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Jlll Background

The ACT Government utilises a range of social media channels and pages

to connect with the public. These pages range from the ACT Government's

own page (which covers a broad range of topics) to more specific pages
(e.g., for specific events, directorates, agencies etc.).

Research was needed to inform the most appropriate means for sharing
information on social media, including the type of information that is
shared and on which pages.

The survey findings will inform CMTEDD's Social Media team on best
strategies for posting social media content and communicating to
Canberrans.

Methodological notes:
= All Panel members were invited to participate in the survey.

» Results have been weighted by age, gender and ACT region to reflect
relative population proportions based on ABS Census data.

= Significance testing has been conducted where appropriate; results
that are significantly high have been marked with a blue upwards
arrow (1), whereas results that are significantly low have been marked
with a red downwards arrow ().

Acknowledgement of Country

We acknowledge and pay respects to the past, present, and future
Traditional Custodians and Elders of this nation and the continuation of
cultural, spiritual, and educational practices of Aboriginal and Torres Strait
Islander peoples. We value their contribution to the life of our city and to
the Canberra region.

How many?

1,336

Who?

ACT residents
18+

When?

25 Aug -2 Sep
2024



Il Sample profile (n=1,336 unweighted)

Gender

Female N s
male [ <2%

Non-binary | 1%

Household type

Single living alone - 17%
Shared adult household . 1%
Couple with child/ren at home - 28%
Couple with child/ren left home - 18%

Prefer nottosay | 1%

Age group Single parent with child/ren I 5%
Couple with no children - 15%
18-29 I 5%
other | 3%

Prefer not to say I 3%

30-39 . 13%
40-49 - 18%

ACT Region

50-59

60-69 - 23%

Speak a language other than English (LOTE) at home

ves [ 15%

Prefer not to say I 2%
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Social media usage & attitudes
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Out of all the words that were written to describe feelings about

Jll social media, 56% of words were negative, 16% were neutral and q

28% were positive

Advertising o Depressing

Untrustworth
Please write 3 words to | n t r. n n Oy I Overused.U Nninte I}ésted
describe how you feel Har m U Overrated
about social media. _< I I I l a S I I I g
Insidious
Base: all respondents Conce r ed Comcus Community
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— Most social media users judge themselves as rarely displaying
behaviours related to social media addictiveness

Often + Sometimes
Base: all social media users (n=1,220) Very often * Oftefrtw *
(%) Very often
(%)
You use social media in order to forget about 18 o4 - 3 7
personal problems
You feel an urge to use social media more and 5 57 7 I 9 26
more
You have tried to cut down on the use of social
media without success 2 2 & 12 34
You become restless or troubled if you are
prohibited from using social media 28 i 4| 5 22
You use social media so much that it has had a
negative impact on your job/studies 2 = I 3 8
You spend a lot of time thinking about social
media or planning how to use it 5 = 12 8 4 7
0% 100%

6 E Very rarely Rarely Sometimes Often  mVery often



— Respondents use 4.9 different social media channels on average
(5.2 among those who use at least one)

And how often do you use these social media channels? (%)

(All respondents, n=1,336) % who lﬁ:'tg?s
use this daily
Facebook 35 16 15 7 6 21 79% 51%
Facebook Messenger 37 7 19 7 4 27 73% 43%
WhatsApp 19 9 24 10 5 33 67% 28%
Instagram 30 12 il 6 4 36 64% 42%
Reddit 14 10 3 58 42% 14%
LinkedIn 15 14 7 59 41% 6%
X / Twitter 9 4 [ 4 73 27% %
Discord 5 7 2 79 21% 7%
Pinterest 4 8 4 81 19% 3%
TikTok 4 23 83 17% 8%
Snapchat EREEE 4 84 16% 8%
Threads I3 3 9l 9% 2%
Tumblr | 93 7% 29,
WecChat | 98 29 1%
Other 94 6% 5%

7 B More than once a day B Once a day Weekly Fortnightly / Monthly Once every 3 months or less often Never



- Almost a third (32%) use social media daily but expect

to be using it less often in 12 months’ time

How often do you use social media?
(Base: social media users, n=1,220)

—

This area represents the
50% of social media users
who currently use it daily

and expect to be using it
the same amountin 12
months’ time

88% of social media
users use it daily

This area represents
the 32% of social media
users who currently
use it daily but expect
to be using it less often
in 12 months’ time

8% of social media
users use it weekly =
4% of social media users use
8 it fortnightly or less often { |:|

In 12 month’s time, do you expect to be
using social media more often, less often,
or about the same amount as you
currently use it?

