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Two parts to the story 
 Overcoming resistance in an organization 

 
 Managing access: Who gets to represent 

the organization? 



Overcoming resistance:  
 WSDOT  story 
◦ launched blog in 2006 
◦ Flickr and YouTube in 2007 
◦ Podcast in 2008 
◦ Twitter in 2008 
◦ Facebook in 2008 
 
 



The WSDOT story:  
Winning before the war begins 

Most common question we’ve 
heard through the years:  
 

Q: How did you do it? 
A: We connected the 

outreach with the 
agency’s core 
mission. 

 

“We shall stress the importance 
of sharing clear, concise and 
timely information with WSDOT 
employees, elected officials, 
community leaders, businesses, 
citizens and taxpayers, others in 
the transportation community, 
with the press and other media. 
We shall strive for the 
effectiveness of all our 
employees in meeting WSDOT’s 
communications standards.” 
 

Excerpt from WSDOT’s Mission  
Statement and Management Principles 



But we had work to do …  
 Drafted a “blog” usage policy 
◦ Defined the ways in which social 
media tools would be used  
    

 We tried to think ahead  
◦ What were potential arguments 
against social media tools? 
 

 Public record retention 
 Usability 
 Employee access 

 



 
Managing Access: Open it up! 
Early thinking: Filter, fence & control 
 

Now: If you can’t stop them … 
 83% of American adults own some kind of cell 

phone. A third of American adults (35%) own a 
smartphone of some kind.  

  

Leverage them … 
 65% of online adults use social networking sites.  
 People used to talk to their neighbor over the 

fence about their employer. Now they connect on 
Facebook. 

Source: Pew Internet and American Life Project, http://PewInternet.org  



Train the team: Establish expectations 

Your employees want to be successful, 
give them the resources/training  
 
 Explain media monitoring and why 

everything on the Internet lasts forever. 
 Encourage problem-solving, creativity on 

behalf of the brand and your customers.  



Contact Information: 
Lloyd D. Brown 
Director of Communications 
American Association of State Highway and Transportation Officials 
444 North Capitol Street N.W., Suite 249 
Washington, DC  20001 
  
office: (202) 624-5802 
cell: (202) 907-3434 
twitter: @lloydbrown 
web: www.transportation.org 
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