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ABSTRACT

FRIENDING THE GOVERNMENT: WHY U.S. GOVERNMENT SOCIAMEDIA
WEBSITES DO NOT FUNCTION AS PUBLIC SPHERES AND WHAJAN BE
DONE TO PROMOTE CIVIC PARTICIPATION

Rebecca E. LaPaze MA

George Mason University, 2010

Thesis Director: Douglas Eyman

The promise of social media tools to facilitatewad public spheres coupled with the
recent push in the federal government for agertoiese the Internet to engage with the
American public and create civic participation sdtir a review of the discourse
appearing on these sites. As such, an analyseledted agencies’ use of social media
(specifically blogs and Facebook) shows that itasyet being used to facilitate dialogue
between the agencies and the constituents theg dervto the language, structure, and
content of the communications. While some have nmagie progress than others in this
regard, the communication on the sites is largag~way and top-down. Furthermore,
the citizens’ participation on the sites more clpsepresents a mass rather than a desired
public. If agencies’ social media sites are toytisgrve as public spheres, then agencies
must adopt techniques and behaviors that demoash@y value civic participation.

Until this happens, users of these sites must staled that because an agency has



adopted new technology it does necessarily medntthas adopted the spirit of
participation that embodies Web 2.0 principles @&y should not expect the sites to

always function as a collaborative space.



CHAPTER 1: INTRODUCTION

Scholars have long considered the Internet’s piadeior providing a new virtual
public sphere where civic participation could tleriThe development of Web 2.@nd
in particular social media tools, has expandedgbtential even further. There are
arguments being made both for and against socidianeols’ ability to provide an
environment that promotes rational-critical debategssential component of a public
sphere. The question has been posed many timesdCat media increase participatory
governance and promote democracy by reviving tidipaphere? Many of the answers
have come from looking at social media broadlyront studying private citizens’
individual sites. However, the idea that such spacelld improve democracy becomes
especially interesting when considering the U.8efal government’s use of social
media.

One way to frame the federal government’s useoifs media is to understand
the communications as a form of rhetoric represkdigitally by the government and
disseminated via electronic distributed networksstl, 2009, p.47). If government social

media sites are considered to be digital rhetthi it is necessary to scrutinize the sites,

! For my project, Web 2.0 will be defined as weblaagions that facilitate interactive
information sharing, interoperability, user-centedesign, and collaboration on the
World Wide Web. The main distinction is that coriten Web 2.0 applications is user-
generated content as opposed to static websiteddh#ot allow for interaction.

1



because politics online may not be fully transpairem necessarily provide for
collaboration. In fact, they may be digital repras¢ions of politics offine—or worse.
That is, citizens may come to these social meditd@ins expecting the communications
to be aimed at persuading users to collaborataeassae or topic, not aimed at
persuading them to take up the agencies’ messHgesver, more often than not what is
found on these sites is top-down communication aitlwiagency’s position and an
attempt to coerce the user into commenting if thgnee or disagree, but not participate
in a solution.

It is in this context that we must consider theerd push in the federal
government for agencies to use the Internet inrdalfacilitate collaboration and engage
the American public in civic participation. In ea2009, President Obama announced his
open government initiative and the Office of Manmagat and Budget (OMB) released a
subsequent memo in December 2009 that stated fedgmacies were to take actions to
implement the principles of transparency, partitga and collaboration. Among other
things, the plan stated that agencies should tekapt steps to expand access to
information by making it available online in an ogermat. Specifically, it required that
agencies post information on a newly created wepatvw.data.gov, create an open
government website, and post an open governmentgolahe website. The memo
stressed that the plan should include elementsi#sadribe how each agency would
improve participation and stated that each plarelfproposals for new feedback
mechanisms, including innovative tools and prastitat create new and easier methods

for public engagement” (Orszag, 2009, p.9). In dddito this memo, the Chief
2



Information Officer has also stressed that agenuoiest use technology to “not only
serve citizens, but to tap into their ideas foplred to tackle government issues.” (C1O
Council, 2009, p.1)

To fulfill the participatory requirement in OMBBemo, many agencies are
leveraging social media tools. Moreover, the Gdrigeavices Administration (GSA) has
been a proponent of agencies using social medihasngromoted it by developing
policies and guidelines that explicitly inform heaaf agencies how to use social media
to comply with the open government initiative. Aseault, there has been a proliferation
of federal agencies creating social media webdttesiever, a cursory review of the sites
suggest a lack of public participation, which ma&t®cause creators of the sites do not
yet understand how to fully engage citizens or beeareating the sites was an easy way
to satisfy the initiative. Indeed, while these siége intended to be spaces where the
government and its citizens can be co-creatorde#g, it appears that some of the sites
have been developed only to check off a box. Mageavis apparent that government
leaders’ overall attitude about the public’s apitid be knowledge-makers and contribute
to solutions has not changed—ultimately, the govemt continues to believe that it
knows best and has the expertise.

| will argue that several agencies’ use of sogiatlia tools, specifically blogs and
Facebook, are not truly being used to facilitadatjue between the agency and the
constituents it serves due to the language, streicamd content of the communications.
While some have made more progress than othehgsimggard, most still employ one-

way, top-down communication. | will also argue ttts extent to which these agencies
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perceive their missions’ reliance upon communicatidth citizens has a significant
effect on whether or not the sites have attribafespublic sphere.

My paper will first explain Habermas’s conceptlo¢ public sphere to establish
the criteria | will use to interpret the social needites. Then, | will briefly review recent
literature about digital rhetoric, literature tliigcusses social media and its implications
for democracy, and literature that focuses on theeghment'’s use of social media. After
| describe my methods for selecting which agenareswebsites | have analysed and
give the current state of the federal governmaugts of social media, | will detail the
results derived from an analysis of communicatioinselected social media sites. | will
then conclude with discussing the few exampleofad media sites that seem to be

facilitating civic participation and provide a \asi for a way forward.



