	Queensland Government Enterprise Architecture


	ICT Policy and Coordination Office

Department of Public Works


[image: image3.jpg]



Online community engagement guideline
QGEA

Online community engagement guideline
Final
December 2010
v1.0.1
PUBLIC
Document details

	
	

	Security classification
	PUBLIC

	Date of review of security classification
	December 2010

	Authority
	Queensland Government Chief Information Officer

	Author
	Smart Service Queensland 

	Documentation status
	
	Working draft
	
	Consultation release
	(
	Final version


Contact for enquiries and proposed changes

All enquiries regarding this document should be directed in the first instance to:

Manager, Office for Volunteering
Department of Communities
volunteering@communities.qld.gov.au 
Acknowledgements

This version of the Queensland Government Enterprise Architecture (QGEA) Online community engagement guideline was developed and updated by the Smart Service Queensland.

Feedback was also received from a number of agencies, which was greatly appreciated.

Copyright

Online community engagement guideline 
Copyright © The State of Queensland (Department of Public Works) 2010
Licence

[image: image1.jpg]


   
Online community engagement guideline is licensed under a Creative Commons Attribution 2.5 Australia Licence. To attribute this material, cite the Queensland Department of Public Works.
Information security

This document has been security classified using the Queensland Government Information Security Classification Framework (QGISCF) as PUBLIC and will be managed according to the requirements of the QGISCF.

Contents
41
Introduction


42
What is community engagement?


43
What is online community engagement?


54
Why engage online?


54.1
People are online and want to engage with government online


64.2
Cost/benefit efficiencies


64.3
Additional, more creative ways of reaching people


65
Planning your engagement


76
What to consider when engaging online


86.1
Transparency


86.2
Accessibility


86.3
Digital literacy


96.4
Language literacy


96.5
Security


96.6
Privacy and participant confidence in publishing and sharing opinions


96.7
Monitoring and responding to comments


96.8
Systemic issues


96.9
More Information


11Appendix A
Online community engagement methods and techniques


17Appendix B
Glossary of online community engagement tools and applications


21Appendix C
Uses of online tools for engagement




1 Introduction
This guideline has been developed to assist public sector employees in gaining an understanding of how online technology can be used to support community engagement. The document also provides guidance on the implementation of the Online community engagement policy. The document should be read in conjunction with the Official use of social media guideline.

2 What is community engagement?

Community engagement refers to the connections between governments, citizens and communities on a range of policy, program and service issues. It encompasses a wide variety of government-community interactions ranging from information sharing to community consultation, and, in some instances, active participation in government decision making processes.

In October 2012, the Premier announced an ‘open data revolution’ for the Queensland Government
 with an aim of releasing as much government data as possible to encourage the private sector to develop innovative new services and solutions for the State.

The policy principles that will underpin the Open Data Initiative are:

· Government data will be available for open use
· Government data will be available free
· Government data will be in accessible formats and easy to find
· Government data will be released within set standards and accountabilities.

The emerging digitally-rich environment provides opportunities to:

· improve services to the community

· inform government decision making

· contribute to the economic development of Queensland

· assist in making the Queensland public service more customer focused. 

Engagement can be formal or informal, direct or indirect. Effective community engagement allows government to tap into diverse perspectives and potential solutions to improve the quality of its decisions. It enables citizens and communities to better understand the processes of government and to build their capacity to participate in deliberative processes through the acquisition of confidence, skills, knowledge and experience.

An understanding of community engagement, the levels of engagement and effective engagement principles and practices are essential prerequisites for any public official tasked with planning, approving or implementing community engagement activities or programs.
3 What is online community engagement?

Online community engagement is any form of community engagement that occurs in the online medium. Opportunities to engage online are shaped by the technologies available and community preferences for how they want to be engaged. Over the last few years, the online environment has changed to enable individuals to create, share and engage with web content rather than being a passive recipient of content. The evolution and popularity of Web2.0
 technologies has made available new techniques for online community engagement and additional avenues for consultation and interaction with citizens and communities in ways that can facilitate dialogue, creativity, collaboration and participation. 

Technologies currently available to support online community engagement include:


· online forums

· online surveys

· user created navigation and categorisation of information, such as tagging and RSS feeds

· online voting and rating systems

· online social networking websites, such as Facebook

· blogs

· micro-blogging websites, such as Twitter

· video and photo-sharing sites 

· wikis. 

Appendix B provides an overview of these technologies and an assessment of their benefits and limitations as engagement tools. 
4 Why engage online?

