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Abstract:

This article explores the evolving role of social media as a powerful instrument in public
administration. With the proliferation of social media platforms, governments worldwide are
increasingly leveraging these digital tools to enhance communication, engagement, and service
delivery with citizens. Through a comprehensive analysis, this article examines how social media
serves as a catalyst for transparency, accountability, and citizen participation in governance
processes. It delves into the diverse functions of social media, including public outreach, policy
development, crisis communication, data analysis, and enforcement. While highlighting the
numerous benefits of utilizing social media in public administration, the article also addresses the
associated challenges, such as privacy concerns, misinformation, and digital inequality. By
offering insights into the opportunities and limitations of social media, this article provides a
foundation for policymakers and practitioners to harness its potential effectively while navigating

its complexities in the realm of public governance.
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Introduction

Public administration is going through rapid transformation due to external pressure of adapting
to the new normal in a response to COVID-19 pandemic. This transformation is supported by the
usage and adoption of social media tools and techniques which have in a way supported this
transformation. Alternatively, the adoption of social media has brought its own challenges and

problems during the process. It is important to understand the trends and issues of the social media
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adoption by the public administration. And also, the challenges posed by the COVID-19 to the
public administration and response to this phenomenon supported by the social media. The
acceptance of social media is the new normal, generally, and specifically by the public
administrators. Identified trends include but not limited to the new information dissemination
patterns, engagement techniques, public sentiment analysis, emergence of “celebrity servants”,

localization of social media and emergency response integration.

Available data on internet use by citizens indicate that participation in social networking
represented one of the most common online activities. Social media have been perceived as new
tools that can enhance participation and inclusion of citizens and other important stakeholders in
public decision-making for several years. According to available literature, the use of social media

may also drive innovation in public service delivery and government operations

Social media in government are becoming one of the major trends in e-government research and
practice worldwide and social media use has the potential to change practices, processes, and
cultures. Governments are adopting social media to provide complementary information
dissemination, communication, and participation channels whereby citizens can access
government and government officials and make informed decisions. Social media (including social
networks) are one of the strongest marketing tools used by private companies and private entities
users represent a large potential for their image building, marketing of services and / or products,
improved customer service, and user involvement in the development of new products and
services. Social media offer new opportunities to reduce political exclusion and that governments

can leverage this potential to design public policies and services.

The impact of information technologies is a decisive challenge of contemporary governance.
These technologies increase transparency, support interorganizational and intraorganizational
collaboration, and enable innovative forms of participation. Presumably, public administration
represents an important entity in governance processes. However, the position and importance of
an active public is irreplaceable as well. Participation and engagement of citizens are fundamental
attributes of healthy and vital democratic societies. Regarding the contemporary crisis of

democracy finding the new forms of citizen participation is a permanent process. The phenomenon
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of e-participation becomes an imperative in democratic societies, because e-participation increases
participation through the information technologies, gives citizens the ability to take a role in the
decision-making processes and represents the newest way how to foster the process of

democratization.

Information technologies, e-participation and engagement have mostly been discussed in their
connections to social media in the last few years. The use of Web 2.0 applications transforms
activities of public administration, especially through its potential to enhance government
operations, policy-making, and administration. Social media and their impacts on society continue
to grow, and there is no evidence that this popularity is slowing or stopping. Social media are free
and do not need to build and maintain the technological background. The power of social media
to connect people and information in real time is increasing the capacity of people to exercise
power and mobilize into action, because a large number of groups can be reached very easily, but

on the other hand, they have the potential to split the persons living in one joint household

Social media should be perceived as a tool which helps public administration to serve citizens
more effectively, give them a voice, and at the same time helps public organizations to reduce
administrative costs. Moreover, public administration and citizens could use social media in ways
that foster participation, deliberation, and collaboration. Public administration should listen more
systematically to the voices and needs of the digital public in order to improve mutual
communication through innovative social media tools, such as social media statistics and insights,
online surveys or customer satisfaction questionnaires of target group. In this sense, social media
bring sophisticated mechanisms, which can enrich communication and interactions between public
administration and citizens. Social media are not only a platform for two-way communication
between public administration and citizens. Social media have the potential to create an
environment where citizens feel more involved in the management of organization, measurement

of its performance and at the same time feel more responsible for a concrete territory.

In this sense, social media have the potential to raise public awareness of the execution of public
administration functions. This can help citizens and governments, as partners, to be more informed

and make socially responsible decisions.
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The importance of social media in public administration could simultaneously be identified in the
daily execution of public administration functions. The use of social media is expected to
contribute to the fulfilment of goals and imperatives, such as cost saving, improvement of public

services, citizen satisfaction, transparency, accountability, citizen participation or cooperation.

In this sense, social media usage seems to be very attractive and promising. The specific character
of public administration must be considered such as specific contradictions needs to be
reconsidered: (1) the open character of social media versus the closeness of public organizations,
(2) the self-organizing capacities of social media versus the focus of public administration on strict
control, and (3) the horizontal character of social media versus the hierarchic structure in public
administration. Obviously, some important challenges and differences must be solved. Otherwise,
the ideal of public administration, cooperating with the digital and informed public through the

modern technologies, would not be reached.

The importance of social media is growing in the local context. In this sense, especially local self-
government units should improve local circumstances and improve the quality of life. Local
government should use a combination of technology, human resources and interactive governance
to promote local development. Social media help to create informational campaigns, create images
of places where citizens live, exchange a realistic view of contemporary city life, and renew the
sense of community and belonging. An engaged community can lead to a better functioning, more
effective and smarter city, which considers the needs of the local community. Suggestions have
been made that social media may have a better impact if relevant entities ensure that content posted
is specially focused around topics of interest and significant to local citizens, rather than being of
broader organizational interest. In this sense, social media should be managed by persons who are

suited to prepare local awareness.

