| SOCIAL MEDIA POLICY R

ASPIRATION Leadership

RESPONSIBLE DIRECTORATE CEO

RESPONSIBLE BUSINESS UNIT Communications and Engagement

RELEVANT LEGISLATION Local Government Act 1995

1. Objective

This policy details legislative obligations and establishes protocols applicable to the City of Armadale’s official
communications with our community, to ensure the City of Armadale is professionally and accurately represented
and to maximise a positive public perception of the City of Armadale.

2. Policy
This policy applies to:

e Communications initiated or responded to by the City of Armadale with our community; and
e Elected Members when making comment in either their City of Armadale role or in a personal capacity
about matters relevant to the City of Armadale.

3. Official Communications

The purposes of the City of Armadale’s official communications include:

e Sharing information required by law to be publicly available;

e Sharing information that is of interest and benefit to the community;

e Promoting City events, facilities, services and fostering local pride;

e  Promoting Public Notices and community consultation/engagement opportunities;

e Answering questions and responding to requests for information relevant to the role of the City; and
¢ Receiving and responding to community feedback, ideas, comments, compliments, and complaints.

The City of Armadale is generally not able to promote public events or personal initiatives that are not organised,
sponsored, supported or created by the City or partners of the City.

The City of Armadale will use a combination of different communication channels to suit the type of information to
be communicated and the requirements of the stakeholders or specific audience, including:

e \Websites;

e Advertising and promotional materials;

e Prepared media releases to promote specific City positions and activities;

e Social media;

e Community publications including: newsletters, letter drops and other modes of communications
undertaken by the City at the discretion of the CEO.
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4. Speaking on behalf of the City of Armadale on Social Media

The Mayor is the official spokesperson for the City of Armadale, representing the Local Government in official
communications, including; speeches, comment, print, electronic and social media statements (section 2.8(1)(d)
of the Local Government Act 1995).

Where the Mayor is unavailable, the Deputy Mayor may act as the spokesperson (section 2.9 and section 5.34 of
the Local Government Act 1995).

The CEO may speak on behalf of the City of Armadale, where authorised to do so by the Mayor (section 5.41(f)
of the Local Government Act 1995).

The provisions of the Local Government Act 1995 direct that only the Mayor, or the CEO if authorised, may speak
on behalf of the Local Government. It is respectful and courteous to the office of Mayor to refrain from
commenting publicly, particularly on recent decisions or contemporary issues, until such time as the Mayor has
had opportunity to speak on behalf of the City of Armadale.

Communications by Elected Members and City of Armadale employees, whether undertaken in an authorised
official capacity or as a personal communication, must not:

e bring the City of Armadale into disrepute (clause 4.1 of the City of Armadale Code of Conduct: Council
Members, Committee Members and Candidates);

e compromise the person’s effectiveness in their role with the City of Armadale (clauses 4-5 of the City of
Armadale Code of Conduct: Council Members, Committee Members and Candidates);

e imply the City of Armadale’s endorsement of personal views (section 2.8(1)(d) of the Local Government
Act 1995);

e imply the Elected Member or employee is speaking on behalf of the City of Armadale, unless
authorised to do so (section 2.8(1)(d) of the Local Government Act 1995); or

e disclose, without authorisation, confidential information (section 5.93 of the Local Government Act
1995).

Social media accounts, online groups and/or forums (whether public or private), chats (including Direct
Messaging apps and similar services) must not be used to transact meetings which relate to the official business
of the City of Armadale (State Records Act 2000; City of Armadale Local Government Record Keeping Plan;
sections 5.23(2) and 5.93 of the Local Government Act 1995).

Elected Member communications must comply with the City of Armadale Code of Conduct: Council Members,
Committee Members and Candidates (‘Code of Conduct’) and the Local Government (Model Code of Conduct)
Regulations 2021

5. Responding to Enquiries via Social Media

5.1 Responding to the Media

All enquiries from the Media for an official City of Armadale comment, whether made to an individual Elected
Member, Employee or via any of the City of Armadale and associate Brand social media accounts, must be
directed to the CEO or a person authorised by the CEO. Information will be coordinated to support the Mayor or
CEO (where authorised) to make an official response on behalf of the City of Armadale.

Elected Members may make comments to the media in a personal capacity — refer to clause 6.1 below.



https://www.armadale.wa.gov.au/sites/default/files/assets/documents/publications/Code_of_Conduct.pdf
https://www.armadale.wa.gov.au/sites/default/files/assets/documents/publications/Code_of_Conduct.pdf

CITY OF

5.2 Responding to the Public

The City of Armadale assists with simple questions and/or issues on social media, however many matters must
be directed via our preferred channels so that the appropriate department can respond (in accordance with the
City of Armadale Customer Service Charter and Customer Feedback Protocols).