Online community engagement can encourage greater participation in engagement activities by providing additional avenues for people to make their views known to the government and parliament which are less limited by constraints such as place, time, mobility and other access restrictions. 
Both government and the public benefit from greater participation – a high level of public involvement means that policy can be developed with the benefit of a wide range of different opinions and evidence. Online community engagement also presents cost efficiencies when engaging with large numbers of or widely dispersed people. The cost and speed of processing large volumes of feedback is also significantly reduced when using online community engagement methods.

4.1 People are online and want to engage with government online

Australians are among the world’s most prolific users of social media
: 

· almost 60 per cent of online Australians have a Facebook profile

· close to three quarters of online Australians read a wiki in the past year

· Twitter’s audience levels grew by more than 400 per cent in 2009 

· close to four in five (78 per cent) Australian internet users sent or shared a photo in the past year

· over two thirds of online Australians watched an online video regarding products or services.

The internet has become the most frequent channel used to contact government, particularly in the 18-44 years age group, but also for the 55-64 years age group
. Those in older age groups are also making increased use of communication technologies such as email, SMS, and social networking sites. 

Online community engagement can tap into existing and widespread technology applications. For many people, online and mobile technologies are a convenient, efficient means of interaction. For younger generations, they are seen as a fundamental part of daily life. To exclude online community engagement is to exclude a large segment of the community.  

However, although computer and internet access is significant, there still remains over 10 per cent of Queenslanders without access to a computer or the internet at home, with people living in low income households less likely to have access than those in higher-income households. Over 20 per cent of Queensland adult’s state their computer skills are less than fair. For people over 65, this figure is over 60 per cent
. Engaging online therefore, should not be considered to be reaching and capturing the views of all sectors of the community.
4.2 Cost/benefit efficiencies

Online technologies provide governments with free and low-cost tools for making content mobile and multifunctional. They can deliver measurable value to agencies in terms of reduced costs and improved productivity. The adoption of social media by agencies means they can share information with the public more readily, anticipate issues that might arise and provide improved methods to gather ideas and find solutions at lower costs. Online methods can distribute information to a wide audience quickly and relatively cheaply and contributions can be analysed and responded to electronically, making acknowledgement, analysis and feedback processes more efficient, timely and cost-effective for all parties. However, depending on the implementation and uptake, online engagement can impose additional resource requirements in managing, moderating and responding in a timely manner. The rapid publication and 24 hour accessibility of online engagement can raise expectations that government responses will be delivered much faster than with other methods. Effort should be made to adequately resource online engagement and manage expectations about the degree of responsiveness.
4.3 Additional, more creative ways of reaching people

The online environment provides an additional means by which government can gauge public opinion to inform policy development, service design and delivery. Using social media provides greater opportunities for citizens to act as partners with government in the co-creation of policy, planning and priority setting, and present the government with new ways to hear the voice of community members and to talk with them through a less formal dialogue. 
5 Planning your engagement
Any engagement with the community needs to be carefully planned, and this includes choosing a blend of appropriate engagement techniques to suit your engagement purpose. In particular, it is important to identify what level of engagement fits the purpose of your engagement. The Queensland Government has adopted the Organisation for Economic Cooperation and Development’s (OECD) engagement model shown as Table 1 (page 7).
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Table 1 - OECD engagement model
Information, consultation and active participation can be considered along a community engagement continuum, with increasing levels of engagement and influence towards the ‘active participation’ end of the spectrum. 

Social media use tends to blur the boundaries between these levels of engagement. For example, you might use social media to provide information, but citizens and clients would be able to comment and respond to the information. In this case, your purpose of engaging is to provide information, but the social media tool enables audiences to interact with that information, which pushes the engagement activity into consultation. 
For information on how you might use social media and other online technologies for different types of engagement activities, and examples of how other agencies have gone about this see Appendix C.
6 What to consider when engaging online

Policy development based on a diverse range of opinions and perspectives will help achieve more effective and sustainable outcomes. Online community engagement is a valuable means of sourcing public opinion and seeking feedback on public policy from a broad sector of the community. However, used in isolation, online community engagement can exclude sectors of the community and may not be a definitive representation of public sentiment on an issue.

Furthermore, online community engagement should not be viewed as a replacement for traditional methods of engagement – a complementary blend of online and offline engagement techniques are to be encouraged. The use of online community engagement should be balanced with other public involvement methods and supported by effective information sharing. In many cases traditional and innovative non-technology engagement methods and techniques will strengthen and complement the reach and inclusiveness of online community engagement activities.
Engaging online brings with it a number of considerations that are not always obvious. As is the case with all engagement activities, it is crucial to match the online community engagement methods and techniques with the needs and characteristics of the target audience. 
Some of the challenges of engaging online include the following:
6.1 Transparency

Public policy decision making requires open and transparent processes. Feedback is a critical element of any engagement process as it is the point at which those who have participated can see whether their views have been accurately represented and, when relevant, taken into account when decisions are made. 