(Base: social media users, n=1,220)

57% expect to be using social
~ media about the same amount
in 12 months’ time

} 5% expect to be using

social media more often
in 12 months’time

37% expect to be using
— social media less often
in 12 months’ time

_+ 1% not sure




Information preferences
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Those who use social media regularly (i.e., at least weekly)
generally have high interest for a range of topics to be posted by
the ACT Government on social media

, . . TOTAL (n=1,336
Should the ACT Government post about these topics on social media? " )

(% Definitely + Probably) *

m Use social media daily (n=1,021)
B Use social media weekly (n=139)
Use social media fortnightly or less often (n=60)

Don't use social media (n=116)

100% 944
921
88 867 831 841
83 831
82 79 80 80 80 79 - 8T
74 76
63l 624,
564, 561
4l oL 530
6\1,48\1’
0%

Information in an Arts, festivals and Public transport Health services (e.g., Opportunities for ~ Government assistance Infrastructure
emergency (e.g.,, what events (e.g., upcoming information (e.g., emergency engagement (e.g., programs or services announcements (e.g.,
you need to do, how to  events, operational operational updates department wait times, providing feedback to (e.g., cost of living new schools, health

access help and information - parking, about services) community health) the ACT Government) support, homebuyers centres, community
support services) accessibility) and rental support) facilities)
A4 .
2 A L
10

* Respondents were provided with the following answer options: Definitely, Probably, Probably not, Definitely not, Not sure



— Less interest in social media content being posted about planning
and building systems, and profiles of ACT Government staff

Should the ACT Government post about these topics on social media? TOTAL (n=1,336)

(% Deﬁnitely + probably) * m Use social media daily (n=1,021)
m Use social media weekly (n=139)

Use social media fortnightly or less often (n=60)

Don't use social media (n=116)

100%

781
74 721

791 791 801
76 76 75 - 75
70 - 69 68
601
564 58 56
510
64 47
414 42,434 410 42042, B
264 26281
22
I 1493y
0%

Information about Maintenance in your Climate action and Changes or updatesto Grants and funding Planning and building Profiles of staff across

government services suburb (e.g., mowing in transitioning to clean legislation initiatives for systems (e.g., building the ACT Government
(e.g., bin collections, your suburb, and energy (e.g., tools to individuals, groups and policy and land (e.g., long-serving
Access Canberra) suburban upgrades, assist in upgrading organisations information) employees, unusual
bin collections) your home) occupations)

= . ¥ NS _2, - ®
0 [I]] -/,\- _\,\ [E C T D

* Respondents were provided with the following answer options: Definitely, Probably, Probably not, Definitely not, Not sure
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Out of all respondents, 59% are open to receiving a mix of
Jllll information from the ACT Government on social media;
a further 18% only want important updates

Which of the following best describes how you would like to receive
information from the ACT Government on social media?

ﬂ } ™ 21% Aged 70+

T 21% Aged 60-69

14 N 25% Aged 70+

~— " 79% Aged 18-29

100%
—
94% of
respondents
use social
media
0%

All

respondents
(n=1,336)

100

Use social
media daily
(n=1,021)

B Don't use social media

Use social media - and answered 'Other
361 / Not sure'

Use social media - and not interested in
nr seeing information from the ACT
Government on social media

B Use social media - and only want
important updates

B Use social media - and open to
receiving a mix of information (e.g.,
important updates and other general
information)

Use social Use social
media weekly media
(n=139) fortnightly or
less often
(n=60)




— Those who only want important updates prioritise emergency
information and are less interested in infrastructure announcements

Should the ACT Government post about
these topics on social media?

