We want to use these tools to tell a story. Social media, it’s just another tool in your arsenal to tell your library’s narrative. What do you do? Why do you matter? How do you contribute to your community? And how does the community participate and partner with you? So when you’re going to go ahead and get started with a plan, you need to recognize which channels you’re already using. Do you already have a marketing strategy? Who crafts your library message? Now, that’s really key. In some cases, your entire organization may be empowered to help with story telling, with talking, in others, you might have very specific designees. What’s your message? And do you have a brand? This brand piece is key and it’s something that we, as libraries, haven’t always caught on to. For example, the O C L C report that was printed a couple years ago said that books were our brand. I would argue that depending on the community, gathering places, early literacy, service to seniors, perhaps readers advisory, are equally important parts of your brand, beyond books, paper, and circulation. So these are things you want to have a hold of before you even get started with social media. Why? Because once you’ve established that, you have that method of looking at who’s in charge. 

So who is in charge of your site? This is the Texas Library Association; I know we have some Texans out there. Raise your hand if you’re in Texas.  Okay. The Texas Library Association has a Facebook page and they’ve got their logo and they’ve got a one-sentence description of what they do. They’re doing a good job of branding here. And the reason why I pull this information up is this is the essential information you need to have before you start an account. You need to know who’s in charge but also who owns the account. In the case of most social media, you start first with a personal account, for example, Facebook. You can’t have a Facebook presence without an administrator. So you need to start out with that person who’s going to be the administrator. And maybe they’re going to use their organizational email or maybe not. So how are you going to manage passports and control? But it has to have a personal account attached to that organizational account for Facebook. So you need to know who’s in charge. You need a logo; you need to have some kind of picture that describes who you are. This is not the time for anonymity, as an organization you want to make sure you have a easy-to-read, easy-to-identify logo or a photograph if a person is going to represent the account. And it needs to look okay as a 50 by 50 pixel image because things get very small once you get them on a phone or even on a screen. Then you need an elevator speech. Can you raise your hand if you know what an elevator speech is?  Okay. Some you do and some of you don’t. An elevator speech is a marketing speak for if you get trapped in the elevator with the employer of your choice, a C E O of the company, a director of the library, what would you say to them about yourself in that five seconds you have in the elevator to describe who you are and what you do? If you were trapped in the elevator with Barack Obama and you wanted to share with him why libraries are important and why funding to libraries is important, would you know what to say? Would you know how to represent your organization? Could be a mission statement in some cases, but chances are your mission statement is really written as something that goes along with the name of your library, with perhaps strategic direction. It isn’t really that branded elevator speech. Here we go: Texas Library Association is a professional organization promoting librarianship and library service in Texas. It tells me exactly what they do. They have a longer version: Whether you are a librarian, a library supporter, or a library supplier, there is a place in this diverse organization for you to connect with others who love libraries and are eager to include you in the important work of the association. It’s really clear to me what they do, who they’re here for, why I would want to follow them. 

So let’s find out how you’re using social media right now, personally. We’re going to do another poll. So Dawn, do you want to post that next poll for me?

Dawn Vogler:
Yup. Doing so now. You should be seeing another blue slide here. What is your personal level of use of social media?  Looks like the weekly users of Facebook or Twitter are winning by a good margin. 

Meg Canada:


Fantastic. 

Dawn Vogler:


Let’s see.

Meg Canada:


I see we have a nice cross section.

Dawn Vogler:
Let me close it and share those results with everybody. Yep. That’s how it broke down. Forty-two percent use Facebook or Twitter weekly. 

Meg Canada:
So initially our efforts at the library, and I think this is pretty true around the county and public libraries, focused on young adults, teens ages 12 to 18. But the growth of adults and seniors online and online communities has definitely changed our reach. Those of you who might be familiar with the Pew Internet American Library Project, they reported that the number of Americans online is now 74% of the population; 87% of the generation Y which is ages 18 to 32; 82% of generation X, 33 to 44; 79% of young boomers who are ages 45 to 54; and 70% of boomers ages 55 to 63 are using social media to connect with family and friends. So this is definitely a changing demographic and that means that we have more of our constituents out there. 


