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Our Process to Improve Communication
Development of a Formal Plan

e

EVALUATE & IMPROVE THE CUSTOMER LISTENING PROCESS

Listen to the Improve Inform the Influence the

Customer Products or Customer Customer
l i l l

Plan. Do. Check. Act.
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Improvements we have made:

- Increase in quality and quantity of

purposeful interactions

- Increase in clear and consistent
messaging

-Thoughtfully targeting our messages
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We Hired

The communications team tripled!

New INTERNAL Communication Tools

Information Interchange, monthly newsletter, and more.

New EXTERNAL Communication Tools

Enterprise stories, virtual public meetings,
snowplow naming contest, and more.

Information Interchange (August 12)

€) Reply < Reply All > Forw
Jundt, Joel ) Reply ) Reply orward
To ALL STAFF-DOT STATEWIDE Thu 08/12/202

Policy 2 Year Delete (Default) (2 ye.
Sturgis TOC:

August is an extremely busy travel month for our state. Bikers from across the country ride through South Dakota on their way to the Sturgis Motorcycle
Rally. With an anticipated 500,000 plus vehicles entering the town of Sturgis during the Rally, safety precautions take centerstage for the SDDOT. Temporary
traffic signals are set up at various locations throughout the Rapid City Region, temporary speed limits are enacted, and the Traffic Operations Center (TOC)
is fully operational.

The TOC is the hub of SDDOT operations for Sturgis and the surrounding area. The staff at the TOC monitor live-feed cameras to ensure that traffic continues
to flow smoothly. They adjust signals, fix malfunctioning signals, gather traffic data, perform regular maintenance activities, and program message boards.

Sturgis Rally Travel Information FAQ page! https://dot.sd.gov/travelers/travelers/sturgis-rally-travel-information-faq
On this page, travelers can access information about Sturgis daily traffic counts, find links to SD511 to check road construction updates, or even locate the
state’s rest areas.

The link provided above also features a video of Jon Suomala and Christina Bennett (as pictured below). This short video is being used on SDDOT social media

sites to assist South Dakota travelers.



https://dot.sd.gov/inside-sddot/of-interest/sddot-snowplow-naming-contest

SDDOT Communications Team

Julie Stevenson, Taylor Brusven, and Bret Mattice
(pictured left to right)




Implementing the Plan

Strategies and Tactics we currently have in place

Let’s look at what we are currently utilizing to communicate.
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Strategy 1 — Process & Tools DOT SD" Wi

TRANSPORTATION

L A N N N S A NN
' ' SDDOT Brand & Identity Guidelines At-A-Glance
' / Our Voice

The goal for our marketing and public relations approach should be conversational and custormer-
friendly, using plain language commonly understood by our customers and stakeholders.

In all public relations documents:

¥e are positive and professional

We use active voice

We write clearly and concisely

We write with the intended audience in mind, minimizing the use of acronyms, jargon, etc.

The correct brand names are: “South Dakota Department of Transportation™ and “5DDOT”

¥We write visually! Since today's consumer is a “scanner”; we write in a style that accommodates that
behavior. We get to the point quickly and make it easy for readers to pick out key pieces of

Tactics Accomplished et

SDDOT= mission, vision, and core values guide our messaging. Even more importanty, our end users'
wants and needs guide our messaging.

Our Logos

The SDDOT Logo The Wordmark

- Update Logo

DEPARTMENT OF DEPARTMENT OF
TRANSPORTATION TRANSPORTATION

| SDWa B /7
- Develop Brand Guidance DOT

The lcon

wa [ 7]

- Use Communication Templates Color Palette

Spearfish Formation Red Missouri River Blue
Process: 7072110011 Process: B5/52/20/6
e Pantone PMS: 7624 C Pantone PMS: 7600 C
- Use Google Analytics Dashboard wGo. vv71719 wGo. o
WebHex: 751113 WebHex: 2EGBED
Main Typefaces
Callbri Light Bold Calibri
(For Heodings and Subheodings) (For alf body copy)
S D ' ABCDEFGHIJKLMNOPQRSTUVWXYZ ABCDEFGH [JKLMMNOPQRSTUNWXYZ
abodefghl]klmnopgrstuvwiyz abcdefghijkimnopgrstuvawyz

1234567890 1234567890
Wisit: dotsd eos gide Media/Brandine-and-ldenti jdelines for more information


https://dot.sd.gov/inside-sddot/media/branding-and-identity-guidelines
https://dot.sd.gov/inside-sddot/media/branding-and-identity-guidelines
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ANNOUNCEMENT - PAGE 3 fisten to customers to Improve services