5.2.1 Customer Service

Where an enquiry relates to:

e A general enquiry;

o the need to request a service which includes; verge tree pruning, requesting a new bin service or
replacement bin, street sweeping, repair a street light or maintenance of parks;

e the need to report an issue within the community which includes; footpath hazards, potholes, dumped
rubbish, noise complaints or barking dog;

e giving the City of Armadale feedback or suggestions for improvement;

e lodging a complaint.

Enquiries made via social media regarding the above will be directed to the City of Armadale Customer Service
Team 08 9394 5000 and/or info@armadale.wa.gov.au.

5.2.2 Project feedback

Engage Armadale (engage.armadale.wa.gov.au) is the City of Armadale’s online community hub where the
public can provide input into the direction of projects and decisions that affect our community.

Enquiries made via social media regarding projects will be directed to Engage Armadale.

6. The City of Armadale’s Use of Social Media

The City of Armadale uses social media to facilitate interactive information sharing and to provide responsive
feedback to, and engage with, our community. Social media will not however, be used by the City of Armadale to
communicate or respond to matters that are complex or relate to a person’s or entity’s private affairs.

The City of Armadale maintains social media accounts associated with the following Brands:

e City of Armadale

e Armadale Fitness & Aquatic Centre

e Perth Hills Armadale (Visitor's Centre)
e Armadale Libraries & Heritage

e  Champion Centre

In line with the City of Armadale fostering a brand that innovates in the communications, marketing, and
engagement space (see clause 3), updated lists and links of associated Brand social media channels can be
found online at armadale.wa.gov.au/house-rules.



mailto:info@armadale.wa.gov.au
https://www.armadale.wa.gov.au/house-rules
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6.1 Management of Social Media Tools and Content

Social media content is managed and monitored by the Marketing and Communications Team with the
assistance of Social Media Champions from each Brand of the City of Armadale — see clause 6.

Only approved Employees of the City of Armadale Marketing and Communications Team may post on City
profiles or interact with our community in comments, direct messages and similar, unless given prior permission.
Social media content created by Social Media Champions must be approved by the relevant person within their
own team, then the Digital Communications Advisor (or Communications & Engagement Lead and/or Manager
Communications and Engagement where the Digital Communications Advisor is unavailable) before it is
published. Third party contributors may be granted access to City of Armadale social media accounts to provide a
service (eg.live streaming.) to the community.

When preparing information to post on the City of Armadale’s social media, whether as content, comments or
direct messages, approved Employees are to:

e Ensure appropriate approvals are obtained from the relevant person with the team before providing any
information for posting, or making posts, on social media sites;

e Ensure that any information posted online serves to enhance the services of the City, is in line with the
City’s mission and values, and will not bring the City into disrepute;

e Comply with City policies and management practices, in particular:

o the City’s Code of Conduct;
o the City’s IT Policy and Guidelines;
o the Record Keeping Policy and Plan;

e  Comply with all laws relating to copyright, recordkeeping, privacy and defamation, including the need for
accurate information, maintaining reliable records of official use, and ensuring comments are free from
discrimination, harassment and offensive material;

e Cite all sources quoted within information posted;

e Ensure that appropriate approvals are obtained before publishing, or providing information to be posted;

e  Ensure all communication is objective and courteous;

e Ensure that the privacy and confidentiality of information acquired at work is protected at all times;

e Avoid making statements or engaging in activities of a party political nature;

e Seek advice if unsure what is required;

e Ensure that all content published is accurate not misleading, and complies with City policies and
protocols.

Where an Employee and/or third party contributor to a City of Armadale’s social media account (including all
Brand accounts) is identified as posting content or interacting with our community in comments, direct messages
and similar, which is deleted in accordance with this Policy, the City of Armadale may at its complete discretion
block that contributor for a specific period of time or permanently.

Noncompliance with City of Armadale policies and protocols may result in disciplinary action and will be subject
to the provisions of the Code of Conduct and/or provisions of other relevant State or Commonwealth legislation.
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6.2 Moderation of Public Comments

The City of Armadale actively seeks ideas, questions, complaints and feedback from our community via social
media. The City of Armadale encourages open conversation and debate, however expect participants to behave
in a respectful manner.

e The City reserves the right to delete comments that are:

e knowingly false or mischievous complaints or statements about individuals, companies or the
government;

e misleading, obscene, off-topic, sexist, racist or spam;

e  promotional or commercial in nature;

e unlawful or incite others to break the law;

e defamatory or harassing;

e information that may compromise the safety or security of the public;

e repetitive posts copied and pasted or duplicated by single or multiple users;

e any other inappropriate content or comments as determined by the City of Armadale.