CHAPTER 2: LITERATURE REVIEW OF PUBLIC SPHERE THEQRDIGITAL
RHETORIC, U.S. GOVERNMENT'S USE OF SOCIAL MEDIA, ANCIVIC
PARTICIPATION

In his work,The Structural Transformation of the Public Spheka:Inquiry into
a Category of Bourgeois Socielyabermas develops the concept of the public spitere:
emerged in Europe during the™&entury as a space for critical discussion, opeailt
where private citizens came together to form aipwid their “public reason” would be
a check to government power. This public reas&mdsvn as rational-critical debate.
Specifically, rational-critical debate had seveyadlities, such as the topic should
generally be about rules governing relations betwagzens, confront political ideas,
and be a public use of reason (p. 27). To Haberithags important that the public
sphere was a space between the private interestepfday life in society and the state,
or government. It served as an intermediate betwreefamily and work domains
(domains where private interests are expressddfi foremost) and the state domain (a
domain where state interests are expressed by pdtweas in this space, what
Habermas called the “bourgeois” public sphere, wltdizens discussed (1) common
public affairs and (2) organized against an opjvesstate and other of forms power. The
most important characteristic of the public spheas that it was critical and not passive.

That is, there was an open discussion of issuesramon concerns that were discussed



in which discursive argumentation was employedstegain general interests and the
public good.

Prior to the formation of the public sphere the dwant culture was
representational, where the government represéstdtiby overpowering its citizens.
The public sphere in the &entury then, emerged before the advent of freeafom
speech, a free press, and the right to freely engapolitical debate. Habermas thought
of these freedoms, however, as the West's atteongiédeive citizens by offering free
institutions. For example, Habermas discusses tssmpress (a free Western institution)
and says that it is a commercialization of the puspphere that led to its decline. While it
extends the public sphere, it does not encouragieatidebate (pp. 169-175.) Instead,
the public is exposed to a “commercially fosteredsumer attitude” (p.169) which
shapes discourse and significantly limits topicthtuse that are sanctioned by the media.
Hence, Habermas viewed the introduction of massaresian element that led to the
decline of the bourgeoisie public sphere.

In understanding Habermas’s notion of rationalicaitdebate, it is helpful to turn to
The Power Elitdoy C. Wright Mills. Specifically, he discusses “hatity by discussion”
where citizens discuss problems as a way to fonaraéperspectives which are then
organized. One viewpoint emerges as the winnetlagmthe citizens (or representatives)
act on it in a timely manner. (Mills, 1956, pp. 23@0). Furthermore, Mills draws a
distinction between public and masses: publicsrdoemed citizens who then make
decisions (necessary for democracy) and massgmase/e and ignorant. In this regard,

Mills describes essential components to creatirgigs
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* Publics adequately balance the ability to both poedand consume ideas.

» Publics have an affordable and effective means.

» Publics’ ideas are translated into action.
These components, taken together with the condeptional-critical debate, serve as
my framework for evaluating the agencies’ sites.

As a way to think about renewing the public spherght of its supposed
decline, many scholars are turning to social meilés to see if they are functioning as
public spheres. For example, Matthew Barton disssiskabermas’s rational-critical
debate and uses it to explain why Web 2.0 is p@intaluable for the creation and
maintenance of a critical public sphere in hiscéeti“The Future of Rational-Critical
Debate in Public Spheres” (2005). The author enipbashe need for the democratic,
decentralized structure of the Internet to be preskor Web 2.0 will fail due to mass
media and commercialism. He also provides a uskfglussion of how Web 2.0 fosters
public discussion and defines Mill's terms “publ&rid “mass” with regard to how Web
2.0 tools encourage the formation of a public,eathan a mass. Specifically, he argues
that “online writing environments encourage usersrigage in public discussion” and
that they are invited to not only read contentdart openly contribute to it and
participate (p.182). My project discusses how aegoment-owned writing environment,
such as an agency’s blog, skews this notion. Aainajyses will show, more often than
not citizens are only encouraged to passively ratter than actively participate.

Two additional authors that extend Barton’s argunaee Megan Boler and Cass

Sunstein. In Boler’'s booligital Media and Democracy: Tactics in Hard Tim@908)
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several aspects of Web 2.0’s potential for demgcaae discussed and she concludes by
stating that blogs are a space of debate and iafttmmexchange, and therefore can be
considered a public sphere. An additional pointitbek makes is that social movements
do not emerge out of technology alone; technology be used to enhance the
movements, but it does not initiate them (p. 1B)eréfore, when agencies adopt new
social media tools they do not automatically userttior collaboration. Indeed, the focus
of this project is to show that the level of ciparticipation on these sites is minimal and
more must be done if true collaboration is to d@eed. Just as Boler argues “real
change” comes from a deeper place, | too will skiwat it is not enough for agencies to
adopt new tools and that attitudes about who catriboite ideas must change as well.

In addition, Sunstein also takes the idea of tHdipgphere and explores what
makes for a well-functioning system of free expi@ssn his bookRepublic.Com 2.0
(2007) He comes up with two requirements: people neee texposed to materials that
they would not have chosen in advance and mogeasi should have a range of common
experiences. The author also discusses the pudslicaf doctrine: there must be spaces
kept open to the public for expressive activityZp). He explains that a public forum is a
place that is government-owned but it is openee fxpression. In light of agencies
operating virtual forums, this notion becomes egdgamportant considering that some
government sites (like the White House’s blog) dballow users to comment on posts.

Both Andrew Chadwick’s article, “Web 2.0: New Cleadfjes for the Study of E-
Democracy in an Era of Informational Exuberanc&®0®) and Andrew Baoill's

“Weblogs and the Public Sphere” (2010) offer disgnvoices concerning Habermas’s
8



public sphere theory and its applicability to We®. First, Chadwick states that the idea
of rational-critical debate has been romanticizetterature while in practice it is

difficult to embed public spheres into politicabanizations. He says this is because he
has found that a majority of online policy-orienthsultations have only had
participation from very small groups of citizenglghat there has been reluctance on the
part of elected officials and public sector bureatscto allow such public spheres. To be
sure, my research has found that the governmes¢ ©tisocial media tools have also
reinforced Chadwick’s idea. However, instead ofihggor a pure public sphere, his
paper offers an alternative approach, and saysimheg granularity in participation
should not only be thought of as valuable, but alscouraged. It is precisely this
granularity in which | am interested in and willndenstrate the techniques that some
agencies use on their social media sites thategmbing to inspire participation. The
author claims that this granular information enmirent of Web 2.0 allows citizens to
connect with “real” policy-making. While he conckslthat the web may not provide for
a public sphere, it does have value nonethelessline consultation and public
policymaking (p. 40).

