
The Social Government
Benchmark Report 2018
Challenges and opportunities for 
governments adopting social media

With governments under pressure to reduce workforces and streamline 
operations while delivering excellent citizen experiences, a growing number 

are turning to social media as a platform for effective engagement. 

How governments are using social media today

feel their social media 
programs have room for 

improvement.

87% 

report that their agency has 
a clear plan moving forward 
with social media strategy.

40% 

say their executive team 
views social media as a 
strategic area of focus.

43% 

 

Social media 
management software 

 (e.g., Hootsuite)

32.2%

Social listening software 
 (e.g., Hootsuite, Brandwatch, etc.)

21.9%

Archiving software
 (e.g., Proofpoint, ArchiveSocial, etc.)

12.6%

Complaince/security software
 (e.g., Zerofox, Actiance, etc.)

3.3%

I do not use software to 
manage/execute social media

10.9%

Which of the following
software does your agency use to 

manage/execute social media?

How would you rate your 
agency’s use of social media?

13.9% Excellent
we are performing very well

38.8% Good 
some room for improvement

28.5% OK 
a lot of room for improvement

significant room for improvement
18.8% Poor 

Top use cases for social media in government

Managing security and compliance

77% Citizen engagement

48% Customer care/service delivery 

47% Critical response communications

45% Employer branding and recruitment

For what purposes does 
your agency currently 
use social media for? 

50% Higher volume of candidates

19.5% Better talent fit

19.5% Leveraging user-generated content

12.2% Lower employee acquisition cost

19.5% We have not realized any benefits

Agencies have seen benefits from using 
social media for the following categories:

48.3% Faster average response times

42.5% Reduction in volume of calls

31% Cost savings

18.4% We have not realized any benefits

Service Delivery

Employer Branding & RecruitmentCritical Response Communication

83.7% Citizens are better informed

60.5% Rumor control

50% Faster response times

5.8% We have not realized any benefits

34.9% Better coordinated teams

Citizen Engagement

55.1% Better understanding of citizens’ needs

33.3% Ability to make data informed decisions

52.9% Increase in positive sentiment

23.2% Faster adoption of service changes

48.6% Increase in good press

5.8% We have not realized any benefits

43.5% Better attendance at local events

Government agencies in the early stages of adopting social media tools can struggle 
with issues around ensuring security. Overall, respondents to the GovLoop survey 

report confidence regarding data security, despite the fact that 22% of respondents are 
aware of attempts at hacking or phishing on their organization’s social media accounts. 

Do you integrate your social media 
with other software?

21%
Yes

79%
No

Which emerging technologies do you see 
being integrated in your social media 
strategy within the next two years?

20%
AI

22%
Chatbots

Strongly disagree          Somewhat disagree          Neither agree nor disagree          Somewhat agree          Strongly agree

22.8%

10.5% 14.8% 35.8% 17.3% 21.6%

6.8% 19.1% 24.7% 27.8% 21.6%

15.4% 39.5% 14.8% 7.4%

There have been attempts at hacking 
or phishing on my organization’s 
social media accounts. 

I have strong security in place to 
protect my social media platforms 
from hacking or phishing.

I am confident in the data 
practices of your agency.
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