So when it comes to writing a social media plan, we call ours a strategy, that’s because of our organizational culture. Policy is something that’s often approved by a library board or a perhaps a governing board and plan or strategy is one way we can talk about an internal document. There are two different aspects of this. One is the employee-employer aspect and the other is how we communicate with the public or our constituents. When we talk about the employee-employer, often that information is behavioral-based and things that we might want to control about the way our employees use social media, may not necessarily apply to a social media plan or strategy. However, they can be inter-matched. When we talk about the “who” of this. Who is the person who is going to control the account? Are we going to empower multiple people too? I think of Zappos as a great example of a company that has most of their employees on Twitter and does a lot of customer service that way. I know that I have certainly used Twitter to get better customer service from Comcast, my cable company, as well as Apple and a variety of other companies. So, the elements of an actual plan are justifying it. Why do we need social media? Why is it worth out time? Picking up that communication or brand strategy. And then for each channel you choose, Twitter, Facebook, and Flickr are three of the ones that libraries and organizations can participate in. What is the messaging and strategy? What is the maintenance level going to be? And then, what are the metrics or success? And we’re going to talk about metrics in the next webinar more in-depth. There’s been a lot of talk in the social media community about R O I or return on investment. For example, what is the value, the monetary value of a Facebook fan or a Twitter follower? But the reality is, this is about return on opportunity and there are other ways to think about getting support for an organization, participation, investment, other than measuring members all the time.


So to right the justification section of your plan, statistics are always helpful. And that Pew Internet Research group is a statistic tank. It’s like a great resource that’s non-biased. Their sole mission is just to collect statistics in that arm of the Pew Foundation. Facebook produces statistics on a regular basis and you can go there and see what the current usage is, and you can see current demographics. Same with Twitter and Flickr, they post about trends and different kinds of levels of participation.


This is my personal list of six reasons why we should use social media as libraries. They, they’re things that make sense to me based on looking at other community managers or companies have written. Community management is kind of a new field. It’s the idea that someone manages the online community by participating, going out and looking for stuff. And it’s really how I do my job at this point, I am a community manager. The reasons we should be on social media: to build awareness, promote library’s programs and services. So I want to promote events, I want to promote a new service like book club kits for example, is something that I posted on Facebook and Twitter, and then got more questions and inquiries about those. To manage the library’s brand and reputation. Something we haven’t thought about much but our online reputation is as important as our reputation in the physical community. We want to make sure that the information that’s spread out there about us is accurate and up-to-date. So if someone is posting information about the library that’s false, you go in and correct it. To establish thought leadership as the community’s provider of choice for whatever it is that you are the provider of choice for. To customer-source improvements, customer-sourcing is when you ask for input. An example would be, in the past wielded some comments about our website, people saying that there are certain aspects of it that needed improvement. I then solicited that feedback by asking, “Tell us what we can do to improve. Tell us more about what you don’t like.” And then people are able to easily contribute rather than having to go out and find people and do usability testing. For example, we’re able to say, “Is anybody available to participate in usability testing? Can we do this online?” and get that feedback. To provide a venue for customer-contributed content. An example of this is on my library’s homepage, we have news items, but there are no comments allowed. It’s not a blog format. It’s really a place for the library to showcase what’s new and what’s happening, but it isn’t a place for feedback. And instead, we use Facebook for feedback. We post the same information on Facebook and people are able to comment there and give us their input. For example, what’s on your summer reading list? What is your favorite childhood book? I think we received almost 50 responses to that in less than a couple of hours. And to reach new and inactive patrons or customers. Can anyone think of any other reasons, possible reasons to use social media? Certainly to remain current. If you can think of one, go ahead and add it in the questions. 