Accounts, Pages and/or Users who consistently breach the House Rules as listed at armadale.wa.gov.au/house-
rules will be blocked. However, first time offenders may also be blocked if their comments or messages are
deemed incompatible with the City’s ability to maintain a safe and welcoming working environment for our staff
and community.

City of Armadale social media accounts, including associated Brand accounts, are monitored by the Marketing
and Communications Team and Social Media Champions during business hours (8.15am to 4.45pm each
weekday), although some Brand accounts may be monitored outside these hours (Armadale Fitness & Aquatic
Centre and Perth Hills Armadale), depending on operational needs.

6.3 Posting and Interacting with Other Social Media Accounts

The City of Armadale may also post and contribute to social media pages and accounts hosted by other Local
Governments and/or relevant industry stakeholders, brands and businesses, to ensure that the City of
Armadale’s strategic objectives are appropriately represented and promoted — see clause 6.2 for exceptions.

6.4 Community Pages and Groups

The City of Armadale is not responsible for any comments or conversations that are shared in public or private
community groups or pages that are not owned or operated by the City.

6.5 Use of Social Media in Emergency Management and Response
The City of Armadale will use Facebook and the City’s website to communicate and advise our community

regarding Emergency Management.

The City of Armadale reserves the right to remove/delete announcements, updates, and emergency messaging
after the communication/s are no longer relevant to prevent confusion.

Communication required outside of City of Armadale business hours (8.15am to 4.45pm each weekday), must be
referred to the Manager Communications and Engagement so that the Communications and Marketing Team can
be mobilised as required.
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7. Record Keeping and Freedom of Information

Official communications undertaken on behalf of the City of Armadale, including on the City of Armadale’s social
media accounts must be created and retained as local government records in accordance with the City of
Armadale’s Record Keeping Plan and the State Records Act 2000. These records are also subject to the
Freedom of Information Act 1992.

Elected Member communications that relate to their role as an Elected Member are subject to the requirements
of the City of Armadale’s Record Keeping Plan and the State Records Act 2000. Elected Members are
responsible for transferring these records to City of Armadale’s administration. Elected Member records are also
subject to the Freedom of Information Act 1992.

8. Personal Communications

Personal communications and statements made privately; in conversation, written, recorded emailed, texted or
posted on personal social media, have the potential to be made public, whether intended or not.

On the basis that personal or private communications may be shared or become public at some point in the
future, Elected Members and City of Armadale Employees should ensure that their personal or private
communications do not breach the requirements of this policy, the Code of Conduct and the Local Government
(Model Code of Conduct) Regulations 2021

9. Elected Member Personal Statements on City Matters clause

An Elected Member may choose to make a personal statement publicly on a matter related to the business of the
City of Armadale.

Any public statement made by an Elected Member, whether made in a personal capacity or in their Local
Government representative capacity, must:

e Clearly state that the comment or content is a personal view only, which does not necessarily represent
the views of the City of Armadale;

e Be made with reasonable care and diligence (clause 4.1 of the Code of Conduct);

e Be lawful, including avoiding contravention of; copyright, defamation, discrimination or harassment laws;

e  Be factually correct (clause 5.1 of the Code of Conduct);

e Avoid damage to the reputation of the local government (clause 4.1 of the Code of Conduct);

e Not reflect adversely on a decision of the Council (clause 8.4 of the City of Armadale Standing Orders
Local Law 2000; clause 5.3 of the Code of Conduct);

e Not reflect adversely on the character or actions of another Elected Member or Employee (clause 8.4 of
the City of Armadale Standing Orders Local Law 2000; clause 5.2 of the Code of Conduct); and

e Maintain a respectful and positive tone and not use offensive or derogatory language when referring to
any Elected Member, Employee, community member or any other person (clause 5.2 of the Code of
Conduct).

An Elected Member who is approached by the media for a personal statement may request the assistance of the
CEO - see clause 5.

Comments which become public and which breach this policy, the Code of Conduct or the Local Government
(Model Code of Conduct) Regulations 2021, or City of Armadale Standing Orders Local Law 2000, may
constitute a minor breach under section 5.105 of the Local Government Act 1995 and may be referred for
investigation.
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10. Influencing Strategies or Plans

The City’s Strategic Community Plan 2020-2030, under Aspiration 4 — Leadership contains the following
objectives:

Outcome 4.1: Strategic Leadership and Effective Management
Outcome 4.1.5 Establish comprehensive governance policies and processes.
Outcome 4.4: Effective Community Engagement and Communications

Outcome 3.4.1 Strive to achieve best practice community engagement.

11. The policy is developed to support these objectives of the Strategic Community
Plan.

Applicable Legislation
Model Code of Conduct) Regulations 2021,
City of Armadale Standing Orders Local Law 2000,

Local Government Act 1995
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