In the same manner, Baoill’s article assessesmipadt of blogs on the public
sphere by using Habermas’s model. He says that trerthree qualities a space must
have to be considered a public sphere: the inatysi¥ access, a disregard for the
external ranks (that is participants are thougltg@qual and they do not have a known
preexisting social or political rank (Habermas, 895. 54)), and potential for rational-

debate until a consensus is achieved. After hesagsélogs against these criteria, he
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says that improvements could be made to help biuaet this ideal. Specifically, he
claims there are many impediments that stop blaa being considered a strong public
sphere, such as the time commitment requirednflieence of personal networks (“top
bloggers” are considered to have preexisting raankg, the inability of people to properly
use technological solutions (p.1). As my projedt show, agencies’ social media sites
fail as least one aspect of the three criteria iee#hey are not places where debate
occurs until an explicit consensus is achieved.

If it is true that “government remains an importdigital media-maker and
regulator” as Elizabeth Losh says\irtualpolitick (2009, p.5), then it is especially
important to be critical of its use of social medtas within this context that Losh
analyzes the ideology behind the government’saligliscourse, anxieties about new
online practices, and what happens when officialenm is parodied and remixed by
online users. It is also within this context thatill argue that agencies’ sites | reviewed
have a long way to go until they begin serving @slic spheresVirtualpolitick also
provides context for understanding the larger iogilon of “public digital messages” as
Losh defines digital rhetoric (p.4). Specificallbgsh’s explanation of this new form of
public rhetoric is particularly useful in my anadgsof what agencies are doing. She
argues that there are four ways government use@hec media: (1) institutional
branding, (2) public diplomacy, (3) social markgtiand (4) risk communication (p. 66).

Losh also shows how the online spaces provide ne mgeraction or content
than information available offline and draws th@dasion that the government is aimed

at preserving its own power and is focused on egul. Moreover, she notes that this
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approach is delaying effective electronic govermamiinally, she also says that the
government risks losing out on the opportunity twrkwvith citizens and allowing them
to have meaningful interaction with digital formsgmvernment. Indeed, my review of
the communications coming from blogs and Facebbokvshow these tools have the
potential for allowing such interaction but the gavment is not yet capitalizing on the
opportunity.

Losh addresses the larger field of digital rhetagcshe discusses James P.
Zappen'’s article “Digital Rhetoric: Toward an Intatged Theory” which argues digital
rhetoric is “an assemblage of heterogeneous elesh@nt94). However, she adds that
“discussions about civic participation, communitgmbership, and appropriate timing
inform each other across the multiple levels otiginary expertise” (p. 95). In his
work, Zappen provides a survey of literature ontdighetoric up to 2005. His aim is to
form a theory about digital rhetoric that may heplain how traditional rhetoric
strategies are being reconfigured in digital spaldesreviews Laura Gurak’s claim that
Aristotle’s notions of ethos, pathos, and logos a®tivate action and belief in online
spaces and also discusses Barbara Warnick’s affitigical Literacy in a Digital Era:
Technology, Rhetoric, and the Public Interest” vahacgues digital rhetoric can
transform traditional notions of rhetoric as pessoa because the web welcomes
invitational discourse—discourse that encouragksegpression, participation, and
creative collaboration. Warnick, he says, providesscussion of how new media

enables the formation of identities and communitiedigital spaces.
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Outside the argument of the public sphere’s retstigp to online spaces, two
voices in the debate concerning the potential ob\&/@ to improve democracy and
government have been Yana Breindl and Pascal Fhatioeir article, “Can Web 2.0
applications save e-democracy?” (2008) they argaeWeb 2.0 applications are useful
for e-democracy. They begin by stating that the comsideration of Web 2.0 and the
core concept of e-democracy are both concernedaitigen participation. Therefore,
Web 2.0 is useful for e-democracy and the artictaas how Web 2.0 applications are
directly responding to users’ needs. The articde arovides a high-level overview of
key concepts and terms, such as providing a dispus$ three dimensions of e-
democracy. Moreover, it presents results of a suo¥éndividual’s perceptions of e-
democracy, and argues from this data that citinethsely upon blogs to get their
political information. The authors argue that thisra risk that political actors can misuse
their position as opinion leaders, especially étliexpress themselves beyond the
constraints of traditional information selected measms;” (p. 27) therefore, it is
important that citizens have the ability to distirgh between political communications
and information. In this regard, it is particulangportant that citizens realize that much
of what is presented on blogs tends to be politoaimunications and not information,
because as | will show, the blogs present only gadeas not supported with specific
details meant to persuade citizens.

A similar argument is also found in Erin Dietel-Malghlin’s “Remediating
Democracy: Irreverent Composition and the Vernadalzetorics of Web 2.0” (2009).

The author claims that political figures are usyage-keeping techniques that interfere
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with Web 2.0’s democratizing features, so studaetd to be prepared with rhetorical
strategies. Clearly, this can be extended to &fleris interacting with Web 2.0 tools,
especially social media sites.

More recently, BreindlI's article, “Critique of Dera@tic Potentials of the
Internet,” (2009) clearly delineates what she seethe two main arguments concerning
the potential for the Internet to promote politipakticipation: the Internet could either
(1) empower individuals and foster genuine paréiign, or (2) it would be used as a tool
by the government to monitor citizens. Breindl destoucts the democratic potentialities
of the Internet, and bases this deconstruction tip@e axes proposed by T. Vedel for
making sense of political issues of the Interndgormation, discussion, and mobilization.
For each element, the author shows how there lsdroempowering aspect and a
demobilizing aspect. The notion that the agenciestipinclude material on their social
media sites that is not purely information but @ast are political communications clearly
shows that they align more with Breindl's seconguanent.

The article by Malynnda A. Johnson, “Democracy dredinternet: An Analysis
of the Use of Technology in Promoting Political &&m” provides a way of
understanding the range of outcomes that technalagyhave upon citizens. This article
discusses researchers that are examining the daticgootential of the Internet as a
means to reinvigorate political participation. dttes argue that there still remains a
guestion about whether technology has any impagiotitical engagement, and whether
that impact is positive or negative. The articlendastrates how websites can engage

citizens and encourage their participation by ggttheir attention and urging them to
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consider an aspect of politics they had not comsdien the past. Though not related
specifically to social media, the article’s disaossabout websites and participation can
be transferred to these evolving sites. Howevacesmost of the sites in my review have
not inspired participation, it seems that for tineet being the adoption of new technology
has not yet made an impact.

