
The New Reality –Speed 
and Success in Online 

Communications 



Who I am  
• University of Canberra: 

Media & Law Degree  
• Taronga Zoo for 10 years  
• IUCN World Parks 

Congress   
• Perth Zoo Media & 

Communications 
Manager.  



10 years ago… 
 
There was no Facebook, Twitter, Instagram etc; 
  
News deadlines gave you several hours or 
sometimes days to respond; 
 
Any responses from the public were via a letter,  
phone call or Letter to the Editor;  



Since then… 
July 2006 
Twitter was launched 
Now has over 288M active user 
accounts 
 
26 September 2006 
Facebook was opened for public 
use 
Now has 1.415 Billion active users 
 



Since then… 



Your Audience  
Is still there, but they’ve migrated to many new 
platforms 
 
Online news 
Blogs 
Social media 
etc. 
 
 
You need to think about the way you tell your stories 
& reach your diversified audience.  



Today’s communication is… 
Faster and briefer than ever before; 
It’s emotionally driven; 
The risk of confrontation via social media has expanded 
exponentially; 
Be part of the conversation and build your own 
community; 
In the end news is still news and only the most 
interesting things will get attention. 



    Stepping into Social Media  
• 2009 – birth of Australia’s first 

elephant baby; 
• Challenges having news crews in 

first days of birth;  
• All communications done via 

Twitter and Facebook and in-
house produced media packages; 

• This commenced Taronga Zoo’s 
step into social.  

• Today their Facebook page has 
approx. 120K fans.  
 



Perth Zoo  
- Just ‘doing’ social media;  
- No content calendar;  
-  no content strategy; 
- Wanting to add more platforms 

but not nailing the ones they 
had; 

- Irregular posting; 
- BUT a work place that is content 

rich; 
- And visitors who were  
wanting to engage.   



     Perth Zoo: Who are we talking to?  

Predominantly female;  
Reflection of our visitor demographics – Mums with bubs.  

Age Male Female 
13-17 1.7% 2.9% 
18-24 5.7% 12.4% 
25-34 7.2% 27.6% 
35-44 5% 21.1% 
45-54 2.4% 7.4% 
55-64 1% 2.7% 
65+ 0.6% 1.5% 

24% male 76% female  



Let’s Hit Refresh  
Rather than trying to ‘do 
everything’, stripped things back 
& concentrated on Facebook;  
 
By far our most popular channel 
& potential to grow fan base & 
online community.  

Needed to concentrate on developing a content calendar;  
Posting regularly;  
Responding to fan enquiries in a timely manner;  
Making them know we were listening and not just a broadcast 
channel.  



    How? Curating the Content  
- One person team;  
- Responsible for all 

communications activities not 
just social; 

- Encouraged colleagues to  
provide imagery & information;  

- Staff incentives to get involved;  
- Make it everyone’s responsibility;  
- Employed a junior one day a 

week to assist; 
- There is HEAPS of free content 

that you can repurpose. Find 
content that is relevant & of 
interest to your target audience.  
 



      How? Curating the Content  



      Get Your Audience Involved  

• Reached over 15,000 people  
 
• Page engagement that week was up 

36%  
 
• Provided valuable insights into what 

visitors come to the Zoo to see;  
 

• Will help us create a product tailored 
to the interests of our audience.  

 



Involving Your Audience  

Turn your fans into 
content curators!  



Involve your fans  

Ask them 
questions;  
 
Share their 
photos;  
 
Caption this 
competitions;  
 
Giveaways.  



Involve your fans  
• Tweetpoll to help shape program & 

involve potential delegates before 
Congress;  

• Exceeded registration projections prior 
to early bird;  

• Representation from 144 countries;  
• Received over 2000 programme 

submissions;  
• 200 volunteer applications;  
• 1200 subsidiary Congress events;  
• Twitter competitions & giveaways 

during Congress to drive attendance to 
different presentations.  

 



Tell your fans what to 
         to do!  
Asking them to ‘pls RT’ or 
‘share’  

              WORKS!  



Launch of Instagram: The 
Importance of Influencers 

Launched in September 
2014; 
 
Initially utilising archive 
photos with humorous 
captions to build audience;  
 
Development of hashtag 
register to increase impact 
of postings;  
 
Twice daily postings;  
 
Regular commenting and 
interaction.  



Perth Zoo Instameet  
Hosted in conjunction with 
@Perth_Life after developing 
relationship by tagging them on 
Zoo posts;  
 
Invite only by targeting Perth 
social media influences, mummy 
bloggers etc.  
 
Public competition offering two 
lucky people the chance to join in 
the exclusive event if they shared 
the official Instameet tile  
followed @perthzoo and 
@perth_life and tagged 
#PerthZooInstaMeet, @perthzoo 
and @perth_life.  
 

Attendees included:  
@greataboutperth; @Perth_life; @prettyyoungthing; 
@wherethestyledthingsare; @perthmummas @filmgarden @Perthkidz 
@buggybuddys_kids_in_perth @chris,whitely 

 



Perth Zoo’s Instameet  
17 Attendees  
Reached more than 350,000 people via their 
online followers.  