When using online community engagement, agencies are encouraged to provide effective, timely and appropriate feedback to the respondents of the consultation following the closure of a consultation period, detailing the outcomes of the process in line with relevant guidelines and agency policies.

Transparency is also exhibited through the acknowledgment of receipt, and proactive publication of consultation response data. It is recommended that online community engagement is incorporated into the normal authorising and accountability environment for the routine and proactive disclosure of consultation responses.

Capturing full and accurate records of any government business conducted through online community engagement will also ensure transparency. When planning to conduct online community engagement, consider what records need to be kept of the business being transacted, and how these records will be managed as part of your agency's broader recordkeeping framework.
6.2 Accessibility

As mentioned in section 4.1, a significant proportion of the community does not have access to a computer or the internet at home. Many people do not have access to high speed internet, which may mean they cannot participate in the online community engagement process you have planned. Others might have adequate access to the internet, but their digital firewalls prevent their use of Web 2.0 technologies. Due to some people not being able to access computers or the internet, a range of consultation tools should be used. Consideration should also be given to the bandwidth required to engage online. For example, posting a 10 minute video introducing the engagement topic may be inaccessible to those on mobile devices, with low bandwidth, or high usage charges. 
Even those with access to the internet may experience difficulty using online services if the services are not designed or implemented correctly. Consideration should be given to the range of devices used to access your online engagement, particularly assistive technologies for those with a disability. For further information, refer to the Web Content Accessibility Guidelines required under Information Standard 26: Internet (IS26).
6.3 Digital literacy  

Just because members of your target community have access to the internet does not mean that they are confident using all applications. When designing an online community engagement process, it is important that the target audience is provided with clear instructions on how to participate. Some online community engagement processes may provide an opportunity to build the capacity of a community to engage online. For example, training could be provided which both improves the skills of the community and increases the likelihood of the community participating in the future. 
6.4 Language literacy

Most online engagement involves text, and interactive tools often require an ability to write and express opinions. It is important to assess whether or not the community members you are engaging with have the levels of literacy required to participate. 

6.5 Security

Queensland Government agencies are required to ensure the integrity of their information. This includes protecting information from misuse, loss, unauthorised access, modification or disclosure. This relates not only to the consultation material provided, but also the processing, storing, and handling of the community’s responses.
6.6 Privacy and participant confidence in publishing and sharing opinions

A common attribute of social media use is the individual’s publishing of information about themselves in a public way. While some people are willing to engage through social media, they may not feel confident in publishing and sharing their opinions publicly. An alternative to using web-based social media is the use of consultation tools, such as the Queensland Government ‘Get Involved’ website, which enable people to submit their ideas privately, anonymously or with a greater assurance of security. If the consultation subject matter is particularly sensitive (e.g. adoption/child abuse) or where the public sharing of views is not in the interest of the consultation outcome, consider using more private community engagement methods.
6.7 Monitoring and responding to comments

By using online community engagement tools that enable citizens to comment, unless you clearly state otherwise, you are implicitly suggesting that you will ‘listen’, monitor and/or respond to any comment made. Comments submitted through social media applications should be monitored constantly and responded to regularly as you would to comments made in person or through offline engagement techniques. Depending on the issue, this may occur at hourly or daily intervals. Because of the potential for comments to influence a decision making outcome, comments can be considered to be official records and should be retained, when appropriate, as required by the Public Records Act 2002 and other relevant regulations.
6.8 Systemic issues

The technological management of a large number of responses may require particular consideration to ensure, for example that websites remain accessible. Technology is viewed by some as enabling a faster process, therefore quick feedback and responses may be expected. Thought may also need to be given to the need to evaluate the technical aspect of the consultation in order to build best practice.

7 More Information

A comprehensive list of issues to consider when engaging communities is provided at Appendix A. 
A glossary of online community engagement tools and applications is provided at Appendix B.
Appendix C contains an overview the uses of online tools for engagement.
Before engaging online, it is recommended that you familiarise yourself with the following documentation:

· The Engaging Queenslanders series of community engagement guides 

· The Online community engagement policy 
· The Official use of social media guideline. 
Appendix A Online community engagement methods and techniques
The following tables build upon Engaging Queenslanders: A guide to community engagement methods and techniques by including additional considerations and comments that are particular to engaging online. 
Agency issues

A number of corporate or agency issues will influence decision-making about the use of methods and tools. Some of these issues are summarised in the following table.
	Agency Issue
	Considerations include

	Goals and objectives
	· Why is the agency engaging the community?