In a more general sense, scholars are examiningakiéVeb 2.0 is enabling
communication and the effects advanced communicaibaving on society. For
example,The Cluetrain Manifest@009) provides an overview for understanding how
the Internet has transformed communication. Thaudbals with business and the
marketplace, the idea that “corporations work bédstn the people on the inside have the
fullest contact possible with people on the outsaigtainly is appropriate when thinking
about the government’s use of Web 2.0 tools. Thiecas present 95 theses that call for
both consumers and organizations to use the Inteyrestablish a heightened level of
communication both within and between these twaigso It finds that organizations
must change in order to respond to the new maiketptnvironment.

Jeff Jarvis also looks at communication and collabon in his bookWhat Would
Google Do22009).He provides a discussion of how Google’s philosophgpenness
and transparency has created a new (and bettegldowdow organizations should
operate. He “reverse-engineers” Google and alsbespphat he learns to other
disciplines: he has a section on how governmemseaefit from upholding Google’s

model and argues that it is especially importangfmvernments to use Web 2.0 for
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collaborative purposes. Taken together, these wandkkade powerful examples of why
the government should be striving to create plat®for collaboration.

Finally, there is an evolving body of literaturathlescribes how the federal
government is, or should be, using Web 2.0. Théheeprovide (1) positive examples,
(2) negative critiques, or (3) guidance to governte@bout how they should be using
Web 2.0. First, the best example of a positive @uie using Web 2.0 comes fraiviki
Government: How Technology Can Make GovernmeneB&emocracy Stronger, and
Citizens More Powerfudy Beth Noveck (2009). The author worked on aatwirative
project for the Patent and Trade Organization (P BBg finds that collaborative
democracy is a new vision of governance in thetaigige and shows some of the ways
that this vision can become reality. She arguesitigmvery important to use technology
to connect the expertise of many to the power eff¢hv (pp. 13-15). The book describes
three arguments for collaborative democracy: collation as a distinct form of
democratic participation, visual deliberation, agalitarian self-selection. In addition,
she replaces the theory of institutional expestigh collaborative practices for gathering
and evaluating information and transforming rawadato useful knowledge. She offers
lessons for designing better practices for engatiiagpublic in government.

The Center for Digital Governments also offers ggstul examples in its paper,
“Real Life. Live: When Government Acts More LikeetPeople it Serves” (2010). The
paper begins with an introduction to e-governmedt gives three defining directions
that it recommends the government should take.s€boend direction, “going mobile and

going social,” is related to understanding sociatma in terms of a public sphere. It
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discusses the benefits of Web 2.0 and states thert wou make “friends” with these
tools, the government is placed in the middle @fametworks rather than expecting the
citizens to come to the government from a websiteout an introduction through a
trusted environment. While this notion is consideagoositive aspect in the paper, my
research has shown that citizens should be watlyi®because it more easily allows the
government to market its message.

While understanding the positive outcomes of gowemits using Web 2.0 is
important, understanding the negative outcomesm@i®ades valuable lessons. Jerry
Brito’s paperHack, Mash & Peer: Crowdsourcing Government Tramepay(2000)is
critical of how the government is providing infortiee online and says that very little is
online and access to it is limited (it should béedahat this paper is from 2000, but some
of the arguments are still applicable). The auttescribes how third parties improvise
and take what data they can find and use onlinks toanake the data useful. What is
particularly interesting is the author’s discussidrcrowdsourcing, which occurs when a
large group of people create a product that isllyspeoduced by a single individual or
organization by making small individual contributg This process is made possible by
Web 2.0 tools. Moreover, the article goes on taartat the government should provide
the necessary building blocks for crowdsourcingeaised to its potential so that
expertise of citizens can be leveraged for solgtion

In addition, Evan Ratcliff's “The Wired Presiden&yan Obama Really Reboot
the White House?” (2009) discusses Obama’s opeargowent initiative and begins by

describing his first web video address as Presidiat on YouTube. Specifically, he
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says that critics have noted it lacked an outletftizens to respond because the
comment feature was disabled and response vide@sfardidden to appear next to it.
Therefore, even communication from the biggest adt®of open government is still
one-way (and as the paper will show, this still agm the case). The article states that
the President was simply harnessing the latess todialk to its citizens, not with them. It
goes on to discuss challenges with Obama’s prontiaedition to bring social media
tools to the executive branch and discusses adewgessful cases of the federal
government already using these tools. The artintis vith a question that gets to the
heart of my research: What will allowing users tstfeedback accomplish?

A blog post by Mark Drapeau, “Government 2.0: Hoeci@l Media Could
Transform Gov PR,” (2010) provides suggestions ahow agencies can successfully
use Web 2.0 to transform their image. He argudsgihvernments must adapt to the
Internet-enabled, hyper-connected world if theytareffectively communicate. He says
that authentic and transparent personalities patraia social networks can serve as
public outreach ambassadors and this will helpsftam government for the people into
government with the people. Concepts that he uses walking about the benefits of
using social networking tools are “ambient awarshes an “ambient intimacy.” This
allows the government to connect with the audiemcta more personal level. Though
Drapeu finds agencies should discuss political @l ag personal issues to be effective,
many have yet to fully embrace the concept of ealing personalities on their social

media sites.
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The authors Suzanne Acar, Alonso Jose, and KewaRalso put together a
report to serve the federal government called “mprg Access to Government through
Better Use of The Web,” (2009) which found thatyfwising web technology within
government is a challenge due to environment, pdiegal, and cultural issues. It also
says that the government would have to embracengsentransparency, and
collaboration as well as learn the appropriaten@z skills to use the tools. However,
outdated policies, budgeting and personnel comés,aand a slowing-moving
bureaucratic culture have impeded change thus\faile some progress may have been
made since this article, agencies have nonethe&zss slow to fully use social media as
it is intended.

Finally, an abundance of guidance to agencies traiederal government exists.
For example, GSA created a document, “GovernmehSarcial Media” (2009) to
instruct agencies on how best to implement Welidh(®. This is important to see how
agencies are encouraged to not only use the toai$p see what other instructions they
are given. For example, they are told to use grapthiat are eye-catching, and to be
“fun,” as well as use language that is less el@vatel more conversational. However, it
seems agencies largely have not adopted the guededince my research has found that

the language and content is similar to officialgsreeleases.
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CHAPTER 3: METHODS FOR ANALYZING U.S. GOVERNMENT SOAL MEDIA
WEBSITES

As previously mentioned, Losh has found that tmeay be missed opportunities
on government websites and | propose that theralspemissed opportunities on
government social media sites. To provide an arsmbfthe federal government’s use of
social media, | performed case studies of selemfeticies’ blogs and Facebook pages
and compared those with an analysis of the samencwrications found in their official
reports or press releases and on their officialsiteb. Specifically, | selected four
agencies that have blogs, official websites, amngsgible press releases and analyzed
four sets of communication from each agency. Intaud for two of these agencies, |
also offer a broader perspective by looking atrtRacebook pages in addition to their
press releases, .gov website, and blogs in ordmortgpare the differences, if any,
between platforms.