(% Definitely + Probably; darker shaded
areas in the chart represent ‘Definitely’) *

m All respondents (n=1,336)

I'm open to receiving a mix of information (e.g., important updates & other general info) (n=687)
lonly want important updates (n=246)

I'm not interested in seeing information from the ACT Government on social media (n=241)

981 981
100% 971 -
920 217
91 o8 9201 . 901 ™
85
= 80 82 80 79 79
75 76

| | | |

Informationin an Arts, festivals and Public transport Health services (e.g., Opportunltles for Government Infrastructure
emergency (e.g., what events (e.g., upcoming information (e.g., emergency engagement (e.g.,
you need to do, how  events, operational

assistance programs announcements (e.g.,
operational updates department wait

providing feedback to or services (e.g.,cost new schools, health
to access help and information - parking, about services) times, community the ACT Government) of living support, centres, community
support services) accessibility) health) homebuyers and facilities)

B O @ W™ W

* Respondents were provided with the following answer options: Definitely, Probably, Probably not, Definitely not, Not sure
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— Interest also drops in social content concerning grants and funding
initiatives for those only wanting important updates

Should the ACT Government post about All respondents (n=1,336)

these topics on social media? I'm open to receiving a mix of information (e.g., important updates & other general info) (n=687)

(% Definitely + Probably; darker shaded | only want important updates (n=246)
areas in the chart represent ‘Deﬁnitely’) * I'm not interested in seeing information from the ACT Government on social media (n=241)

100%

891 86
851 841 i g1p

78
76 76 75 75

I |
0% I . II

74
69 71

69 691

601
58

50
450

394

40
374
274 26
20
I B
B N Ll H =B L

Climate actionand Changesorupdatesto Grantsand funding Planningand building Profiles of staff across

341

Information about Maintenance in your

government services suburb (e.g., mowing transitioningto clean legislation initiatives for systems (e.g., building the ACT Government
(e.g., bin collections, inyour suburb,and energy (e.g., tools to individuals, groups policy and land (e.g., long-serving
Access Canberra) suburban upgrades, assistin upgrading and organisations information) employees, unusual
bin collections) your home)

occupations)

= s N 2, mm” o
0 I]]] -/,\- 2_\ E m— i
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* Respondents were provided with the following answer options: Definitely, Probably, Probably not, Definitely not, Not sure



- Comparatively lower interest was recorded for separate
events having separate pages (particularly for Instagram)

Where would you like to see information about events in the ACT on social media? Multiple response

61
481
431
351
| ‘ 141
I [ | III

70%
631
60%

50% 461
40%
30% 261
20%
10% |
0% -

401

281
241
| -
On the ACT On a Facebook : On a Facebook On the On an Instagram :On an Instagram:|Somewhere else I'm not interested Not sure

Government  page that covers : page for that
Facebook page infoon all events : specific event

WeAreCBR page that covers : page for that | on social media inseeinginfo
Instagram page info on all events : specific event :! about eventsin

& has event info & has event info i the ACT on social
only only ! media
B Social media users (n=1,220) B Use Facebook but not Instagram (n=389)
m Use Instagram but not Facebook (n=67) Use both Facebook and Instagram (n=638)

15 Use social media but not Facebook or Instagram (n=126)



- ACT Health is generally the most popular source for local health
services information on both Facebook and Instagram

Where would you like to see information about local health services on social media? Multiple response

1 1
1 1
80% ! !
1 1
1 1
1 1
1 1
70% 68t I |
| |
1 1
1 1
60% | i
| |
> 491 | 48 |
1 1
50% ! T ! 471
| |
i 391 i
40% ! 377 !
| |
1 1
1 1
30% ! ]
I | 251
| 229 |
1 1
20% i | 1671
i i
1 1
1 1
10% | i
| I | I I I
1 1
1 1
0% il I ! - I
On the ACT On the ACT On the Canberra i On the On the ACT On the Canberra | Somewhere else I'm not interested Not sure
Government :Health Facebook: Health Services 1  WeAreCBR Health Instagram: Health Services | on social media  in local health
Facebook page page Facebook page | Instagram page page Instagram page | services info on
| ! social media
1 1
® Social media users (n=1,220) m Use Facebook but not Instagram (n=389)
m Use Instagram but not Facebook (n=67) Use both Facebook and Instagram (n=638)

16 Use social media but not Facebook or Instagram (n=126)



Facebook
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- The ‘ACT Government’ Facebook page is the leading source for
news or information about the ACT Government on Facebook

In an open-ended question, Number of mentions:

Facebook users were

asked to write the names ACT Government I 20c
of any pages or groups ACT Health IR 122

they use to receive news or

information about the ACT ACT Police / Policing | I 100

Government on Facebook.