· What does the agency hope to achieve from the engagement?

· What time commitments must be met?

· Do the benefits of engaging outweigh the costs of not engaging?

	What to consider when engaging online:

· Engaging online is generally less time consuming and can cost less than traditional forms of engagement.

· Goals and objectives should be clearly articulated to avoid selecting the wrong online community engagement tool. An example of this might be using a social networking tool which broadcasts to millions of members when you want to communicate to a smaller, targeted audience, or using a tool that identifies responses publicly for issues that are inherently private.

	Community to be targeted
	· Is the agency targeting:

· A geographic community?

· An ethnic or faith community?

· An Indigenous community?

· A professional community?

· A community of interest?

· Some combination of above?

· Are other agencies also engaging this community? Is collaboration possible?

	What to consider when engaging online:

· Many types of communities are well-networked and represented online. Some communities have developed online, or only exist and network online. It is important to monitor and engage with existing online communities.

· Are any other government agencies engaging online with that community, or have they in the past?  It can be particularly confusing if different parts of government are engaging the same community online at the same time or if a community has been consulted before on a similar issue by another agency. 

	Political environment
	· What level of political support or awareness exists about the proposed engagement?

· Is your process part of a broader government agenda?

· Is this a contested issue?

	What to consider when engaging online:

· With many online community engagement tools, once information is published it can travel quickly and not be easily retracted. 

· Many people have indicated that they have fewer inhibitions when sitting behind a computer and may be more prepared to express strong opinions. While this can lead to honest and candid responses, it can also lead to excess or abuse. Appropriate moderation by skilled subject matter experts is recommended.

· If you want to use an online community engagement technique for a contested issue, it is important to consider the quality of responses that you are looking for versus the quantity, and choose the most appropriate tool for your engagement purpose. 

	Capacity to influence
	· Is this a government or community initiated activity?

· What decisions have already been made?

· What decisions can the community have input into?

	What to consider when engaging online:

· If you use an online application which enables people to comment, you are implicitly suggesting that you are looking for their input and that what they say matters and can influence your decision making. 

	Legislative environment
	· Is this engagement required by legislation?

· Are any parts of this project or engagement process supported or constrained by legislation?

	What to consider when engaging online:

· There are additional considerations with regard to:

· Privacy – How will personal details be used? Who will have access to them?

· Intellectual property – Who will own the responses?, Is there any restriction on the distribution of the reference materials (i.e. on social media sites) 

· Right to information – When will consultation responses be published?

· Misrepresentation – How are responses validated?

· Defamation – If published, how are responses moderated?

· Negligence – Are officers appropriately skilled?

· Transparency – When will a decision be made and based on what?

· Discrimination – How can all sectors of the community participate?

· Recordkeeping – Who will manage the consultation data?   



	Policy and planning cycles
	· Where does your engagement fit within the policy or planning cycle?

	What to consider when engaging online:

· People do not cease to be online just because your consultation process has ended or your policy or planning cycle has finished. Online community engagement provides an opportunity to build permanent relationships with communities, and people should be directed to a permanent online presence once the engagement is finished. 

	Resources
	· What resources are available to support the engagement, for example:

· Skilled facilitators and managers?

· Information and communication technologies?

· Engagement structures such as Advisory Committees?

· Budget allocation?

· Staff time?

	What to consider when engaging online:

· Engaging online requires staff with the knowledge and skills to develop and use online community engagement applications. 
· It also requires resourcing by subject matter experts for moderating and monitoring comments and responses. Training and information about how to manage this is provided through Smart Service Queensland.

	Corporate culture
	· Is there a community engagement framework, policy or plan similar to support this process?

· Is there a high level of understanding of, and commitment to, engagement within the organisation?

· Is there an openness to use more innovative engagement processes?

	What to consider when engaging online:

· Queensland Government QGEA policies and guidelines for online community engagement and social media.

· Your agency may have developed its own community engagement policies and guidelines. 
· Your agency may have a dedicated social media officer who can provide advice on your engagement process.


Community Issues
The primary aim of any community engagement process is to connect with all relevant sectors of the community. To do this effectively, it is important to develop a sound understanding of that community. The following table summarises some of the questions which need to be considered when you are engaging a community:

	Community Feature
	Considerations include

	Demographic features
	· What is the age and gender mix?

· What levels of literacy exist?

· What is the socio-economic mix?

· What languages are spoken in the community?

· What cultural protocols are adhered to?

· What percentage of the community is employed and when do they work?

· Do community members have access to transport?

	What to consider when engaging online:

· Are members of the community computer and internet literate, and do they have access to the internet?

· Are members of your target community comfortable with using online consultation tools? 

