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EXECUTIVE SUMMARY 

Following approval from Council, a part-time 3-day-per-week media and communications 
assistant was employed by Council during the development phase of the new Council 
website and social media platforms..  

As stated by Councillors, social media and website development is fundamental to the 
operation of Council business and all social media should refer back to the website. To this 
end, a new website is being developed, the first draft of which will be ready to be populated 
by mid-February, then tested on frequent users within Council staff as well as community 
users before going live. Social media channels, training and risk management systems will 
be in place and ready to go live at the same time. 

The Media and Communications Officer was asked by the CEO to prepare a report to 
update elected members on developments. 

RECOMMENDATION  
That it be a recommendation to Council: 

That this report be noted. 

REPORT 

1. BACKGROUND 

The current website is challenging to navigate and is not intuitive for the end user. 
The site does not showcase the wide range of services the Council provides, nor 
does it allow the public to provide feedback or engage with the Council in a 
meaningful and efficient way. Payment options for any and all payments are difficult 
to navigate and not user-friendly at both the front and back ends. 

Discussions within Council, including a full audit of the website, began about 18 
months ago. Due to staff changes over a 4-month period, the audit was completed 
in November 2013. 

The audit included all Council's online activity including the main website, the 
Aquatic and Leisure Centre and the Alice Springs Public Library as well as existing 
social media. 
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2. 	DISCUSSION 

The audit highlights the following: 

Multi-device responsive 

The new website must be multi-device responsive as the highest online traffic now 
occurs on phones and tablets and council websites Australia-wide commonly 
receive 30-50% of traffic from non-desktop devices. 

While the website will be multi-device responsive, there is also the option of 
developing a mobile phone app which would provide users with popular features 
and information which do not require complex user interaction. 

Mobile phone app 

A Council mobile phone app could be designed to provide users faster access to 
popular features and information which do not require complex user interaction 
including: Issue reporting; payments; contact information; events and forms. 

Social media integration 

Town Council, Library and Aquatic and Leisure Centre should each have their own 
social media channels (Twitter and Facebook) and, as they add events, news etc. to 
their respective websites, this information is cross-posted to the various social 
media sites. This keeps content fresh and allows the public to stay informed in real 
time. This also requires a comprehensive set-up and monitoring of all sites. 

The six social media sites (one Twitter and one Facebook site for each of Council, 
Library and Aquatic and Leisure Centre) can be configured together so that content 
is cross-posted to reduce staff workload. Another benefit is that the engagement 
with different social media spaces is less influenced by the familiarity of a specific 
staff member with that space. Staff tend to prefer the social media service they are 
most used to but this can lead to inconsistent levels of engagement with a specific 
space over time. 

Managing feedback and comments from social media sites can be formally 
delegated to staff or could be integrated with a more comprehensive job tracking 
system which will be discussed further. 

In addition, social media sites allow the public better access to the Council by 
increasing the ability to ask questions, report incidents and receive quicker 
responses, developing a better relationship between Council and the community 
and allowing Council to respond in a timely manner to resolve issues. 

All social media accounts held by elected members are private accounts and not 
part of Council's social media strategy. The Mayor's Twitter site is yet to be 
discussed. 

Job tracking system 

As Council will have even more communication channels with the start of active 
social media, responding consistently through each channel is a challenge for the 
Council. There is always the potential for requests to be handled by the wrong 
person, responded to late or not at all. 
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It is not uncommon for feedback to come through email, phone, and online contact 
forms, Twitter and/or Facebook. Many people will go straight to social media to 
avoid barriers presented by phone or email. Fortunately, this makes the job of 
gauging community attitudes and receiving feedback more effective and interactive. 

There are a number of popular third-party job tracking services suitable for helping 
Council manage some or all of its online customer contact which are being looked 
at. 

Digital forms 

All forms currently attached as PDFs on the Council website will be digitised to allow 
easier processing of information and reduce the amount of manual work on both the 
Council and public's behalf. 

Payment processing 

A new payment processing system is being put in place that is user-friendly and 
allows a wider range of payments to be made online. A large number of users are 
willing to make payments online and the Council does not currently take full 
advantage of this. Online payments will see substantial improvements in both staff 
and customer satisfaction. 

Alice Springs Public Library 

The library will have its own website, under the banner of the Alice Springs Town 
Council but with its own home page so it can house features and functionality 
requested by the library staff. 

This would better showcase the library's resources to the public as well as allowing 
library staff to promote events and activities and engage with the public. Facebook 
and Twitter will be used for announcing events, activities, new arrivals, closures etc 
— interactions with the public. 

Driver Web is in the process of designing a front page for the Council website which 
will allow for the three main sites of Council (Council/Library/Aquatic and Leisure 
Centre) to each have a presence on the front page of the main Council site — each 
marketed and designed in a similar fashion and recognizable as the Alice Springs 
Town Council, but with three distinct personalities, using similar functionalities for 
ease of use across the sites. Those links will go directly to separate websites, held 
under the banner of the Alice Springs Town Council. 

A page will be maintained on the Council website for the Library and Aquatic and 
Leisure Centre with a link directing people to each of the sites which will have their 
own menus and home pages. 