To select the blogs, | performed a cursory reviéalicdhe federal blogs that exist
(there are currently about 16 blogs for executranbh agencies) and chose two that
have a large amount of activity and one that hi#ld kctivity, as well as two that were
somewhere in between that spectrum. My aim wab®ose blogs that represented
different levels of activity and participation. & concerned with the size and status of

each agency, so | focused on executive agenciédavge budgets.
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To this end, | reviewed communications for thedaling agencies: Department
of Defense (DOD), Department of Homeland Secuft§), Department of State
(State), and the White House. | selected thesecssgehecause they had similar budgets
and were of similar size. In addition, their missoaried, so that was useful in terms of
understanding how mission may affect the use abkawedia. They also used social
media in different ways, which was important beealusould provide a range of
examples. To take this review a step further,d &dsked at the Facebook pages of State
and the White House. This allowed me to select feowide range of communications
and provide more examples to compare to one another

For all of the previously mentioned communicatiansl agencies, | performed a
rhetorical analysis of their sites and discoursayais of the text to link both text and
sites with underlying power structures. Specifigdibr the rhetorical analysis, | first
looked at the genres as a whole (reports, web$itegs, and Facebook) to see if the
government communications upheld the conventiooibns of those genres or if they
purposefully deviated from them. Next, | also amaly how each site or report was
framed and what perspective was being presentesked questions such as, is this blog
entry coming from an official voice within the aggrand do they have a deliberate
message to share? Or is this a mid-level managangquestions and ideas in order to
gain feedback? The angle for each site and entsyinvportant in understanding if this
message was to be understood as the agency peérspedf it was open for discussion.
In the same manner, | analyzed the images and igsgjthe keywords and headings

used, what presuppositions were being made, agldriients were left out entirely.
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| also performed a discourse analysis of eachfsgiramunications to provide a
more microscopic level of detail by looking at samdes, phrases, and words. |
specifically looked at topicalization for each samte and paragraph, agency and
who/what was given power, omission of informatioonnotations to see what other
meanings are associated with the words that wese, @sd tone. To accomplish this
task, | used a common rubric that had the followdategories: use of informal language,
use of jargon, use of technical language, use IUasIive images, use of hedging, use of
intentional vagueness, use of specific examplaesptidirect quotes, use of rhetorical
guestions, use of language that appeals to ematsenof appropriate subjects, use of
ambiguous or conflicting information, use of auttairve author, and use of
commenting. (Please see the appendix for the r)idie categories were chosen
because of their ability to either encourage ocalisage rational-critical debate within
the communications. For example, if there was jargechnical language, hedging,
vague phrases, and ambiguous information the readgmot clearly understand the
facts and arguments being presented and therefayenot have enough information
within the communication to engage in a discussioreover, if the author was not
providing clear information this could be a devicevhich to persuade a user to accept
the message. However, if there were specific exesnghd appropriate subjects in the
communications, the reader had a better opporttmitynderstand the topic and not be
influenced by the author’s persuasion, and theeefgas more likely to comment.
Furthermore, | noted the use of persuasive imaljes;t quotes, rhetorical questions,

language that appealed to emotion, and the use afithoritative author to see if the
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reader was being persuaded to accept the messddeeamr she was actually being
encouraged to participate. Finally, the generatlleé commenting also suggested if
rational-critical debate had the potential to exidtthere was very little or no comments
then certainly no discussion was taking place.

| also analyzed the comments on the sites as @aavdiyaw additional conclusions
about the communications. For sites such as Fakgtages that had more than 100
comments, | took a random sampling of commentswviea¢ intended to represent the
entire set of comments. In addition, | reviewedpb&cies and guidance the agencies are
creating about the use of social media sites ieroi@ understand the reasons for
differences and/or similarities in the communicasio

Finally, | found government social media sited tware functioning differently
than the blogs and Facebook pages that | includeadyimain review. They seemed to be
offering places where civic participation and cbbaation were occurring, and therefore
may be models for serving as public spheres. uaed descriptions and analysis of these
sites in my review as a way to show comparisonb thibse agencies and sites that |
analyzed and as a way to demonstrate aspectgisatias may want to consider in the

future.
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CHAPTER 4: OVERVIEW OF U.S. GOVERNMENT SOCIAL MEDIWEBSITES

The General Services Administration (GSA) is reslole for assisting web
managers at federal agencies, including providifigrmation about general
requirements, common web practices, staffing angig@nce issues, website design and
usability, and performance measures. In additiddA@rovides guidelines to agencies
about how they are to fulfill executive initiativesich as the open government initiative.
Therefore, it is the prominent authority in thedeml government about social media and
as such offers guidelines, tips, and best pracfaresgencies that desire to implement

social media sites.

GSA is also an advocate of social media as wedhasof the first adopters. For
example, on its web page dedicated to social m&ha\ informs agencies that social
media can be used to “further promote governmdatnmation and services.” It gives
examples of how an agency can use the sites, suchrging together employees and
citizens who are interested in an agency’s workygighem for recruitment, and
announcing events. Moreover, GSA states that sowadlia can assist agencies in

achieving their missions.

At the time of my review, GSA listed 109 blogs@sated with federal agencies.

In addition, the Facebook page titled “Governmentacebook” listed 59 pages that are
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affiliated with the federal government. The follmgiare some examples of agency

blogs:

» “2010 Census: The Director’s Blog,” the officiablgl of Robert M. Groves,
director of the U.S. Census Bureau.

* “The Justice Blog,” the official blog of the Depawent of Justice.

» ‘“Library of Congress Blog,” a blog that highlighiews and collections from the
Library of Congress.

*  “NARAtion,” a blog about public access to the redof the U.S. National
Archives and Records Administration.

* “Smithsonian Institution,” a blog that offers inkitg and information about
Smithsonian Institution exhibitions, events, cdilecs, research projects, and
more.

Examples of agencies now using Facebook pagesepartnent of Labor, Department
of Treasury, National Aeronautics and Space Adrrai®n, Federal Emergency
Management Agency, and Veterans Affairs. In additmblogs and Facebook, agencies
are also using other social media tools, such asiMbe, Wikis, Podcasts, Twitter, and

Tumblr.