· Engaging online can be an effective way to reach rural and remote communities, if they have adequate computer and internet access.

· For demographics that may prefer telephone or face-to-face engagement, how can online engagement complement these processes?  For example, providing an online data capture for operators or mobile devices for site visits in remote areas.

	Preferences for engagement
	· Have community members expressed particular preferences regarding engagement e.g. to be involved in information sharing, consultation or active participation?

	What to consider when engaging online:

· Does your targeted community (or part thereof) want to be engaged online?

· Could online community engagement be used by agents consulting on behalf of government?

	Previous experience/s with government engagement
	· Has the community been engaged before on this issue? This might have been by another agency, or government jurisdiction.

· Has previous engagement with government been largely positive or largely negative?

· What percentage of the population has not previously engaged with government?
· Is there trust and connectedness within the community?  Between government and the community?

· How could your engagement positively influence future participation?

	What to consider when engaging online: 

· Does online community engagement provide an opportunity to build trust with a community?

	Capacity for engagement
	· Do community members have the knowledge needed to participate? (e.g. to critique planning models)

· Do community members have the resources needed to participate? (e.g. time, internet access)

· Do community members have the skills needed to participate? (e.g. literacy)

· Do community members have access to necessary infrastructure needed to participate?

	What to consider when engaging online:

· Do community members have adequate access to the internet?
· Do community members have the skills needed to engage online?
· Is the reference material written optimised for online use?

	Existing engagement structures and processes
	· Are there existing networks, committees, structures to support engagement within the community?

· Are there sporting, religious, professional and other groups who already engage with the community? Will they support this engagement?

· Are there existing newsletters, radio stations, websites that the community accesses?

	What to consider when engaging online:

· Does the type of community you are engaging already have an online presence? 

· If so, be careful not to be invasive in your engagement. The community may not want government joining in their online space. As with offline engagement processes, it is often best to contact that community first to find out the best approach to engaging them.

· Are the right people online?  Is the person/people you want to engage within that community involved in its online presence?

	Nature of Impact
	· Who is directly impacted by the issue?

· Who is indirectly impacted by the issue?

· Who is interested but not necessarily impacted?

· Is public opinion positive, negative, divided or indifferent?

	No additional considerations for engaging online.


Process issues
The Queensland Government has adopted six guiding principles which provide the basis for improved community engagement in Queensland public sector processes. Regardless of whether your engagement with citizens and the community is in person, via the print media or online, the same principles apply. 
	Guiding principles
	Considerations include

	Inclusiveness
	· What consideration needs to be given to venues, language, print type, timing to ensure that engagement is accessible to all? 

· Is capacity building required to enable all people to be effectively engaged?

· What techniques are required to enable all voices to be heard?

· What promotion is required to encourage wide participation?

	What to consider when engaging online

· Do community members have access to the internet, and if so, is the speed of their internet sufficient?  

· Do the online community engagement tools meet accessibility requirements?

· It is important that the majority of intended participants have the capacity and motivation to interact online. 
· Engaging online might make it easier for usually reserved people to contribute.

· Are you providing all the necessary information for people to educate themselves on the issue before engaging in the debate, and providing help to teach people how (in the technical sense) to make their contributions?

	Reaching out
	· Are there groups of disengaged or unengaged people within the community who could be engaged?

· What will it take to engage these groups?

· Can engagement processes be implemented in times and places that are comfortable to the community?

· Can engagement processes link with community radio stations, newsletters, websites?

	What to consider when engaging online:

· Does online community engagement present better opportunities to engage with disengaged or unengaged groups?

· Online community engagement tools generally and Web 2.0 tools in particular, have an extensive reach.

· Online community engagement enables people to engage in their own time and space. 

	Mutual respect
	· What will community members gain from being engaged? 

· How will community members’ contributions be recognised and valued? 

· How will community feedback on the engagement process be received and used?

· Will engagement processes be flexible to accommodate changing community issues?

· Is the agency listening or just talking?

	What to consider when engaging online:

· If you use an online application which enables people to comment, you are implicitly suggesting that you are looking for their input and that what they say matters and can influence your decision making.

· It is important to consider in advance how you will incorporate the feedback provided through the engagement process, and what feedback the agency will provide back to community members at the end of the engagement or consultation process.

	Integrity
	· How can the honesty, openness and accountability of the engagement process be demonstrated?

· Is there a commitment to carefully planning, implementing and evaluating the engagement technique?

· Are there sufficient resources to implement the technique effectively?

	What to consider when engaging online:

· Information about how to maintain integrity when engaging online can be found in the Guidelines on the selection and use of Social Media. 

	Affirming diversity
	· Does information need to be provided in languages other than English and/or large font format? 