AL RS- RANE S Click on the graphic below to view meeting

MENTORING MINUTE - locations and times; and the social media mp4
PAGES 5- 6 video designed to encourage public participation

in the upcoming STIP meetings!
VALUE ENGINEERING - P 85 &>

Update 511 app and ClearPath511

PAGE 7
NOTES - PAGES SDW4
GIS: PAST, PRESENT & m%&
. ° . L’STSERV INTO THE FUTURE - PAGES
Update website based on analytics (on-going effort) PUBLIC STIP MEETINGS
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https://www.sd511.org/#zoom=6.4931434177420035&lon=-99.52349999999967&lat=44.385742125701654&road-cond&cams
https://dot.sd.gov/inside-sddot/media/newsletters
https://dot.sd.gov/
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Strategy 3 — Social .t

Connections

South Dakota Department of Transportation

Better Lives Through Better Transportation
Transportation/Trucking/Railroad - Pierre, South Dakota - 104 followers

- 102 employees

rotonins ) (D (o)

Home My Company About Posts Jobs People Videos

Tactics Accomplished

- Create LinkedIn page About

Our Mission: To efficiently provide a safe and effective public transportation system. Our Vision: Better lives through
better transportation by being the best

- Use analytics reporting o

See all details

) Google Analytics
ow \{ Hootsuite

- Use social hub software


https://www.linkedin.com/company/transportation-south-dakota-department-of
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- Public Speaking Training | —— = .

@ b Aty

m P e e

- Provide project PowerPoint template —

SOV 50uTH DAKOTA e LX)
DOT ™

WVOSIT THE SPECIAL STVORS PAGE FOR NORE PROZECT/XOREIDOR STROT INFORMATION

Transportation  DoingBusiness  Projects &Studies  Programs&Services  Travelers  Inside SDDOT

CUSTER AREA PROJECTS © raeios

[
US Highway 18 East Bound Lanes from Oelrichs to Smithwick Turnoff

Project Information:

@ Construction Projects

Location: US 18 - East Bound Lanes from Oelrichs to Smithwick Turnoff - Spot Grading and Asphalt Surfacing - Project Number NH
0018(205)52, PCN 0dxt
Project Summary: Correct substandard vertical curves in three locations to improve sight distance and install a new asphalt driving surface.

Work began on March 22, 2021. Traffic will be placed head-to-head in the West Bound Lanes. The entire road surface will be milled toa 1 %"
depth and the full depth at the grading locations. When grading areas are completed. asphalt surfacing will follow.

Press Releases:

SDDOT Innovation
March 23,2021 © S

© Public Meetings

Contractor:

@
Bituminous Paving, Inc.
Contract Amount: $7.9 Million
Cofitiit Y TALKTO US

SOUTH DAKOTA DEPARTMENT OF TRANSPORTATION

Project Photos:

SD W4

DOT
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Strategy 5 - Involvement

Tactics Accomplished

SD W4

DOT

Conduct Virtual Town Halls

(@)

-

SDW4

DOT

SOUTH DAKOTA Transportation ~ Doing Business  Projects & Studies

May 5 - May 26, 2021 - SD Highway 25 From US 212 to the Clark/Day County Line

Project:
P0025(81)158 PCN O4EW
P 0025(89)149 PCN 069D

Location:
SD Highway 25 From US 212 to the Clark/Day County Line

Improvement Type:
Grading & Interim Surfacing

Presentation and Documentation:

The South Dakota Department of Transportation (SDDOT) has a long history of public involvement in the development of
transportation plans and projects. The 2005 passage of the Safe, Accountable, Efficient Transportation Equity Act: A Legacy for
Users (SAFETEA-LU) requires a public involvement process. Public meetings for the project scope and/or design will occasionally
be scheduled to collect public input, provide information and answer questions.

e Public Notice

Flyer
Video Presentation
Contact
i tia!!jguiﬁ G ill by dfor 3 ks after the publi ingd
. t t t ate.

e Location MaQ omments will be accepted for 3 weeks after the public meeting date
° Map Of PCN O4EW 0O | give permission to the SDDOT staff to email or call me to discuss comments provided below.
° Map of PCN 069D MName

Address/city/state/zip

Phone

Emnail

Comments

o

SUBMIT



https://dot.sd.gov/projects-studies/projects/public-meetings#listItemLink_1645

Strategies
Strategy 1 | Strategy 2 | Strategy 3 | Strategy 4 | Strategy 5 | Strategy 6
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Strategy 6 - Partnerships

Tactics Accomplished
Publish enterprise stories
Regular media communication
Promote annual / seasonal stories
Pitch research-related stories 2 minutes left
Hold regular press conferences