Only use social media if you can identify a tangible mission-related reason for using it. Ask
yourself the plain questions: Would a proposed use of a particular platform concretely contribute

to implementing my agency’s mission? What are my goals and how will I achieve them?

Unlike a business or non-profit, every government agency has the duty of accountability in a

democracy. The agency is expected to contribute to an informed citizenry by reporting on its
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performance and stewardship. Before social media, the most common manifestation has been e-
reporting, using websites to provide easy access to, for example, annual reports. Social media can
further this democratic duty of government by sharing more unfiltered information on the agency’s

record.

Social media works only if the agency is committed to its maintenance and operation. In the
mid-90s, with the rise of the Web, the strong advice was that an outdated homepage was worse
than none at all. Ditto for social media. For example, the District of Columbia’s Department of
Transportation has a Twitter account to communicate traffic problems and receive feedback from
residents. Earlier this year, Ethan used it several times, including identifying a pothole and
problems in the timing of traffic lights. He experienced various difficulties, including no response
and no action after receiving a response. So, some important cautionary signposts: Don’t skimp on
staffing or shift assignments. Have clear workflow delegation. Don’t promise what you can’t keep.

Don’t raise expectations to unreasonable levels. Don’t let anything slip through the cracks.

Beware of the temptation of population explosion. Don’t overdo the number of, for example,
discrete Twitter pages. Going back to Ethan’s experience, good call by DC’s DOT not to have
separate channels for reporting, say, potholes vs. broken traffic lights. What a citizen would
consider reasonably related issues should all be in handled in an integrated way. Pages should be

centralized, clean and crisp.

Integrate with the agency’s existing external communications activities. It is de rigueur in 21st
century public administration for each agency to have a website with interactive functions, an
email list serves for discrete topics for citizens to sign up for, venues for submission of comments
and complaints, and so on. If an agency is considering developing a Twitter page for citizens to
report service complaints, it, presumably, already has in place one or more venues for this.
Therefore, it’s important that using social media for service requests is maintained by the same
office that operates these other methods of receiving such feedback or ensure that the office

handling social media, delegates concern to the proper personnel.

Just like other aspects of public administration that engage the public, remember the KISS

principle (keep it simple, stupid). One doesn’t want to confuse or overwhelm citizens. Simple
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instructions and explanations are vital. Relating back to commandment #5, a prominent listing of
“There are three ways a citizen can submit a service complaint” helps the occasional user. It’s easy
to forget that a user of social media may only be accessing it once in a long while and isn’t as
familiar with the system as the agency staff at the other end of the wire (or wireless). A model of
this simple one-entry-point approach is the © 11’ portal, such as 211 and 311 centres. This model

helps the citizen get quickly to wherever he or she wants.

While social media tends to be seen as two-way communications, it can also be used for one-
way communication, but generally only for high profile office holders, such as a mayor. This
would follow the now-common template of legislators using Twitter to post short messages on
what they’re involved in at a particular moment. For public administration, this would be a good
fit for senior officials in the executive branch. But the distinction of one-way vs. two-way needs
to be made clear to the citizen users. When some agencies disseminate information via email (“your
book is ready to be picked up’) it is now common to include a clear notification that the address is

not staffed. Ibid for social media.

One of the strengths of social media is public outreach. This tends to be proactive communication
initiated by a government agency to reach a discrete audience about an upcoming event that will
affect them. So, for example, if the public works department of a local government knows that an
intersection will be blocked due to a project, being able to notify citizens who live in the immediate
area of the upcoming disturbance to their daily routines is both helpful to the citizens and facilitates
cooperation. However, such an effort must be continuous from start to finish. It’s not enough to
send a head’s-up FYI one week out. Instead, countdown emails (‘two more days’) are helpful both
as reminders and to reach citizens who may not have paid attention to earlier notifications.
Similarly, updates (‘if the weather holds up, we’ll finish a day early’) is a service that the public
appreciates. Finally, a wrap-up (‘Thanks for your cooperation. Please come to the ribbon cutting

and free cake tomorrow at __’) is a nice capstone to an outreach project.

Based on working experience on social media for a non-profit association, there’s a need to
create ‘clear use’ guidelines for staff. For example, who is authorized to post a tweet? Does

anyone have to approve a message before it is released? What topics generally need to be cleared
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for potential legal implications? Campaigns, interactive sessions and suitable content. Social media
help to create an environment where citizens feel more involved and responsible for their city and
its transformation into a smart city. Summing it up, social media represent important aspect of

cities’ effort to become modern, inclusive and smart.

Conclusion: Social-media has emerged as a powerful tool for public administration,
revolutionizing the way governments interact with citizens. By leveraging platforms like Twitter,
Facebook, and Instagram, governments can enhance transparency, improve communication, and
foster citizen participation. Social media allows governments to disseminate information directly
to citizens, bypassing traditional media channels. This can increase trust and accountability. Social
media provides a platform for real-time communication between governments and citizens,
enabling more responsive and effective service delivery. Social media can facilitate citizen
engagement in policy-making and decision-making processes, leading to more inclusive and
democratic governance. Social media can be a valuable tool for responding to crises, allowing

governments to disseminate information quickly and effectively.

By analyzing social media data, governments can gain insights into public sentiment and identify
emerging issues. However, the use of social media in public administration is not without its
challenges. Governments must be mindful of privacy concerns, misinformation, and the potential
for online harassment. To maximize the benefits of social media, it is essential for governments to
develop clear guidelines and policies for its use. Social media offers significant opportunities for
public administration to improve its effectiveness and responsiveness. By embracing this new tool,
governments can build stronger relationships with citizens, enhance transparency, and promote

good governance.
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