So how do we get started with these different media outlets? Twitter and Facebook were the two that my description focused on so I’m going to show you a little bit of those. Getting started with Twitter. You need to know what kind of name you’re going to use on an account and that’s a username and a full name. In the case of Hennepin County Library, that is a very long name. We use H C L I B, because that is our website, www.HCLIB.org. We don’t say Hennepin County Library on everything. Plus, Twitter, which is a microblogging application, depends on how few characters you use in a post. So when people are addressing you, you don’t want them to have to type in each time Hennepin County Library and use some of their hundred and forty-character limit on all those letters. So our username is H C L I B, it’s branding and our full name is Hennepin County Library. Again, note that there’s an email required for this, that means someone’s personal email needs to go in there, whether it’s a work email or not. I will tell you that I've had problems because our email blocks Spam and so sometimes, I'm not always get everything I need to here, but that’s neither here nor there. And then you can create your account. So what is Twitter? Twitter is a way to push out brief messages, 140 characters or less. Hundred and forty characters because originally it was designed for cell phones and people could just post a quick update about what they were doing, who they were with, what they were seeing. Twitter has a very open A P I or Application Programming Interface. And that A P I has meant that it works with a lot of different other technologies, for example, Facebook. When I post something to Facebook, I have it automatically post on Twitter, that drives traffic back to Facebook, which helps my numbers; helps me get that kind of the level of participation I want. I can also do searches on Twitter, find conversations I want to be a part of and participate. 


So here’s the next poll: does your organization already have this figured out? We’re going to go ahead and post that next poll. 

Dawn Vogler:
I’m on my way. [Laugh]

Meg Canada:


Thank you.

Dawn Vogler:
I was busy chatting. Okay. You should see the blue slide. Does your organization already have this all figured out?  Looks like a lot of people are ready to try it. Only 2% said that they’re not going to pursue it at all, so far. So lots of people using it and then a lot of people ready to try. Let me share that, close that up and then share, so you can see.

Meg Canada:
Excellent. Great. Okay. That’s good to see. And I can get a better feel now of where you are as an organization. 

Dawn Vogler:
Okay. We should be back to your slides then. 

Meg Canada:
Excellent. So getting started with Facebook. Facebook of course is the super social media network. It is by far the most popular website right now on the web and it has a variety of ways for organizations to participate. But while it has a variety of ways for organizations to participate as I mentioned, it starts with a personal account. So as an individual, you can create a page. I am an administrator for several pages. And there are different kinds of pages; there is a group, a community page, and an official page. As you’re thinking about your organization, chances are you are not going to be wanting a community page, which gathers like-minded people around a cause or an interest or a group which can be very informal, it’s definitely not my first choice. An example of a group that I recently saw my nephew joined was “Dear bed, I’m so sorry I left you, I can’t wait to come back.” You know, they are, they’re very on trend and not usually part of an organizational culture. Whereas an official page can be created for businesses, the brand product organization is where we put most of us libraries, and then there’s an artist, band, or public figure. Note the check-box that says “I’m an official representative of this person, business, band or public figure. Permission to create this page.” Yes, somebody already may have created a page for your library. Please search before you go through this and find out what you need to clean up in the meantime. But once you’ve done that, you type in your page name, in our case it was Hennepin County Library, it may be the Texas State Library, whatever it is, put that page name in. Once you’ve created the page, you’re also going to want to create a U R L that goes with this. In the case of Twitter, the U R L is twitter.com/H C L I B if that’s the username you’ve chosen. Here, again I used H C L I B for the U R L so that it was recognizable and easy to use. And one aspect of this that I don’t have a screenshot of is, once you’ve created these accounts, and you’re ready to start using them and actively post to them, you need to advertise them on you library’s web page. Find a permanent home on the home page or an “about” page, preferably on the home page to go ahead and share this information. I’m going to take a sip of my Starbucks real quickly here. Excuse me. I’m sorry, I’m a total white mocha addict. And once you’ve created your page on Facebook, once again you’re going to need that icon or small graphic to represent who you are and you’re going to need content and messaging. So you'll want to have that ready-to-go before you even get started. 