· Can the information be articulated to those who are illiterate or those with disabilities?

· Will diverse groups interact well in group situations or are parallel processes required?

· Are there cultural protocols which need to be honoured?

· Will targeted processes and/or culturally, age and gender appropriate facilitators enhance the effectiveness of engagement?

· Have there been measures to cater for child care and/or people with a disability?

	Online community engagement considerations: 

· Do the tools you are using online meet accessibility requirements?

	Adding value
	· Will the technique build government and/or community capacity for future engagement?

· Will the technique build trust between the agency and the community?

· Will the technique support sustainable community and/or government outcomes?

	Online community engagement considerations: 

· An online community engagement process may provide an opportunity to build a community’s capacity to engage online.


Appendix B Glossary of online community engagement tools and applications

The following provides an overview of the tools and applications that can be used for engagement purposes. Practical guidelines on how to use the majority of these tools and applications can be found in the Official use of social media guideline. 

	Tool
	Description
	Potential uses for engagement
	Benefits
	Limitations

	Get Involved Online Consultation Toolkit
	Get Involved (www.getinvolved.qld.gov.au) is the Queensland Government’s suite of online community engagement tools suited to the capture and reporting of community feedback on public policy. Using the tools the community can:

· participate in forum discussions on particular topics

· participate in government online consultations

· participate in a survey

· provide their opinion through polls

· subscribe to be kept informed about online community engagement opportunities.
	· Get Involved is mandated to provide the online community engagement mechanism for the Queensland Government’s public policy consultations
	· For the community: a trusted and convenient central reference point for keeping informed about opportunities to influence decisions of the Queensland Government

· For the Queensland Government: A cost effective method to build and deploy online consultation tools to engage with a wide segment of the community
	· Target audiences need to be aware of the Get Involved website in order to participate

· Not a tool for statistical market research(
· Participants may not represent the larger population

	Social Networks: e.g. Facebook
	Social Networks are web-based online communities where users interact and communicate with each other. Facebook is currently the largest social networking site in existence. 
Facebook allows members to share personal news, comments, photos, videos and links to content from outside the Facebook system. Agencies can create a Facebook profile and use it to post information about their events, people, services and activities. People who become fans and friends will be in the loop on their agency’s news and can share it in their online sphere. 

	· Facebook is good for sharing information about agencies and making announcements

· Could be used by agencies to gauge public opinion on topics by finding out whether people ‘like’ or ‘dislike’ information posted  

· Pages can also attract ‘fans’
· Posted comments can generate lively discussion
	· Content can reach large audiences very quickly

· Fast way to gauge public opinion

· Good way to connect with a broad range of demographics in their own space

· The ‘viral’ nature of interesting material or referrals from popular people can quickly raise awareness


	· Not the best tool for reaching discrete targeted audiences 

· It is not a useful tool if you need to facilitate or record discussion. There is very little control over comments posted and comments cannot be copied into another format

· Facebook format and user terms are constantly changing



	Microblogging sites: e.g. Twitter
	Twitter is currently the most well-known and popular micro-blogging application. It is designed as a channel for instant exchange of communications within member-created networks. It allows members to post messages of up to 140 characters. Twitter’s value is created as participants post (‘tweet’) and pass along (‘retweet’) content of interest. Once members can follow the posts of other members and also collect their own followers along the way, resulting in networks of people with shared professional or personal interests.
	· Twitter is increasingly being used as a news and information channel by business and government agencies

· Government agencies can use Twitter to share updates such as meeting times and locations, bite-sized bits of meeting content, links to new blog posts, announcements and warnings and policy decisions  

· Can also be used to gauge interest in topic or subject
	· Communication by twitter is instantaneous

· You can reach an extensive audience quickly

· A call for responses usually gains a lot of interest

· Not good for specialist issues


	· You cannot communicate much content (140 characters)

· It is not a useful tool if you need to facilitate or record discussion. There is very little control you can have over comments posted, or the volume of comments posted, and comments cannot be copied into another format

	Weblogs
	Blogs have become commonplace as a channel for knowledge leaders in specialised fields. Blogs usually involve a monologue by the blogger (which can be text, audio/visual or video) with readers able to respond by adding comments via a web form. A dialogue can develop between the blogger and those who comment but may not. Blogs are often integrated and branded within a website, but sometimes separate.
	· Agencies can host a blog to share news and information about the agency or issues of interest to its clients 

· Blogs are also useful for research and for following issues and public perception 


	· Weblogs are good for sharing comprehensive pieces of information

· A good way to frame issues, especially to a target audience that has a specific interest in the issue discussed

· Owner has control over content, and can moderate comments

· Comments can be copied, and therefore recorded
	· Blogs are quite one-sided. You might not get any comments

· Best when directed toward a small target audiences



	Online forums
	Online forums are similar to blogs but are dedicated to inviting creative or problem solving input from the public, usually in respect to a particular issue or subject. Forums are usually governed by rules, which the forum owner can govern. Forums enable the owner to communicate a large amount of information, and to get comments from readers about the information provided. 

