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● Discuss 5 simple strategies for utilizing 
Social Media at your organization 

● Develop a Social Media strategy that you 
can implement at your organization 



GSA is a mid-size federal agency  
● Approximately 12,000 employees   

               
GSA’s EEO complaint activity annually 
● An average of 130 - 170 informal complaints 
● An average of 90 - 110 formal complaints 
● An average of 40 - 50 final agency decisions and final orders 

 
 

 



OCR’s effective leverage of social media... 
● While only about 1% of GSA’s employees participate in the 

EEO complaint process, well over 50% actively engage with 
OCR’s IT- leveraged outreach via social media. 
 

 

An interesting statistic… 
 

 

    In FY13, the average email marketing “open” rate in GSA     
    was 16% but for OCR, it was 36% -  that’s significant. 
 
 



 
Social media is an easy and inexpensive way to 

achieve this 

Education and outreach are key in preventing 
actual and perceived discrimination 



Strategy #1: 
 

Understand and Be Open to Social Media 



What does 
Social Media 
mean to 
you? 



Meaningful use of Social Media is not an end in itself, but a strategic 
means to an end.  Social Media is a tool used to deliver information 
in such a way as to unite a group of people. 

Social Media is a way to engage a group on a large scale 



These are some examples of how GSA’s Office of 
Civil Rights (OCR) makes use of Social Media 

● The blog, Civil “Writes” 
● Webinars 
● Podcasts 
● Chatter 
● Supervisors’ Lounge 
 







In FY13, Civil ‘Writes’ had 
7,848 visits to the blog.  
As of May 2014, we had 
already matched that.  



“What Would You Do? 
May 9, 2014 
 



“Greatness Knows No Gender” 
January 8, 2014 



“Equal Pay Act of 1963” - 8/25/13 



“Misunderstandings” - 7/30/13 



“Fear of Flying” - 6/12/13 



 

“Disgruntled”   
      8/20/12 



Webinars 
Whenever possible we record our 
webinars and post them online for 
GSA employees to access 
 

Podcasts 
Whenever possible we record 
audio “podcasts” of the same 
webinar for employees to “listen 
in” while they work 



Topics of some OCR Webinars   

Resolving Differences Through Self-Mediation - 
7/25/13 

223 participants 

Communicating with Individuals Who are Limited 
English Proficient (LEP) - 6/26/13 

102 participants 

Ask the Mediator - 4/29/13 
119 participants 

The Nuts and Bolts of ADR - 2/7/13 

337 participants 

Working Together For Environmental Justice - 
3/28/13 

121 participants 

Harvesting Your Inner Gifts In Negotiation -12/5/12 
469 participants 



 
Snapshot of OCR’s internal webinar and video page 

 
 
 
 
 
 

A snapshot of OCR’s internal webinars and video webpage 



 
 

(A snapshot of Madeline Caliendo’s Chatter page follows) 
 
 





“The Supervisor’s Lounge” 



Strategy #2: 
 





Supervisor’s Lounge 

 
● The Supervisors Lounge is a chat tool that Managers and 

Supervisors can access for information on assorted topics. 
 
● Among other things, it promotes interactive communication in real 

time for Managers and Supervisors to educate and train one 
another. 

 



  Who would be the 
audience for Social 
Media at your 
agency? 



Keywords and Phrases can indicate areas of interest 

ADR 
Conflict Resolution 

EEO process 
 



Civil “Writes” visitors by state 

Highest amount of 
visitors are from 
the DC area with 
6,210 visits since 
August 2010 



At GSA we use Social Media to reach: 

 
 
➔Managers and supervisors  
➔All employees  
➔Targeted audiences 
 

 

 



Strategy #3: 

Use the tools that you have.  Be open to try more! 



In “the old days” GSA used…. 
 

➢ “e-Quality Highlights” newsletter 
➢ Building posters 
➢ Word-of-mouth 
➢ Table posters/Table tents 
➢ Flyers 
➢ Mass emails 
➢ Brochures 
➢ New employee emails 

 



Now GSA uses... 
 

➢ Civil “Writes” blog 
➢ Electronic Bulletin boards 
➢ Word-of-mouth 
➢ All employees - GSA Info (GovDelivery) 
➢ Chatter (to include Chatter groups) 
➢ OCR Panels on GSA’s InSite home 

page 
➢ Webinars/GSA Online University 

Training 
➢ Mass emails  
➢ New employee emails 

 



20 Minute Exercise 

In groups: 
● Brainstorm the “key words/phrases” you think will 

interest employees in YOUR agency   
● Come up with a list of the “Top 5” words/phrases that 

resonate within the group 
 
  



Strategy #4: 
 

Don’t be afraid to try 
something new 

 







The Color Series - February 2014 

● In the space of one week we created three blog 
posts discussing the issue of “Color” 
○ 432 visits to the blog 
○ 228 unique visitors to the blog 





Strategy #5 
 

Obtain buy-in from 
leadership 



OCR’s “pitch” to the Agency head for senior 
level guest bloggers for Civil “Writes” 

The goal of the guest blogger series: 
1. Demonstrate senior 

leadership’s support of civil 
rights 

2. Show how civil rights is woven 
into the everyday fabric of the 
agency 

 



OCR’s use of a GSA-wide customer service survey 
and focus groups 

OCR used these to help determine the need for: 
 

● A way to “demystify” the EEO Process 
● Provide a way for the employees to track and file 

their complaints 





eFile 
● Although eFile is not a Social Media tool, it 

is another tool that GSA’s OCR has 
implemented to leverage technology 

 
● This tool has allowed OCR to go 

“paperless” 
 
● eFile gives complainants the opportunity to 

file informal complaints online and track 
the status of their complaint at their 
convenience 



Final Group exercise (15 minutes) 

● Given all that we’ve talked about, come up 
with 1 or 2 NEW Social Media strategies you 
think would work at your agency 

● Develop a pitch that you can use to “sell” the 
idea to your agency’s senior leadership 



  

  1 - Understand and be open to Social Media 
  2 - Know your audience 
  3 - Use the tools that you have - try even more! 
  4 - Don’t be afraid to try something new 
  5 - Obtain buy-in from leadership 



Want to Discuss Further?   

 
Madeline Caliendo, Esq. 

Associate Administrator for Civil Rights  
General Services Administration 

Telephone: 202 501-0767  
Email: madeline.caliendo@gsa.gov  
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