ACT Emergency Services/ ESA I °-
ABC Canberra/ABC I 53

Note: 453 valid comments
were recorded;

respondents were not The Riotact | 45
required to provide a ‘
response to this question. Canberra Notice Board [ 40

ACT Parks and Conservation Service [ 3°
Transport Canberra | 36
Region specific / local suburb or area group | 34
The Canberra Times [l 22
Events ACT [l 2
Canberra Health Services [} 19
ACT Public Schools [} 19
Access Canberra [} 16
City Renewal Canberra / Authority [ 16
Libraries ACT || 13

Environment, Planning & Sustainable Devel. | 1

18



Do you see posts on Facebook from any of the following pages? (Select all that apply)

Base: Facebook users (n=1,027)

ACT Government

ACT Health

ACT Emergency Services Agency
Floriade

Transport Canberra

Enlighten

Canberra Health Services
EventsACT

National Multicultural Festival

City Renewal Canberra

ACT Parks and Conservation Service
Libraries ACT

ACT Container Deposit Scheme
National Arboretum Canberra

ACT Public Schools

Environment, Planning & Sustainable Dev.
Your child's local public school
Sport and Recreation

Community Services Directorate

GIO Stadium

19 None of the above [ 29%

Around 4 in 10 Facebook users have seen a post from
the ‘ACT Government’ page on Facebook

41%
38%
33%

T 48% Aged 18-39
J 21% Aged 60+

33% N 40% Females
31%
30%
25%
25%
23%
21%
20%

™ 41% Aged 40-49
J 20% Aged 60+

20% N 35% Shared adult households
12%

12%
10% 1 19% Couple with child/ren at home
9%
8% ™19% Aged 40-49
? 1 19% Couple with child/ren at home
7%
5%
5% N 40% Aged 60-69

N 45% Aged 70+

Average number of
pages seen = 4.1

Average number of
pages seen (by those
who have seen at
least one page) = 5.7




% who have seen this page —— p I

20

ACT ESA, Floriade and Enlighten are some of the
pages recording above average ‘visibility’ and ‘love’

45%

40%

35%

30%

25%

S _________

15%

10%

5% | ©

0%
0%

Community Services

Directorate

GIO Stadium

5%

10%

Canberra Health
Services

ACT Container
Deposit Scheme

[ ]
Your child’s local

public school  ® 1 b plic

Y Schools
[ ]

Sport & Recreation

15% 20%

A

: Average % who
: ‘love’ each page

I
25%

|

|

|

|

¢

|

|
T He

ACT Government
I alth
|
I .
: Floriade ACT Emergency
o .
| ° Services Agency
| .
| Transport ® Enlighten
| Canberra
|
: EventsACT
I ¢ [
| National Multicultural
| @ sl ACT Parks &
: i R(t':;newalConservation Service
r—————— Canberra _ _ o @

Libraries ACT

National Arboretum

Canberra

° Environment,
Planning &
Sustainable

Development

30%

% who ‘Love’ this page

35% 40% 45%

- @

High love
High seen
- IDEAL

Low love
High seen
- FUNCTIONAL

Average % who have
seen each page

High love
Low seen
- NICHE

Low love
Low seen
- CONCERN



Improvements to ACT Government Facebook content ranged from

ease of finding information, increasing awareness of other pages,
and directions to the website for more specific information

In an open-ended question, Facebook users were asked to provide suggestions for how the content on ACT

Government Facebook pages could be improved.

Note: 137 valid comments were recorded; respondents were not required to = Number of mentions

provide a response to this question.