It is clear that the push to use social mediaathdr Web 2.0 tools is growing. It
seems inevitable that soon all agencies will useestorm of social media. What remains
to be seen is if the federal government is usiegeltools for collaboration or if it is

taking advantage of them to market their messagewforums.
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CHAPTER 5: DETAILED ANALYSIS OF FOUR U.S. GOVERNMENSOCIAL
MEDIA WEBSITES

The agencies | reviewed—Department of Defense (QD@Bpartment of
Homeland Security (DHS), Department of State ($taed the White House—are using
social media differently from one another but nanefostering collaborative spaces.
State seems to be using the tools the most to esxgewivic participation. The White
House uses the tools less so than State, but imamebbth DOD and DHS, which seem
to be using them the least in terms of collaboratiwhile State and the White House
seem to be making more progress than DOD and Déi&gency is yet enabling these
sites to serve as public spheres. A detailed aisabfjshe communications on these
platforms as well as a comparison between the camations found in press releases
and official websites will illuminate the ways irhieh rational-critical debate is both
(minimally) encouraged and discouraged.

When considering Mills’s three aspects of publinggeneral the blogs and
Facebook pages of the agencies do not allow ths ts@dequately balance the ability to
both produce and consume ideas. Mills states mhafpublic “as many people express
opinions as receive them,” whereas in a mass féfaer people express opinions than
receive them” (pp. 303-4). The government’s useogfal media has not changed the

balance between production and consumption. Agsmeigduce the opinion on any
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given site because they control what is postedhamdthe message is framed. In terms of
commenting, there is opportunity for citizens tpmss themselves, but the majority of
those who do comment (and not many do so on thgsptio not directly address the
political topic (as we will see in the detailed bBs&s) and therefore are what Mills would
call an “abstract collection of individuals,” whichore closely aligns with a mass than a
public. Indeed, simply providing a way for usereipress themselves by enabling the
comment feature (and again, we will see that Hagencies enable it) does not
automatically transform a mass into a public. Exiogs to this will be noted as
beginnings of where publics are starting to form.

In addition, the majority of sites | reviewed pid&d an affordable means to
produce ideas (though this is an attribute of therhet and therefore inherent in social
media). Specifically, insofar as users are provigedpportunity to comment on a post it
can be considered affordable due to the prevalehigernet access. However, the sites
did not provide an effective way of producing idéaest contribute to an end solution due
to the nature of the language in the post. Acogrdio Mills, communications should be
“so organized that there is a chance immediatelyedfectively to answer back any
opinion expressed in public;” however, in a ma#se ‘tommunications that prevail are
so organized that it is difficult or impossible the individual to answer back
immediately or with any effect” (Mills, 1956, pp03-304). Specifically, this means it
should have an effect on the group’s decisionsabuirebor Scholz notes and as seen in
the social media sites, “individual goals of pap@nts are not always shared by the

‘group,” which means they are not collaborating-afi] intensive form of working
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together with a common goal. The gain or loss &ethamong all.” What they are doing
can be thought more as cooperation, where theaydoss is not shared, but felt
individually. In light of these distinctions thespcial media users on the agencies’ sites
“cooperate,” in that they contribute a few commeanta post and either tend to agree or
disagree but they do not collaborate toward a comgual. Therefore, what is seen on
these sites still resembles a mass.

Finally, the last feature of a public is that ideas translated into action.
According to Mills, this happens when “opinion fathby such discussion readily finds
an outlet in effective action, even against—if resagy—the prevailing system of
authority” (Mills, 1956, pp. 303-304). On the carly, “the realization of opinion in
action is controlled by authorities who organize aontrol the channels of such action”
in a mass (Mills, 1956, pp. 303-304). There wasecation (except for a few
instances) that the owners of the sites were rgatimopinions in the comments or that
the groups were taking action toward enacting tlopseions. Indeed, the best hope for
action deriving from the discussions would be colfed by authorities; however, it is
doubtful that these comments affected an outcome.

For each of the following chapters, | present aateal analysis of the sites |
reviewed as a whole and then a discourse analiys@ob of the four sets of
communications coming from those sites and offipralss releases. The following table
describes the topics of the communications anédgjemcies’ use of traditional and social

media.
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____________________________________________________________________________________________________|
Table 1: List of Agencies and Communications acro$Blatforms

Blog Official Official Press Facebook
Agency/Subject Post Website Release Post

DOD

General McChrystal X
Resignation

NATO in Afghanistan X X
Response to BP Oil X

Spill

Stop Loss Pay for X X
Service Members

DHS

Secure Flight Program X X X

Response to BP Oil X X X

Spill

Open Government X X X

Initiative

Public-Private Sector X X X

Partnership Efforts

White House

Fatherhood Efforts X X X
Program

Health Care Reform X X X X
Improper Payments X X X

Elimination and
Recovery Act

Response to BP Oil X X X X
Spill

State

World Press Freedom X X X
Day

Increase Aid to Gaza X X X

Opportunity in the X X X
Americas

World Food Prize X X X
Laureate

X ><>< X
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CHAPTER 6: DEPARTMENT OF DEFENSE’'S USE OF SOCIAL MEA

The Department of Defense (DOD) has not yet beguwse its social media site
to encourage public participation. Instead, it sty using the site to echo its official
press releases and content from its official web3ihis chapter presents (1) a rhetorical
analysis of DOD’s social media site that demonegr&tow it contributes to the lack of
civic participation and (2) four discourse analysesommunications coming from this
site as well as comparisons to discourse analysssnamunications appearing in either
official press releases, DOD’s official website bath.

Analysis of DOD’s Social Media Site

Overall, DOD'’s blog, “DOD Live,” is traditional, nterately user friendly, and
upholds some conventions of a blog. For exampéed#sign of the blog is
straightforward and does not contain flashy imagasabundance of graphics, or special
fonts. The color scheme uses traditional colorafor.S. government site, blue and

white. (See fig. 1.)
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DOD LIVE

Warfighter Wednesday: ngand Assisting the Iraqi Police
Force

The Department of Defense

DeoDLive Bloggers Roundtable: Afghan Air Force Air School Podoasts

Figure 1: Screen Shot of the Homepage of DOD’'gBlo

The header also uses shades of blue with a logdstaavatermark under the
words “DoD Live” in white. The main navigation meruvery terse, offering the user
four choices. In addition, there is also a navgatnenu that offers categories of blog
subjects, which contain archived blog posts rel&tatiese subjects. The design of the
page, especially the header, sets a very seriogsaiod does not create an appealing
environment for socialization, but rather servea gtace where a user can gather
information.