	· Forums are well-suited to consultation and active participation

· Agencies can use a forum provide information about topic, issue or policy and invite discussion and comments from the community 

· Forums work well if the target audience has indicated they are interested in providing input through a forum

· They tend to work best when framed around issues that are of key interest to the audience

· Forums can attract quality responses which are useful for policy formulation
	· Forums enable you to communicate large amounts of information

· Good for more targeted consultation

· There is a strong likelihood that you receive quality responses which are useful for policy formulation

· Comments can be copied

· Forums are usually governed by rules, which the forum owner can develop
	· You may need to use an online facilitator to get the most out of comments and prevent discussion from going off-track

· Not useful for sharing information to a high volume of people

· Most people will view information and comments, but not comment themselves

· The a-synchronous nature of the forums means that days or even weeks may go by between comments within a particular discussion thread



	Wikis
	A wiki is an online resource that allows users to add and edit content collectively. This results in what is essentially collaborative authoring, or virtual collaboration. Changes can be controlled, tracked and reversed by the wiki owner. Using a wiki is similar to emailing a document out and asking for others to provide changes or comments, but these are made and saved in one document that is accessible online to all those invited to participate. Comments and edits facilitate the sharing of expertise among participants. Wikis can be created as part of an organisations online space or a web-based application can be used.


	· Agencies can use a wiki for purposes such as collecting input from the public, managing knowledge within a project team or inviting participatory review 

· It is especially useful when targeted to specialists in the field

· Wikis provide a good platform for active participation


	· A wiki gives the advantage of being able to put many ideas together and then going back to edit them when necessary or when time allows 

· By using a wiki one user can share his or her work with all of the users at one time

· All the drafts of a document are saved, and it is possible to go back and retrieve previous versions 

· A wiki can be protected with a password if access restrictions need to be applied
	· Wikis do not manage themselves. If no one is keeping tabs on the content, it may turn into one big ‘idea mess’
· Wikis require the users to be fairly tech-savvy

· A wiki is a web based document which means that what you put up into cyberspace can be found by other people. If you are working on a project that you really don’t want others to see, you may not want to use a wiki

	Video-sharing websites: e.g. YouTube
	YouTube is a video based social network, originally developed for anyone to share video content. Organisations can create a ‘channel’ and post their video content there. An organisation’s YouTube channel home page keeps track of the number of videos posted, the number of views, and the number of channel subscribers. Once posted, video content can be pulled into windows on the agency’s website, blogs etc. Viewers may receive an e-mail link from a friend, encounter the video on a website or blog, or find a particular video by searching the YouTube index. Viewers are able to comment on the video content.

Some organisations have set up their own video-sharing websites in order to protect intellectual property.
	· YouTube allows longer-form videos, which enables lengthy explanations of policy in a relaxed style 

· It can also be useful for shorter promotional purposes


	· A good tool for promoting and explaining issues

· Provides an alternative to text-based explanations and formal documents 

· Because it is visual, there can be more context provided, which is often missing in online communications

· Can be embedded into other websites, forums or blogs
	· YouTube videos tend to attract a large number of inappropriate or malicious comments. Agencies will therefore need to monitor comments carefully

· YouTube cannot protect intellectual property rights over any content. Video content may therefore be copied or altered by others
· To ensure accessibility, transcripts and captions may need to be provided



Tools used for interactivity
The tools and applications in the table above can be supplemented with various features to enhance interactivity. Some of these are briefly described below.

Voting and rating systems
These are commonly used on e-commerce platforms as recommendation engines. Users are invited to indicate their support, or otherwise, of a product in a binary fashion or by applying a numerical rating. 
Tagging
Tagging is widely employed on blogs and social networks and allows users to categorise text and other artefacts with descriptive keywords. This permits search and aggregation based on the tags applied.
RSS and Atom feeds
Users can subscribe to these feeds to be alerted when items of interest to them are published on a website, blog or social network. Feeds enable content to be drawn from a variety of trusted sources and aggregated together for ease of reading by the user. 
Appendix C Uses of online tools for engagement

	Level of engagement
	I want to…
	What online tool/s might complement this process?
	Example of how this has been used well

	INFORMATION SHARING
	Make an announcement
	· Social networking (e.g. Facebook)

· Microblogging (e.g. Twitter)