So let’s talk about messaging. The parts that we’ve already gone through getting on social media. It’s technically not that difficult. If you need some help with it, you can always rely on some volunteers. You hear a lot about Twitterns or interns that do Twitter, but you don’t want to rely on them to do your messaging, because this is just as key as talking to the mass. And my example here, your probably wondering about these pictures. On the left is the Bad Waitress Restaurant and on the right is a baby. The skill of crafting a message and spreading it around is the same as when you’re standing in line at your favorite restaurant waiting for brunch. Everyone’s anxious, they’re eyeing the tables that are being cleared and there’s a couple standing next to you holding a baby in a carrier. I don’t know about you but I am an extrovert and I tend to talk to people while I’m waiting in line, I know a lot of you are Texans and you’re very friendly, so it’s easy to start up a conversation. The new dad next to you says, “Have you eaten here before?” and of course you’re ready to reply, “Yeah. I love their French toast here.” At the same time you’re looking at this baby and you’re thinking, “I can’t wait to tell them about all the services at the library here.” So you ask, “How old is your son?” the couple says, “Eight months old.” And what’s going through my head is “Come to the library. We love babies. Don’t be afraid to start reading to your child right now. Have you heard of our baby story time programs? Did you know that once a baby is born, they’re eligible for a library card and can check out up to a hundred items? And have you read the latest books on child development?” Okay, so if I bombarded this couple with all the information, they would have really been turned off.  This is where messaging comes in. It’s strategic, it’s focused; you think about how much information we’re pushing out. And an example in strategy in social media planning would be “I use Facebook, no more than once a day for the library.” Because I know based on being a power user of Facebook, looking at organizations and what they’re doing, that more than that will be too much. In fact I probably post to Facebook four times a week or fewer. Because I don’t want people to say, “I’m going to unfollow that library. They continually are posting messages. And it’s too much.” Twitter, on the other hand, is consistently changing. There are different trends every hour, a message that goes by on Twitter can go so quickly that you won’t even find it again the next day. So you can post to Twitter all the time. This is where again strategy comes in and messaging comes in for individual channels. Flickr, I may post photos one week and not post them the next. But based on the comments I have, I know what they can handle or can’t handle in terms of the level. And the way that I know that is by looking at how many people are following, unfollowing, liking, or unliking. So you actually look at what are those trends. And with metrics, you may keep spreadsheets. There are tools that you can use to monitor this, so there’s a variety of ways you can look at those metrics. Now with the A P I that I was talking about earlier, the Application Programming Interface. My developer was able to use that for Twitter and push out from our events database, a random three events everyday, and that allows us to send our message and continue to pass the word on about programs. But I also go in and look for comments about H C L I B, perhaps if someone has a question, they might have direct messaged me. Part of our policy is that we follow everyone who follows us so they can direct messages. I look for people who visited the library on Foursquare. So there’s a variety of different ways you can look at how to craft that message. The other this is the same as with web messages, you want to make sure that you get the key words, the key information in the first three or four words of the actual post because that is where we have our attention. 


So, how do you learn this stuff? Where do you start developing some skills around social media? I would say the number one way is to play with it, to get in there and spend some time just becoming more comfortable in the environment. And that doesn’t take a lot of time; it may be half an hour a day. We talk a lot about trial and error, or success. Because I don’t think trial and error is always so bad because a lot of times, it does lead to success. I think MySpace, which is an environment we started in in social media but have since left and placed a notice explaining that we’re on Facebook if people want to find us. “Please come to our site here are other ways you can participate and interact with us.” It wasn’t necessarily an error; it was a success at one point but since branched down. That’s another reason why this is a plan or a strategy, and not a policy for social media, because it’s going to evolve. Mashable.com is the best new source for social media news. And truly, the way I have learned a lot of this is by attending social media meet-ups. In Minneapolis, we have social media breakfast, which actually was developed by Bryan Persons of Texas. It is a rotary club of social media people and organizations around my community and it’s free. We meet once a month at a different location. Another social media meet-up that I am a coordinator of locally is NetSquared next Tuesday. And that is an initiative of TechSoup; TechSoup of course is a non-profit that supports libraries. And actually it’s a lot of different non-profit groups in my community talking about social media and social technology. And finally, look at what others are doing and try to get an idea of how you can emulate that, talk to people. I get an email at least once a week asking me what my social media plan is. If you email me, I will gladly send you my social media plan. So that’s really how to get started. And I’m open for questions. 