Apply for awards

Publish annual report stories

Eye on KELOLAND: A bridge to the future

South Dakota DOT snow plows receive new

names after statewide contest

Slj DOT SNOW PLOWS RECEIVE NEWS
NAMES AFTER STATEWIDE CONTEST 512 71°

"Before working for the SDDOT, | lived near Devils Tower in Wyoming
and worked in Gillette, 70 miles away. For 6 years, | commuted an
hour each way. | am glad to say that | never experienced a serious

incident and arrived home safely each day. Following my job in
Gillette, | accepted a position that was only seven miles from my
home. One morning | was driving to work and as | rounded a corner,
a large whitetail buck stood in the middle of the road directly in front
of me. | pushed on the brakes, as | had countless times before in the
same situation, but this time was different.

This section of road was covered in gravel; my car lost traction and
skid toward the shoulder. My car flipped and rolled, only stopping
due to a tree alongside the road. | was able to open the door and get

out of the car, with only minor bruises and a sore neck. As you can
see from the pictures, the ONLY section of the roof that wasn't
affected was the small section above my seat. The rest was crushed
down to the level of the seat backs. All those years of me commuting
two hours a day, my mom worried about me. Never did she think the
worst would happen just down the road from home, a road | had
driven for years.

The message | want to share is...it has nothing to do with how far you

are traveling, without my seatbelt and some help from above, |
wouldn't be here today."
AMY KLEIN - GREBA
Training Spedialist, SDDOT



https://www.dakotanewsnow.com/2021/03/09/south-dakota-dot-snow-plows-receive-new-names-after-statewide-contest/
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Strategy 7 = fEEd baCk Q1 In which SDDOT Area did this construction project happen? {Please

select the Area named in the letter inviting you to participate in this
survey}

Answered: 27 Skipped: 0

Aberdesn l

Tactics Accomplished
- The research office developed the 2022 o
customer satisfaction survey .

Showx Falls

Watertown

I'm not swre
{please namea...

SD W4
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‘COMM.

& MEDIA
TRAINING

Strategy 8 — Capacity

Tactics Accomplished

- Hold a media training

- Purchase communication equipment
- Do skills training

- Acquire subscription services

SD W4

DOT
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The SEC Helps to Organize
Key Messaging Themes

Plan Benefits

- Builds positive brand identity

- Two-way communication
with public

FgSfL?LGEIE MOBRIDGE AREA ABE::ZS:E:EEN REGION - AlIOWS for no Second
guessing among
communication staff and
s e ER W leadership — A ROADMAP!!
CUSTERAREA WINNERARES ~LT\‘“1‘|TC\H\|E'I:L?EG|ON ' ]
L ST - Energy is focused on most

effective efforts ] 7

DOT



PLAN EPA

SUGGESTED
COMMUNICATION
St PROCESSES

VI T
— — el T o :
O +  Regular meetings with
r .

i S Dedad i Rt the Secretary and Deputy
Secretary

MULTIPLE AUDIENCES, ' g;;agrgsg?gﬁ]eziatg &":&‘fﬁ'ﬁ’,ﬁ

ONE SDDOT | .
. e . South Dakota Department of Transportation - Fstablish conference call with
e T e St Cormuniati o gt 3 d ot
counterintuitive, but defining separate audience August1.2020 ENgINEETS
segments actually helps maintain positive

perceptions in the minds of audiences. s +  Press conferences

By customizing messages for particular audiences, sl : +  Contact media & get feedback
they feel like SDDOT has taken notice of their needs .

and is trying to mest them : A Heg » Schedule web/social media

If you lump all audiences together, no one e e analytics check-in meetings
connects with key messages and communication is i YL [ g™~ L 11 | | & with leadership

Wia _ !
' ¥ : > {% :
ineffective. & 7 ,:i,;u.i..t )_Lzl a l-. (R

Establish deadlines for
editorial calendar planning
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Appendix B: Gantt Chart Timeline of Activities

This Microsoft Excel spreadsheet itemizes the strategies and tactics of this plan, prieritizes them, and
puts them on a two-year timeline.