Before:  2973 followers  
After: 5170 followers  
 63 photos posted from the day to 
instagram alone (then shared onto other 
platforms);   
 
The official competition tile was shared to 
233 different instagram accounts. Each 
share being seen by that accounts 
following (several thousand).  
 

Minimal budgetary outlay  



        Influences  Heidi, Will & Woody 
from 92.9FM got up-
close and personal 
with the Zoo animals 
and were able to 
spread the word to 
over 36,000 people 
with one Facebook 
post alone!  
 
They each individually 
instagrammed, 
tweeted and 
Facebooked their way 
around the Zoo  



       Influences  

Regularly send images through to TA for 
their use;  
# IC West in posts. 6 day competition;  
Raised profile & awareness;  
Increased followers by roughly 500 
across that period.  
 



Managing Issues  
 
It takes 20 years to build a reputation and 
five minutes to ruin it. If you think about 
that, you'll do things differently. Warren Buffett 

 



Managing Issues  





Do not use 
form 
responses;  
 
Sound human;  
 
Get back to 
complaints 
swiftly. 



Respond 



Reassure your audience 
Give them the facts  

Animal welfare 
concerns;  
 
Quick response can 
turn opinion 
around;  
 
Give them the facts 
or someone else 
will. 



Fire at Taronga, 29 April 2014, 
2am 



Managing Issues  

Incident 
•PR & Comms Manager advised of incident 

Notifications 

•Check CEO/Exec Office aware and confirm initial comms actions 
•Advise Minister’s office and other agencies (as necessary) 

Discover 

•Verify facts/establish background 
•Draft targeted communications (Twitter/statement/Web/FB/other) 

Clear 

•Clear through CEO or appointed response leader 
•Advise Minister’s office/other relevant stakeholders as appropriate 

Coord 

•Coord ongoing external media and internal stakeholders comms 
• Liaise with other zoos / stakeholders for consistent comms, as necessary. 



Managing Issues   
Early tweets are critical  



Managing Issues  

STATEMENT BY EARLY 
MORNING  



    Steering the messages, staying 
consistent 

Initial crews 
tweet: 

ZOO 
ABLAZE! 

Our messages: 
Firies attending 

No people or 
animals hurt 

Media take: 
 

Animals safe after 
fire 

 



    When message is timely, consistent: Coverage is on-message 



Keys to your success  
• You have to be nimble, fast, targeted in your response, tailor your 

comms to the medium; 
 
• Maker sure you have a clearance protocol and permission to act; 
 
• Always have an alternate comms chain if your CEO is away/out of 

contact;  
 
• Get your facts clearly, understand your risks, then respond, steer 

the debate;  
 
• Be human, empathetic, don’t be afraid to use emotion.  



Be the news breakers  
14,000 
people 
reached;  
 
63 shares;  
 
Outpouring 
of sympathy 
& for zoo 
staff.  

Animal deaths – 
normally not widely 
communicated;  
BUT the whole circle 
of life is experienced 
at zoos;  
Once you have a 
strong fan base, 
sharing what used to 
be ‘inside 
information’ can 
work to your 
advantage if 
communicated 
correctly.  



Social media Integration  
• For all general media calls at the Zoo, pre-written Facebook, 

tweets and instagram posts are developed in advance  
• It is just another communications channel – but a FREE & 

powerful one.  
• All journalists are encouraged to tweet & social post during 

their visits to the Zoo.  The power of the journalist ‘selfie’ ! 

 



Social Media Integration  



Social Media Integration  



     Perth Zoo’s Communications 

• We tweet and link to release/blog or news article; 
• Post an image to Instagram with caption/facts; 
• Post regular Facebook updates including galleries; 
• Respond to questions/comments;  
• Utilise hashtags to expand the reach of our posts;  
• We reward our audiences & tell them what to do   
• Use influences.  
 



Some do’s & don’ts  
LANGUAGE 
Don’t use techno-speak; 
Simple is best and short is even better; 
Be more inclusive of your audience; 
Ask your internal stakeholders to describe it in BBQ terms; 
Reassure people.  

 



Some do’s & don’ts  
AUDIENCE 
Know who you’re writing for.  
Tailor what you publish to your audience. 
EG Instagrammers prefer the very best photos. 
Tweeters like the headlines of the most interesting stories. 
 
They’re savvy    LISTEN TO YOUR AUDIENCE  
They’re fast 
They drive opinion 
They expect quick responses  
Form responses antagonise. 
 



Some do’s & don’ts  
CONTENT 
Be a self-editor; 
Less is more; 
A picture speaks a thousand words; 
Manage expectations from within and without; 
All the laws apply – libel, plagiarism, intellectual property;  
It’s there forever, even after the Zombie apocalypse.  

 



Some do’s & don’ts  
CONTENT: A GUIDE TO LENGTH 
  
Twitter  140 characters 
Facebook  two or three sentences. 
A Blog  About 250 words 
  

The rule:  They never scroll down 
 



Some do’s & don’ts  
 
ONLINE SUCCESS 
Be brief 
Be sure but not slow 
Be in the river, not on the bank 
Engage your staff 
Motivate your fans.  

 



Challenges  
- Resourcing;  
- Responding in a timely manner; 
- Internal & external stakeholder 

demands.  
 



If I was down to my last 
dollar, I would spend it on 
public relations.  
Bill Gates 
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