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Exec Summary: Analysis of all SNAPPatx Comments
SNAPPatx is designed to innovate in the options for people to participate in social media where two things can happen: more people participate (moving closer to ‘representation’ of the population) and giving those people who do participate reasons to become invested in the dialogue (because it is more interactive). 
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The shear volume of communications is impressive.  SNAPP was able to capture almost 100-fold the volume of participants that came to public meetings on the Strategic Mobility Plan.  Even when the “non-relevant” chatter is filtered out, SNAPPatx captured 9.370 relevant comments over 6.5 months (1,200 to 1,700 per month).  In addition, SNAPPatx pushed out 300 to 400 informational messages each month to prompt conversation and focus dialogue on specific issues.
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To accomplish this level of communication, SNAPPatx aggressively captured any Twitter, Facebook, or blog comments that might talk about Austin/Central Texas and transportation related issues.  And, SNAPPatx deployed two facilitators who pushed out information and responded to comments four times per day, five days a week at regular intervals (7am, 11am, 4pm, & 9pm).
  

One of SNAPPatx’s most significant accomplishments was increasing the substantive content of comments either engaging (i.e., expressing an opinion) or analyzing (i.e., expressing an opinion that compares options).  Most social media comments are “sharing” or hanging out, SNAPP sought to encourage more substantive comments, e.g., people expressing positions and interests or comparing between options.  SNAPP had quick and continuous success using facilitation to increase substantive comments.  Then, SNAPPatx experimented with different communication options to explore increasing the proportion of “analyzing” comments. Facilitators were able to flip the rate of substantive comments from 67% “sharing” as SNAPP began to 67% “engaging” or “analyzing” as SNAPP proceeded.
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Sample Comments
Amusing: True Story: co-worker bicycle commuting early AM Austin.  Passed a Prostitute, who yelled a clever comment: "Hey honey, need a pump?"
Amusing 2: Dear God Austin! Learn how to merge from the chicken lane! (not driving now FYI)

Keeping Austin Weird: Apparently ATX has 2 G-string bike riding old men. Unfortunately just saw my 2nd one, but at least he keeps his thong nice and clean!  TMI!
Advocacy: Austin stop driving your car today and ride public transit FREE! Happy OZONE day!

Useful: Car won't start. Anyone at the IBM Austin site headed south or west?
Thoughtful: No. The suburbs already get subsidized by us enough; they should b subsidizing our transit, not the other way around.
Highlights from past months

Topics

Our consistent winner in the comment sweepstakes is “traffic sucks” (35-45% of all comments). 

· Most frequent comments are about:

· Bad drivers

· Locations of problems (most mentioned: I-35, MOPAC, Hwy 290, Hwy 360, Lake Austin Blvd, 2222, East Riverside)
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Alternatives (routes, times, etc.) and whether or not they succeed in avoiding traffic

· Distractions while sitting in traffic 

Insights

Comments relating to alternative transportation (bikes, ped/walking, transit, car/van sharing, etc.) have ranged from July’s low (41%) to June’s high (58%).  

Snapps consistently have a great deal of talk about mobility options (bike, bus, walking), as distinguished from Media topics, which focused much more on roads, cars, streets, wrecks and accidents.
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Sentiment
Not every comment had a clear expression of sentiment.  Where they did we tracked sentiment and notice some interesting trends.

· A lot of people wanted to talk about their frustrations with traffic, so traffic has mostly negative comments
· Bicycling and walking were 2nd and 3rd most popular topic, they are mostly positive, except where people reflected on safety.
· Bus, rail, and transit have a close to even mix of negative and positive, although mentions of Cap Metro are more negative.
· Car2Go was a very popular topic and had almost completely positive comments 
Monthly Summary Analysis

Monthly summaries paint an interesting picture of the hot themes, topics, and sentiments.  This points to a potential new use for social media, as a barometer, for what people want to talk about and find interesting, rather that what usually occurs with planning, i.e., where planning decides the questions for which it needs answers, then strives to focus discussion on those questions.

September Summary Analysis.pdf

August Summary Analysis.pdf

July Summary Analysis.pdf

June Summary Analysis.pdf

May Summary Analysis.pdf

April Summary Analysis.pdf

ENDNOTES

� Total costs for monthly communications is minimal ($1,200 per month) with weekly message development meetings and research ($500) and actual communications/facilitation ($700) or $.34 - $.45 per communications. 


� Communications was structured with weekly communications meetings to decide next week’s theme and daily messages followed by research to develop content and communications design.  In addition, facilitator’s had a specific (but simple: ask questions to understand the problem, then ask about the range of solutions, once these are understood acknowledge, thank and move on) protocol to follow to ensure objectivity in questions to people commenting.