2022

a1

az

a3 I a4 as |

a7

Strategies/Tactics

dan |Feb |Mar |Apr

[ naay [1un Jul

Qs
|Aug |Sep |Dct |Nzw |Der_ Jamn |Feb |Mar |Apr IMa\r |lun

bl [aug _ [sep

Establish business riythm

Strategy 1: Formalize communication processes and tools

Update logo

Develop brand guidance

Press release template

ARA

Buyer persona template

Cormim. brief template

ARA

Develop campaign strategies

Publish stories from all SDDOT offices
Create Google Analytics dashboard
Update editorial calendar

Strategy 2: Imp digital comm

ARA

ARA

Update 511 a)

Update ClearPathS11

Update website based on analytics

Improve e-mail distribution
Create e-mail newsletter

Provide opt-in text messaging

Content creation training

|Slrateu 3: Improve social media communication

Paid ads for audience growth

Post boosting

Create Linkedln page

Create /analyze analytics report

Public speaking training

Isocial hub software
Strategy 4: Improve project communication

Create project communication checklist template

Project-specific comm. checklist

Require project microsites

Targetsocial media posts

Create PPT te mplate for presentations

Conduct virtual town halls

Strategy 5: Improve public meeting participation

TBD

Facebook events with targeted ads

TBD

|Promote recorded public meetings after-the-fact

|TBD based on project schedule checklists

Publish enterprise stories

Create guidance for virtual public invelvement
Strategy 6 Enhance and leverage media partnerships

Ongoing based on editorial calendar

Publish stories from annual report/fact

Media conference call

Ride alon,
Promote annual/seasonal stories

/Day-in-the-life story opportunities

Pitch research-related stories

Apply for awards/create stories of winners

Strategy 7: Elicit public feedback

Create feedback email address

Use Google form survey

Conduct bi-yearly Customer Satisfaction Survey

on, a public meetings are conducted

Conduct public meeting surveys
Strategy B: Build SDDOT communication capacity

Make comim staffing matris

Hald media training

Purchase communication equipment

Acquire subscription services (stock images, etc)

Acquire Lynda.com {Linkedin Learning}

2021 Internal to External Communications Calendar / Project Schedule

s:ﬁ; Topics for Internal Audience internal Format  Topics for External Audience oo COmmUmeatons i eam Member on M‘m;?m? " Progress / Status SEC Strategy Met Strategic Plan Objective Met
Information
7/5/2021|WASHTO Winner/INFRA Grant Interchange/MNewsletter Press Releass
1: Formalize communication processes and
7/5/2021 (Media Training Program Prezentation MNone MNone All In Progress tools 3: Continually Improve
KELO Original - [Julie - working with Dave Huft and Capt.
712201 Kelo Story - Valley Springs ™ Broers on interview schedule
7/12/2021|5TIP Promotion Mone Public Meeting Participation Social Media All Scheduled 3: Improve social media communication 1: Provide Excellent Services
Information
7/5/2021|Intranet additions - lobby TV and Inf. Int. Interchange/Mewsletter
7/12/2021 |5trategic Plan - process to date/roll out
7/12/2021|5TIP Promotion MNone Public Meeting Participation Social Media All Scheduled 3: Improve social media communication 1: Provide Excellent Services
7,/19/2021|Larry Weiss - long-time empl. Recognition Mone Social Media Social Media Bret Scheduled 3: Improve social media communication 2: Vialue all Team Members
7/26/2021|Larry Weiss - long-time empl. Recognition Mewslstter Social Media
7,/19/2021|5TIP Summary and BOA spacing study Information Interchange
In process - proof
Content from Doug, Mike, Amy out to team
Continuous |Safety Awareness - Counting on You Safety in all we do social media Bret/lulie and Kellie members 5: Improve public meeting participation
Continuous |Drive the 605 Campaign

SD W4
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Facebook Page followers

28.3K

Age & Gender

18-24

25-34 35-44
B Women

65.7%

45-34

B Men

34.3%

5564

Facebook Page Reach

1,132,974 1 ¢4

200.0K
150.0K
100.0K

50.0K

Dec 20 Jan 29

) Posts

10

o

65+

Dec '20 2021 Feb '21 Mar 21

Mar 10

Apr'21

Apr 19

May '21

May 29 Jul 8 Aug 17 Sep 26 Nov 5

I
Jun ‘21

Jul'21 Aug'21 Sep'21 Oct'21 MNow "21
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DOT.SD.GOV Analytics
22% Increase in traffic to the website in November
(YOY).
13% Increase in organic searches (Google, Bing, etc.)
673% Increase to website through social media

User Device Preference

62% visited on mobile
34% visited on desktop
4% visited on tablet

5 2 SOUTH DAKOTA
DOT




Assign Conversation w

Is Highway 46 open now from 81
to the interstate?

the portion of S.D.
Highway 46 near Centerville is still

currently closed but is scheduled to
be reopened later today or by the
latest tomorrow. Thanks.

Thank you for the response

SOWa

DOT

SD W4
DOT

Strategic External
Communication Plan

South Dakota Department of Transportation

Prepared by

4 ARA

.....




Improvement on our
Journey to Excellence

Continuous




THANK YOU