· Blog (if already developed with a good audience)

· Videosharing site


	· Queensland, Victorian, and NSW Police Services – Facebook, Twitter and YouTube accounts

· John Oxley Library Blog: http://blogs.slq.qld.gov.au/jol/2010/06/07/government-house-open-day-2010/
· Australian Government Department of Immigration and Citizenship – ImmiTV on YouTube 



	
	Invite the community to an event
	· Social networking (e.g. Facebook)

· Microblogging (e.g. Twitter)

· Blog (if already developed with a good audience)


	· Toowoomba Regional Council – Facebook, Twitter
· Australia War Memorial blog http://www.awm.gov.au/blog/ 
· Australian Institute of Sport, CSIRO - Facebook

	
	Direct people to a resource
	· Social networking (e.g. Facebook)

· Microblogging (e.g. Twitter)

· Blog (if already active with a good audience)
	· Victorian Government Better Health Channel – Facebook
· Business Victoria – Twitter
· Work Cover NSW  - Twitter

· Job Seeker blog http://jobsearch.gov.au/jobseekerinfo/pages/faq.aspx 

	
	Highlight or explain an issue
	· Blog 
· Videosharing site
· Social networking (e.g. Facebook)
	· NSW State Records - http://futureproof.records.nsw.gov.au/ 

· Transport Queensland – Hereforlife http://www.hereforlife.qld.gov.au  
· CSIRO – Facebook
· Australian Government Department of Immigration and Citizenship – ImmiTV on YouTube 


	CONSULTATION
	Gauge interest or opinions about an issue, policy or government decision
	· Get Involved polling and survey tools

· Social networking (e.g. Facebook)


	· Get involved – Alcohol related Violence Survey 
http://www.premiers.qld.gov.au/community-issues/alcohol-related-violence.aspx 
· United Kingdom Department for International Development - Facebook

	
	Poll the public about a issue
	· Get Involved polling and survey tools

· Social networking (e.g. Facebook) (like function)


	· Q150 Icons Poll
http://www.q150.qld.gov.au/CelebrationHighlights/q150Icons.aspx

	
	Get qualitative feedback or comments about an issue, discussion paper, draft policy
	· Get Involved online consultation tool

· Moderated blog

· Moderated forum (live or static)
	· Logan City Council – you’re your say forum, survey and polls: http://haveyoursaylogancity.com.au/ 
· Australian Government 2.0 Taskforce Blog
http://gov2.net.au/
· Brisbane City Council – Have your Say Forum
http://forums.brisbane.qld.gov.au/ 

	
	Get quantitative feedback about an issue
	· Get Involved survey tool
	· Daylight Saving for South East Queensland
http://www.getinvolved.qld.gov.au/your-say/daylight-saving-results.html

	ACTIVE PARTICIPATION
	Work with stakeholders on the development of a document, project or policy
	· Moderated blog

· Moderated forum

· Moderated, agency-owned wiki
	Australian Government Information Management Office (AGIMO) Blog: Creation of RFT documentation http://agimo.govspace.gov.au/2010/05/13/consultation-draft-rft-toms/ 

Victorian Government ICT Plan Blog – http://www.vic.gov.au/connect/mmv/?page_id=49 

	
	Share best practice with stakeholders
	· Moderated blog

· Moderated, agency-owned wiki
	Australian Government Gov 2.0 Taskforce http://gov2.net.au/blog/category/best-practice/ 
Victorian Government Best Practice Toolkit for Volunteer Organisations http://www.volunteer.vic.gov.au/for-volunteer-organisations/best-practice-toolkit.html 

Australia/New Zealand Local Government and Municipal Knowledge Base - http://www.lgam.info/ 
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� � HYPERLINK "http://rti.cabinet.qld.gov.au/documents/2012/dec/open%20data/the%20queensland%20governments%20open%20data%20revolution.doc" �http://rti.cabinet.qld.gov.au/documents/2012/dec/open%20data/the%20queensland%20governments%20open%20data%20revolution.doc� 


� The second generation of the World Wide Web, especially the movement away from static web pages to dynamic and shareable content and social networking. The use of these technologies by governments is often referred to as Government 2.0.


� Neilsen 2010 Social Media Report


� Interacting with Government: Australians’ use and satisfaction with egovernment 2009, Australian Government Information Office


� � HYPERLINK "http://www.qgcio.qld.gov.au/qgcio/resources/publicat/Pages/QueenslandHouseholdSurvey.aspx" ��2009 Queensland Household Survey - Computer and internet usage� 


(For market research services, consider professional providers such as those listed in the Market Research Services Supplier Panel. For official statistics and statistical services, consult the Office of Economic and Statistical Research