In addition, the site is only moderately user fdign The presentation of the
actual blog posts is user friendly because the magglit into two columns and the left
column, which contains the posts, is larger thanrigsht column. In addition, the entries
are consistent and have a blue title that is fla&hThere is occasionally a corresponding

image in a post which is found immediately undertitie and is also flush left.
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However, some elements are not presented adequiatelgxample, if a post is not
related to one of the subjects in the aforementlorevigation menu, then it is archived
by date. Also, to the right of the navigation ménere is a search engine that enables the
user to search with keywords. This can be confuking user because he or she is
presented with numerous choices for finding aniaechpost.

Moreover, the content in the right column is foclisa social media tools and is
presented in an overwhelming fashion. First, theegebox at the very top which lists
DOD’s most recent tweets from its Twitter accolnxt, there are links to follow the
department on Facebook and Twitter, listen to pstdcar send the department an e-
mail. Directly under those links is a box filledttvinine different icons that are links to
podcasts. Finally, the users gets inundated wigleiip posts or pages from the sites:
there are links to the blog’s archives by dateddito Facebook pages of DOD
employees, links to Twitter pages, a federal govemt blogroll, and a box that shows
the most recent comments on the blog. The followgragphic illustrates the abundance of

links.
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February 2010 (83)
January 2010 (123)
Decernber 2009 (69)
MHovernber 2009 (61)
October 2002 (22
September 2002 (55)
August 2009 (52)
July 2009 (43)

June 2009 (22)

May 2009 (13)

April 2009 (1)

Social Media Links

Ajr Force

Arrny

Coast Guard

Departrent of Defense
Marine Corps Mews Youtube
Mawy

11,5, Marine Corps Flickr

Facant Comments

Aorobert on Retroactive
Stop Loss Pay: The Ay
Perspective

Finally, the site upholds familiar conventions dflag. For example, it has a

The Mational Guard
1.5, Air Force

LIS, Armny

LIS, Coast Guard

On Facebools
Adrn. Mike Mullern

AFPS
Armned with Science

Deepwater Horizon
Fesponze

Departrnent of Defense
ISAF

Joint Task Force-Haiti
Marine Corps Mews
Mational Guard

Maval History 8 Heritage
Cornrnand

Pentagon Channel
1.5, Air Force
LIS, Ay

LIS, Coast Guard
LIS, MWawy

United States Marine Corps
Official Page

Figure 2: Screen Shot of Social Media Column on DXJflog.

blogroll, which is a list of other blogs recommémngdthe blogger by providing links to
them (usually in a sidebar list) (Barrios, 2009,§). DOD also posts several times a day,

which is considered a best practice in bloggingroter to gain an audience (Wei, 2004,
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p.3). However, while these are two elements useng e familiar with, it does not seem
like they are functioning on DOD’s site as one vebekpect. For example, a blogroll
indicates a community that has similar interestsiarwhich the bloggers read one
another’s posts and comments, but none of thdesth DOD’s blogroll commented in
the posts | reviewed. In fact, most of the entdigsnot have any comments and a few
entries only had one or two comments. In additjodging from the lack of comments,
DOD is not engaging its audience with its proliasting.

While the design of the blog is relatively useeffiily and it contains some
conventions, the traditional and serious tone efltlog may deter users from actively

participating in dialogue, which will be detailedthe following analysis.

Detailed Analysis: General McChystal Resignation
The first set of communications is about GeneraChiystal’s interview in

Rolling Stone magazine and his subsequent resa@makhe communications are from
three platforms: an official press release, DODfg@l website, and DOD’s blog. The
language on the blog post is extremely similahwlanguage found in the press release
and on the website, and as a result does not esg®uwisers to participate in the
discussion. In fact, the blog post and the weladfer the same content and link to one
another. Instead of offering a perspective othanftime official stance on the issue, DOD
repeated itself in three different platforms. Thidwing table provides a high-level

comparison of the language across all three mediums
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____________________________________________________________________________________________________|
Table 2: Comparison of Analysis for General McChrysal Resignation Communications

Official
Official Press Release Website Blog Post

Use of informal language o o} o)
Use of jargon . ° °
Use of technical language o o o
Use of persuasive images o o °
Use of intentional vagueness . ° °
Use of specific, detailed examples o o o
Use of direct quotes . ° °
Use of rhetorical questions o o o
Use of language that appeals to ° . °
emotion

Use of appropriate subjects e e e
Use of authoritative author ° o o
Use of commenting e n/a o

Key:

e Greatly used
e Moderately used
o Not used at all

Official Press Release

The official press release is from Robert Gatedebse Secretary, and the title is
“Gates Issues Statement on McChrystal Profile.”r@N,gthe language in the press
release is vague and does not offer specific det@ates also uses many appeals to
emotion throughout the release. For example, thenhang of the release states that
Gates read, with “concern,” a profile piece in RwlStone magazine and he believes
McChrystal made a “significant mistake” and “exeed poor judgment.” The use of
negative words connotes that McChrystal has corathdh offense, but it is never
outright stated in the release what he has dorfactnthe piece never discusses what the
mistake was. In addition, even though the artiglebout McChrystal, he is the subject in
less than half of the sentences. For example oitiesfshifts away from McChrystal to
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the troops: “...our troops are making extraordinagrdices, our singular focus must be
supporting them...without distractions.” Again, tleader infers that the distraction is
McChrystal but it is not specifically stated. Tleader may also perceive that the
interview in Rolling Stone has already made an ichpa the troops, but does not know
for sure. The release ends with the reader leathagMcChrystal has been recalled to
Washington to discuss the issue in person; howspegifics concerning timeframes,
possible outcomes, or whether McChrystal intendgotto Washington are not given.

The press release also uses tactics to appealaioamFor example, Gates says
“We are fighting a war against al Qaeda and extsealiies, who directly threaten the
United States.”.He invokes al Qaeda as a way to scare the reatteagreeing with
him. He also uses phrases to get the readers tpathime with the military, such as “Our
troops and coalition partners are making extra@myisacrifices on behalf of our
security.”