Dawn Vogler:
Great! We do have, we’re having a bit of conversation in the chat area about legal concerns with some of these social media tools and some, it looks like some cities and counties are, their city attorneys are telling them, you know, they can’t use social media. Did you have any of that back and forth with city officials on you know, whether or not libelous things could be said through Facebook and that kind of thing, Meg?

Meg Canada:
It’s really interesting. Actually, I have had a conversation with our deputy county attorney on a couple of occasions, [Laugh] because they had an incident with someone talking about a case and wanted to know how to handle it on Facebook. Not specifically dealing with the library, but I have, I have helped other county departments in talking about when to participate, when not to participate. And that is something I will talk about in the next session, as we talk about how to engage based on the type of response that you get.

Dawn Vogler:
Great.  Okay. What else do we have here? 

Meg Canada:
And to the person who posted that their city attorney is discouraging your use of social media. I am so sorry, it sounds extremely difficult. I would continue to challenge it because I think if you point to examples of organizations that are successfully using it, you’ll see perhaps that will help with that campaign.  

Dawn Vogler:
Also, Meg, somebody mentioned that if they can’t really start using Facebook as a library because they don’t allow their users to access it in the library or they discourage it in the library. 

Meg Canada:
And I know a lot of school libraries have this issue as well because of Firewalls and things. Again, I don’t have a great answer for it but if you’re willing to fight for it and interested in how to do it, look at other examples, point to as many other good examples. New York Public Library, the Denver Public Library, there are a lot of good, solid systems out there that are using it. 

Dawn Vogler:
Okay. Lynn asked what percent of library customers do you think follow your library?

Meg Canada:
A very small percentage because we only have 3,000 plus fans on Facebook and 3,000 plus users on Twitter. But I will tell you that they are a very passionate bunch and they do talk to us. 

Dawn Vogler:
Do you feel…Sorry, go ahead. 

Meg Canada:
That’s okay. So, while it’s not a large percentage, it is a verbal, very excited group.

Dawn Vogler:
Do you feel like those were, those people were part of your user base already? Or do you feel like you’re actually reaching new folks?

Meg Canada:
We have gotten new folks. And we did a recent survey of, to perform a web redesign. Asking people what they wanted out of the site and got comments that were, “I wasn’t aware of the services you provided until I followed you on Facebook.” We had someone come on to chat the other day, because we use chat reference, and say, “No question, I just wanted to say thanks for being on Facebook.” 

There was a question about how do you get your Facebook account to link back and forth to Twitter. And the answer is go to Facebook.com/Twitter and after you’ve gotten your organization page setup and you are the administrator, it will show there and you can just check it off. I would not recommend going from Twitter to Facebook, but I would recommend going from Facebook to Twitter. Again, because the volume. 

Dawn Vogler:
Lynn Margolis asked, “What do you think will happen if Facebook starts changing and now that MySpace is kind of more dead, do you feel that these things are just going to keep popping up?”

Meg Canada:
The same as formats for music, I think that, you know, this is not something that’s forever. Look at how quickly we had to change from cassette to C D and now we’re switching to electronic formats. These are all going to change again. And someone else pointed out that social media networks having availability to them in the libraries and being part of them is also important for the job search and job market. Certainly, that’s a big part of what our library service is about and that is true. LinkedIn is a huge piece of job searching today in the professional market. So I would say that is important. One of the things I hear my social media marketing friends in our community talk about a lot is the fact that Googling your name is the new resume. And that chances are, you will encounter a hiring manager who Googles your names and is trying to find out what your presence is online, so that’s that managing online reputation piece.  

Dawn Vogler:
Meg, several people in the chat have talked about city and county and we have this at the state level too, is whenever we do have something that’s sort of outside of our network, it’s still, you still have to be concerned about the public records laws and the ability of anybody to solicit the agency for those public records. So I don’t know if you’ve ever had this question about Facebook or with Twitter. But is there any way that it can be archived?

