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Standing Strong Against 
Social Media Posts

Barbara McKerrow

ICMA Conference Presenter

Introduction
• President, New Zealand Society of Local 

Government Managers 

• Chief Executive New Plymouth District 
Council

• A New Zealand local government perspective
• Some tips
• Some personal experiences
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Welcome to the 
region like no other!

AUCKLAND

WELLINGTON

TARANAKI
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110,100 people

New Plymouth – between mountain and sea

NZ’s 5th fastest growing region
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All of New Zealand’s oil and gas production

14,900 businesses

New Zealand’s highest GDP 
per capita: $80,000

TSB Bowl of Brooklands, New Plymouth
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Judged New Zealand’s 
best place to live

7.1
Cows per person
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5.3
Sheep per person

Social Media in New Zealand

• Significant uptake 

• 2.5 million Facebook users (56 per cent of the 
population)

• 2.4 million use YouTube

• 697,000 on Linkedin

• 368,000 Twitter

• 252,000 Pinterest

• 218,000 Instagram
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Our social media stats

• Facebook 26,500 likes across our pages

• Twitter 4,000 followers (council and art gallery 
pages only)

• YouTube – 30,000 views of our latest video

• We’re one of the most social media‐active 
councils in the country

Our social media philosophy

• To have an established, trusted social media 
presence and active dialogue with our citizens

• We have a responsibility to post regularly, 
moderate comments as appropriate, and check 
regularly for messages that require a response

• We are in a stronger position to manage negative 
posts through our own active participation
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Our social media tips

• Expect criticism but don’t tolerate abuse

• We don’t have to be the whipping boys

• Use negativity as an opportunity to inform and 
bust myths

• Let the social media beast work its magic: the 
community will often discuss, correct and 
answer questions on your behalf

Our social media tips

• Post regularly

• Respond quickly

• Be accurate, fair, honest, professional

• Know when to walk away

• Remember at all times that you are a public 
servant speaking on behalf of government
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Look after your people

• Care for your social media team that responds 
to the negativity on the organisation’s behalf

• Don’t take negativity personally

• Steer threads away from discussions about 
individual Council staff

Don’t be afraid to come out fighting!
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Lawyers called in Facebook fallout

ROBERT CHARLES

Chief executive Barbara McKerrow was 
called a "piece of skirt" by outspoken councillor.

But the renegade councillor 
yesterday stood by his Facebook 
words and said a proposed Code 
of Conduct change to include 
social networking sites would not 
stop him posting what he 
wanted.
"I can say what I like," he said.
"This is a democracy. They can 
say what they like about me on 
Facebook, I really don't care.
"If they changed the code of 
conduct I would still do it and 
they are well aware I would still 
do it."

What do you do in this kind of situation?
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Look after yourself

• Retain a professional distance and dignity in 
public ‐ do not respond in anymedia

• Retain a sense of humour
• Encourage your Mayor and Council to address the 
behaviour of their member without embroiling 
yourself in the situation 

• Try not to give your critic a platform
• Stand up for yourself in a professional way ‐ you 
owe it yourself and your staff

Achieve positive notoriety

• Social media provides great opportunity to 
promote the value of local government and 
the good that we achieve for our communities

• Taking some risks and having fun with a 
powerfully positive message is possibly the 
most effective way we can stand strong in 
social media
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What has the Council ever done for us?

• Our ‘viral’ YouTube video – 3,500 views

– enormous for a local government video in NZ.

• Local ‘celebrities’ starred alongside locals.

• Made completely in‐house

– no awkward questions regarding cost!

• Demonstrates value of local government.

• Humour can help get your message across.
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Questions/Comments?

Additional Information…