Don't use it to promote political agendas/ content feels too self-promotional

Less fluff / keep it simple and to the point

Links to full story/specific info / better integration between social media & website
Time-sensitive / current information (easy to find, and not shown on feed weeks after)
Increase awareness/promote other ACT Gov pages / did not know they existed
Comment on consistency/frequency of posts / avoid repitition

Use more creativity to be engaging (incl. reels, short videos, hashtags)

Algortithm/feed hides content / doesn't present it in a timely manner

Stay off it / don't use it

Manage comments (e.g., redirect comments, turn off comments, anti-bullying reminders)
Encourage engagement (e.g. ask questions, keep comments open)

Use it for useful / important / practical information only

Stick to the facts / honest / accurate

Better event information (e.g., timely (not seen too late), in one place, if access is limited)
Less "government talk" / tone

Consolidate pages (ACT Health and CHS commonly mentioned)

It's fine as it is / does the job

Focus content on services / avoid writing about yourself

Tailored posts for different age demographics

Difficult to filter / search for info on pages / things vanish / hard to find posts again

21 Don't use social media exclusively

19 — 1 Males
18— 1 Aged 60-69

P 14
e 1]
s O
s O
s 8
— 7
— 7
e 6
e 6
e 6
6
5
5
— 4
— 4
—— 4
3

3

W)



Instagram
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- ACT Government sources and the ABC feature as common
sources of information about the government on Instagram

In an open-ended question,
Instagram users were

asked to write the names ACT Government (WeAreCBR)

Number of mentions:

I -
of any profiles they use to
receive news or

Government on Instagram.

Note: 155 valid comments

were recorded;

required to provide a

response to this question. ACT Policing _ 14

Visit Canberra

Canberra Health Services

(o)

—_
(@)

RiotACT

(00]

~

The Canberra Times

Transport Canberra

City Renewal Authority

m I
o o

ACT public schools

23



Jlll Around 1in 4 Instagram users have seen posts from WeAreCBR

Do you see posts on Instagram from any of the following pages? (Select all that apply)

Base: Instagram users (n=704)

WeAreCBR 27% N 39% Aged 18-29
. Average number of
Floriade 20% pages seen = 1.2
ACT Health 16% ™ 27% Aged 18-29 Average number of
) pages seen (by those
Enlighten 12% who have seen at
least one page) = 2.7
City Renewal Canberra 10% ™ 17% Aged 18-29
National Multicultural Festival 9%
Canberra Health Services 8% ™ 15% Aged 18-29
ACT Parks and Conservation Service 7%
National Arboretum Canberra 6%

University of Canberra Stromlo Forest Park 2%
GIO Stadium 2%

Community Services Directorate | 1%
1 40% Aged 18-29

None of the above _ 55% ™ 71% Aged 60-69

N 83% Aged 70+

24



- WeAreCBR, Floriade and Enlighten Instagram pages all
recorded relatively higher levels of both ‘visibility’ and ‘love’

|
| Average % who
: ‘love’ each page
30%

® WeAreCBR High love
High seen
- IDEAL

25%

|

|

|

|

|

|

|

|

|

|

|

|

| Low love

: High seen
20% | ® Floriade = FUNCTIONAL

|

|

|

|

|

|

|

|

|

|

|

|

|

|

® ACT Health
15%

® Enlighten
Average % who have

seen each page

04 P
10% T @ City Renewal Canberra

% who have seen this page —— p

[ ]
National Multicultural
Festival

Canberra Health Services @

ACT Parks & @ High love
Conservation Service Low seen

= NICHE

National Arboretum Canberra ®
5%

University of Low love
® Canberra Stromlo Low seen

Forest Park > CONCERN

® GIO Stadium
® Community Services Directorate
0%

0% 10% 20% 30% 40% 50% 60% 70% 80%

25 < % who ‘Love’ this page > '




- A range of improvements to ACT Government
Instagram content were identified

Ensure information is Ensure high
image quality

timely, useful, relevant

Keep up the good work }

Posts should include links to
the website for more

information Difficult to find/see what
Please write any suggestions may be of interest to me
/ for how the content on ACT
i i Government Instagram ] )
N eomments (e, monitoring. pages could be improved! Hard to find various ACT
comments, blocking trolls, Note: 40 valid comments were have them iljisz%d
replying to comments, allowing recorded by Instagram users; somewhere /or
people to leave comments, respondgnts were not requirfed advertise them
block comments and redirect to provide a response to this
k feedback to website) question. Speech bubble_s
reflect themes, not verbatim.
Content targeted
for specific
[ Less likely to read long captions Y demographics

Avoid ‘dry/boring’ content (instead
post unusual/interesting things about
ACT, highlight local businesses,
promote local artists)

26
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