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CROWDSOURCING USING SOCIAL MEDIA

FOR EMERGENCY ROADWAY MANAGEMENT

The City of Myrtle Beach is active on a number of social media platforms, as well as

the website. We are remarkably responsive to public input and actively solicit
feedback.

Our goal is “First in Service,” and the public has come to expect excellent response
times — and isn’t shy about speaking up when they see something that needs work.
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Keys to this two-way communication are See, u a

Send and Solve.

Our staff needs to see the incoming message Hey buddy. Sorry for late text. How
. do | go about getting someone to fix
— regardless of the platform or medium — man holes on 48th from 17 to little
. i d?I' ingto h 1 j
then send it to the proper department where yivcars tiresallgnedevery man h
‘Ll . . It should be smooth. Plus they put
that staff takes responsibility for solving it. on right side so tires hit it instead of

putting it in middle of lane so tires

We have both formal and informal methods
for receiving information from the public
about needs.

would avoid hitting them. g

I'll look into it.
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Facebook comments, direct messages,
emails, phone calls, Next Door posts all
generate feedback. And its more than
just roadways. Trees that need

trimming, unkempt yards, potholes (we One of the street lights on
. Jefferson Place, off of 67th, is
usually offer same-day service on continuously blinking. | wanted
. . - to bnng it to someone's
potholes), street lights and solid waste p G

o+ )

Thanks. We'll pass it on. °

© e

collection are just a few of the subjects.
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This means we’re watching all
the time, and that we have good
teamwork throughout the city.

INFRASTRUCTURE PROJECT REQUEST

We do actively solicit some
feedback, such as for
infrastructure requests in
neighborhoods. These are for
sidewalks, traffic-calming and
stormwater projects.
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() Myrtle Beach

We also have a formal, online
Citizens Request Center where
the public can submit questions,
concerns and feedback on a
variety of pre-determined
subjects. However, this is not
used as much as the social media
methods and is not as responsive
as the other methods.
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And we cross-promote the
website and other formal
request processes. We use all of
the platforms to alert the public
about ways they can get
information back to the city.

Formal feedback is not a
frequent as informal feedback.
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For hurricanes, we track
incoming public reports (and
staff reports) about road
conditions, problem areas,
power outages, downed trees,
flooding, etc. This is the tracking
screen from Hurricane Florence.
We did a Facebook post about it.




We’ve updated the tracking
screen since Hurricane Florence.
Here’s the new version, used
during Hurricane Dorian. It
tracks when and where problems
occur, as well as when they are
resolved. This is active whenever
the EOC is active, and we share it
with the public to show proof of
performance.
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Incident Type: Other

Traffic light out (Flashing Red)

Incident Name: Hurricane

Dorian
€ 952019, 930 an1
Incident Type: Other

| 'c signal on flash,
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Everyone has a telephone and
computer access in the EOC.
Incoming reports of damage,
flooding or other problems are
posted on the tracking software.
Again, we promote what’s going
on in the EOC so that the public
is aware of the city’s efforts.
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This photo of debris blocking a
road came in via email, and we
turned it into a Twitter and
Facebook post about road
conditions and safety in the hours
immediately following Hurricane
Dorian. Crews responded to this
before daylight.
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Ahead of Hurricane Florence, we
lowered the level in Grand Park
Lake, one of our regional
detention ponds, so that it had
additional capacity for the rain
totals we were expecting. And it
worked. The lake reached
capacity, but it did not overflow.
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It worked so well during Florence,
that residents of the area asked via
Facebook and email if we were
going to lower the lake ahead of
Hurricane Dorian, this fall. We had
not planned to do so, but
prompted by the request, we
lowered the lake level again....
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And it’s a good thing we did.
Myrtle Beach received seven
inches of rain in less than three
hours. As you can see, the lake
quickly filled, but did not overflow.
We weren’t expecting that much
rain from Dorian, but we were
ready, thanks to public input and
our responsiveness.
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Telegraph your moves. The
public does not like surprises.
Let them know ahead of time
where roadwork or other
projects will exist. They will
appreciate the advance notice,
rather than becoming angry
because they were caught
unaware of a project or delay.
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Be responsive, even if it’s not your c Yol s M= oestedien

service area. This Facebook message
was about a railroad crossing on a
state-owned road. We relayed the

| was wondering when and if

concern to the South Carolina DOT, it i e e
and the patch was completed with I e i

really bad shape.
two weeks. : o

Thanks. We've passed your
message on to our staff. °

© s
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Share construction details in

detail. Content is king. More 3 _ ‘

information is better than less. CRcRe 1H~M~*j
Again, the public does not like to g g -~
be surprised. This is the diagram
for an SC DOT project on US 17.
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Invite public input, even if it’s
not your project. This is
. . \ US-501 REALIGNMENT

announcement is for relocation A it i
of a two-block stretch of Main B i
Street (US501) in Myrtle Beach. e || 3 JGwli
Use all media to keep the public ariallan
informed about upcoming plans

and projects.
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As part of the downtown master
planning process, we shared
information about traffic counts
on major roads in the area.

It illustrates the “why” behind
certain choices and is another
reinforcement via social media
that we really do want feedback
about the proposals under
consideration.

20



We held several public input sessions to
gather feedback about a proposed
downtown master plan update, which
included several road realignments. The
consultants also met in small groups with
area businesses, residents and other
stakeholders. Advance notice is key.
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MYRTLE BEACH

DOWNTOWN S
MASTER PLAN . =

WEDNESDAY, JANUARY 16, 2019

MYRTLE BEACH HISTORIC TRAIN DEPOT 1
851 Broad yrtle Beach, SC 20577

oadway St, M

v
v

This is an important oppertunity for the
Public to engage and to get invovled with the
development and creation of the
Myrtie Beach Downtown Master Plan

Master P

=~ City of Myrtle c
‘L,’ Mary
Nati
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This intersection project arose
from feedback at several
Neighborhood Watch meetings.
Residents wanted better
pedestrian safety and traffic
calming devices. This diagram
shows what was planned and
why in response to the public’s
request for improvements.
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And here’s a view of the finished
project, which we shared on
social media. This fits into the
“proof of performance” goal —
we said we were going to do it,
and we did it.
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Share the bad news, too. This is -
a water line break in a residential

area. Sharing bad news boosts

your credibility with the public

and builds a reputation for your

social media as a reliable source

of information.
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We talk about being “First in Service,”
and here’s an example of that in
action. Show proof-of-performance,
both for staff actions and completed
projects. Take the public with you
throughout the process.

25
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City Council specifically requested
an email address where the public
could send information, requests
and problems directly to them. We
created a “dearcitycouncil” address
to give the public easy access.

Staff generally responds on behalf
of Council for consistency.

26
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For more information...
Mark Kruea
Public Information Director
City of Myrtle Beach

info@cityofmyrtlebeach.com
843-918-1014 (office)
843-450-1695 (cell)
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