Meg Canada:
Well, Twitter is actually being archived by the Library of Congress, interestingly enough. So, yes, it is archived. And frankly, once you put it out there, it is not in your control. It is on someone else’s network. And that is a concern; I know it’s something that our county attorney is working on now in terms of making sure that our policy is, it works with this- [Crosstalk]

Dawn Vogler:
I would consider that a lot of that information is what we call “transitory.”  

Meg Canada:
Right. [Crosstalk]

Dawn Vogler:
Sort of messaging kind of thing, especially if you’re not allowing people to comment back which many people said that they have a Facebook or Twitter account but they don’t allow back and forth, it’s just you pushing things out. And if that’s the case, those records are probably elsewhere via email or on your blog, which are, which is archived, so it’s interesting to think about that though.

Meg Canada:
And I would argue that if you’re only pushing messages out that you’re not really participating. You know, it’s really limiting to restrict people’s participation in the environment and you are not in control of what they say. And people know that, they’re also self-correcting communities. A lot of times when someone posts something negative on our site, we’ll see other people fix that information on their own without our participation at all. And I’ll talk some more about responses, in particular the Arm Services have done an amazing job, looking at responses to negativity online. Someone asked about photo releases, and yes, we do have photo releases for every single photo we post online. From staff and from students, children that participate in programs, we have to have their parents’ permission as well. Same thing with art, we need to have the artist, and if they’re under 18, their parents’ permission to post things. So we are very careful about that.

Dawn Vogler:
Meg, we are running out of time, we only have four minutes. But Charlotte Parsons did post an interesting question that I hope we could hopefully end with. They have four branches, and each one of them wants to have their own Facebook page, do you have any comments about that? 

Meg Canada:
Yeah. You know, we chose at my library to have one Facebook account, one Twitter account, and multiple Flickr accounts to accommodate some of that individual library story telling. But I didn’t want to see us split, our already smaller numbers at this point, perhaps down the line we’ll have enough for 41 libraries to each have their own Twitter account and Flickr account, and Facebook accounts. But at this point, we aren’t focusing on the hyper-local, we are focusing on the idea of as an organization and a brand for the entire organization, how can we get support? So I think that does also depend on the amount of staff time that you  want to devote to this, the amount of resources that you can devote to it, but it is a strategic choice.

Dawn Vogler:
Okay. Great. I don’t want to keep people longer than our hour, since I know everyone is very busy and we obviously have two more of these to go and so a lot of great information forthcoming from Meg. We will be posting— thank you, Meg. 

Meg Canada:
Thank you.

Dawn Vogler:
[Laugh] We really enjoyed, I really enjoyed it as well. These are some really interesting questions. A lot of which I just don’t think have really been, you know, that answered by libraries yet. You know some of this stuff is really just kind of flowing organically still and there’s really no right or wrong. It’s a sort of, like you said, trial and error. So thank you again. I really appreciate it. And we look forward to the next webinars. 

I do have a couple housekeeping things, of course, to end with. Let me just bring up my slide here, so that you can see that you’ll be sent an email in one to two days or two to three days. It depends on how long it takes me to record the, to archive the webinar. You’ll get your statement of C E credit, you will get the slides, and if anybody would like the social media plan for Hennepin County, Meg actually did offer to send that to you. And so you can reply to my email that will send you the slides and let us know if you want that and we’ll get that out to you as well. In order to leave the webinar today, you need to go to “File, Exit, Leave Webinar”.  Please do answer our exit survey; it’s going to be a pop up for those who don’t have pop ups blocked. For those that do, just go on your merry way, that’s fine. We would love to get your feedback though. We do absolutely send every piece of feedback to the presenter and we use it here. If you have future suggestions for webinars, webinars like this, others, whatever, we would love to hear from you. So if you will chat any goodbyes to Meg, or any thank you’s to her last minute here, then we can all go on with our happy day. I see a ton of thank you’s and so we’ll look forward to seeing everybody in the next one. Have a great day.
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