To start with, a comprehensive site for the library will be included in the Council 
website until the Library's own site is ready. This will allow for the basic set-up of the 
finance system to be completed. Once that is completed it will be easier to adapt the 
back-end of the finance management system to the Library's needs and added to 
their own website. 
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Aquatic and Leisure Centre 

The Aquatic and Leisure Centre can maintain the current address of its own website 
but will be designed, as mentioned above, to fit with the overall marketing and look 
of the Alice Springs Town Council and the site will be a featured link on the 
Council's main menu and home page. 

It will include additional features to better promote the pools, activities, events etc. 
as well as allowing for online payments for memberships, merchandise etc. 

As with the library, the Aquatic and Leisure Centre will have its own pages within the 
proposed new website until the new site is ready. 

As the Aquatic and Leisure Centre has separate finances to Council, again (as with 
the Library) the back-end of the finance managements system can then be adapted 
to fit the Aquatic and Leisure Centre's online needs. 

3. 	Plan 

Before new social media sites are set up and existing sites are developed, a social 
media strategy and usage guidelines must be developed as part of a risk-
management plan. 

This strategy will cover all aspects of marketing and communications on social 
media including usage guidelines for staff; aims - including tracking and analytics; 
delegation of jobs and queries and overall branding. 

Part of the plan includes exploring options available to Couricil in the management 
of social media and other online engagement, taking into consideration the most 
cost-effective and efficient tools and means available. 

As noted in the section on the job tracking system, Council will have more 
communication channels with the .start of active social media. 

Responding consistently, through each channel will be a challenge for the Council, 
with multiple users and monitoring required. 

As stated earlier, there is always the potential for requests or feedback to be 
handled by the wrong person, responded to late or not at all. 

Training for various staff will be required and therefore social media usage 
guidelines are being developed which will form the basis of training for all those who 
will be responsible for its use at the Civic Centre, the Library and the Aquatic and 
Leisure Centre. 

It will make Council's feedback more effective and interactive but there is also far 
more potential for conflict so risk management is paramount. 

4. 	POLICY IMPACTS 

Nominated social media staff within Council will be trained according to the social 
media strategy and usage guidelines being developed and familiarised with 
Council's Procedural Statement and Directives No CE0001 Media (inc Social 
Media) usage. 
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5. 	FINANCIAL IMPACTS  

Current (accepted) 

Council website 
Social media strategy/usage guidelines 

$24,920.50 
$6,300.00 

Additional estimates (not yet accepted) 
Council App 	 $9,600-$15,300 
Support tracking/ticketing system 	 $5,000-$9,300 
Separate Library website 	 $12,600 
Separate Aquatic and Leisure Centre website 	$7,200 

To be financed from account 548 media operational. 

Under Council's procurement policy there was no requirement to undertake the 
tender process for these services (for amounts under $100,000). Other 
considerations include: 

A. Any developer would be required to do their own audit of the current website 
in order to get a comprehensive understanding of data, usage, content, layout 
etc. This would cost Council between $3000 and $5000 per audit. Minimising 
costs has therefore been given due consideration. 

B. An expression of interest had been made at the end of 2012 by BeMelte Media 
to run a full audit of the current website. That expression of interest was 
followed up and accepted, in light of Council meeting requests for 
development of Council's online capacity. Due to staffing, changes at Council 
in the following months, the audit was completed by local contractor Driver 
Web in 2013. Timeliness had therefore become a consideration in moving 
forward. 

C. Due to the size and the amount of content on the website, it was clear that 
whichever company took on the rebuilding of the first section of the Civic 
Centre site, would have to be a company with a full contingent of designers, 
web builders, social media experts and marketing strategists. This is not a 
website that can be completed by a small company with limited resources. 
Driver Web put forward an excellent design and that design was accepted. 

D. As the existing audit had been completed by Driver Web, they are local and 
they have an existing relationship with the website and its development, a 
quote for the first stage of redevelopment was sought from Driver Web design 
which is building the site, in order to move ahead and grant the elected 
members' concerns that social media be integrated into Council's 
communications strategy as soon as is practicable. This can only happen in 
conjunction with a new website, driving the community, where appropriate, 
back to a user-friendly and up-to-date site. 

5. 	SOCIAL IMPACTS 

The impact of having a new website and coordinated social media will be enormous 
for both Council staff and the community. It will improve engagement with the 
community; expand the online presence — and community engagement - for the 
library; provide a better online presence for the Aquatic and Leisure Centre; have a 
higher turn-around regarding queries; social media will help foster positive 
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relationships with various sectors of the community; information will be easier to 
find; payment processing will be quicker, easier and more accessible than ever 
before; provide accurate reports and information in an accessible format for the 
public without having to rely on external media sources; allow for great feedback 
and conversations with the public. 

6. ENVIRONMENTAL IMPACTS 

The digitisation of all forms/PDFs and making them accessible for online completion 
will move the Council further towards a paperless future. 

7. PUBLIC RELATIONS 

This initiative is another opportunity for Council to improve its public profile, and will 
compliment Council's existing communications strategy for the dissemination of 
information to the public. 

8. ATTACHMENTS 

Nil 

Rex Mooney 
CHIEF EXECUTIVE OFFICER 
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