DOD allows its users to comment on its press rele&s a certain period of time.
At the time of my review, there were 10 commentsti@ 10, 2 comments agreed with
the statement and called for his resignation, adisdgreed. For example, one
commenter that disagreed stated that McChyrstalhgigight thing and was being
“scapegoated.” Overall, the majority of the commnsesgemed well-informed and only
one was off topic. The following figure is excembtieom the comment section of the

press release.
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6/23/2010 B:38:14 AM

Just read complete confroversial RS article on subj, would like to offer my two cents: With assefs of 31 Tnllion in minera
wealth - operational pricrity's should be given to: 1] map 2] protect 2] s2ll the mineral rights to enable Afghanistan to be left
to if's own device's. Mothing at all against COIM, but in the abzence of any alternative being publicly dizcussed, this is mine;
Cplan Mine Sweep. Fthe enemy are so tough, let them muscle in on legitimate business related activity, ike everywhers
else inthe world does, of which there will be a substantial amount. The pecple will ook up io people who succeed, have
infuence, and generate abundant financial activity. Mot anarchisis, thugs and charlatans. History shows that money
conguers all, and a trilfion bucks, propery utilized over time, should be enough in the timstable allotted by our civilian
leadership.

-JD LaViola, North New Jersey

GI22/2010 9:42:41 PM
Diplomatic . . - Mo. Appropriate in this context or medium . . No again. Straight up honest . . Yes indeed.
- Mike Allen, Mew York

6/22/2010 5:01:56 PM

The statement by Sec. Gates speaks of "unity of purpose” and supporting our froops and allies. lwoukd remind you that in
2009, Gen. MceChrystal asked for more troops. The response from the civilian lzadership took weeks and resulied in fewer
troops than he requested. This delay and rebuff to the general's request illustrated a total lack of unity and support. The war
in Afghanistan has besn under-resourced from the beginning with the result that the ALQaeda lsadership szcaped and the
Taliban iz as strong in some pars of Afghanistan as they were nine years ago. Pleaze demaonsfrate the support and unity
wou call on from others. Don't micro-manage the war from Washingfon. Put pelifics aside and give the general and the
froops what they need.

- Bert Harwel, Birmingham, AL

6/22/2010 B:16:10 PM

Eis good that you, as Defense Secretary Mr. Gates, stand behind the Generalin this regard. We are cumently inwar atatus
which mamy civilians {or pecple that do not have an understanding of our history - military or otherwise) do not comprehend.
We need to stand together as a nation unified so that we do not succumi to any regue nations or termanst acts. Some of us
that surdived 911 do still remember and hener all that the military sacrifices on our behalfl

- Drew Hodgdeon, Kansas City, MO

Figure 3: Comments from DHS’s Blog Post on McClakstiResignation.

As the majority of comments illustrate, the articleited some debate, though no
one talked back or with one another; they were spiaking to DOD. Nonetheless, the
article did garner some thought-provoking comments.

Official Website

The post on DOD’s website about McChyrstal’s reatgm includes many quotes
from President Obama and also does not give spaafbrmation. For example, it
includes a quote from President Obama that elad®@t McChyrstal's service to the

country, especially in Afghanistan. He goes onagpthat it was not a personal decision
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and the reader finds that the language in the gaatery formal and contains jargon:
“War is greater than any one man or woman, wheth@ivate, a General or a President.”
Next, President Obama invokes national securigpjoeal to the reader’s emotions by
stating, “We are going to break the Taliban’s motaen..we are going to build Afghan
capacity...we are going to relentlessly apply pressn al-Qaida.” It is not clear how
these declarative statements about the futureergdate resignation of McChyrstal.

Again, an appeal to emotion is made with the foilfquote from President
Obama, “I've got no greater honor than servingoasnsander in chief of our men and
women in uniform, and it is my duty to ensure thatdiversion complicates the vital
mission that they are carrying out.” This statencamitains numerous words and phrases
to invoke emotions: “honor,” “vital mission,” “stngth and greatness,” and “come
together as one.” The piece ends with Gates’s m@nithat there is nothing more
important than winning the war on terror. This &ystrong, direct way to end and can
be seen as justification for calling for the Getienasignation.

Blog Post

The corresponding blog post related to this isstiBlcChrystal Resigns,
Petraeus Nominated.” The author is not given fergbst. The entry is also rather short;
about 5 sections or paragraphs. The blog entry exaerpt of the communication found
on the website. In fact, the reader is given almgo back to DOD’s website for more
information.

The post uses many of the same quotes from Presileama and also uses

vague language. In addition, McChrystal is notgtibject of the majority of sentences; in
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many instances President Obama is the subjecttaegoint “the decision”

McChrystal made is a subject. This shifts the facuthe President and the decision, and
removes the focus from the actual call for resigmatMoreover, the post closes with two
guotes from Obama. He says that McChrystal's condoes not meet “the standard set
by a commanding general and it undermines thei@nvgdontrol...the core of our
democracy system and erodes trust that's necefsamyr team to work together to
achieve our objectives in Afghanistan.” These st&tas contain an immense amount of
jargon and yet again the reader’s focus is shifted.

It is not surprising then that there were no comtsien the blog post. It was a
recitation of the website which used formal langjagumerous quotes from the
President, and constantly shifted focus. Whilephesss release did encourage some
commenting even though the language was simildrarblog post, the users were not
engaging in rational-critical debate. In additiorstead of using the blog as a tool to
inspire a discussion concerning dissention withearhilitary, DOD chose to lift the
website material and therefore created a commuaic#tat served only to impart

information to citizens.

Detailed Analysis: NATO Presence in Afghanistan
The next set of communications concern the presehATO in Afghanistan.

The communications come from two platforms, DOCff&c@l website and blog. The
website and blog post treat the subject differeatigt provide balance: the website gives
a high-level overview and the blog post is fromAamy General who provides an

assessment of the effort. In addition, the welmtamunication appears to have been
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intended for military personnel, while the blog pass aimed at citizens. However, the
perspective in the blog post did not stimulate esation since the language did not
encourage civic participation; instead the reagisfthe General having a one-way
conversation. The following table compares the lagg found on the website to the

language in the blog post.

Table 3: Comparison of Analysis for NATO Presenceni Afghanistan Communications

Official
Website Blog Post

Use of informal language

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples
Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

Use of appropriate subjects
Use of authoritative author °
Use of commenting n/a
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Key:
e Greatly used
o Moderately used
o Not used at all
Official Website
DOD'’s webpage for this topic serves as a reposiirjinks to other pages on
DOD'’s website that discuss the issue. Thereforeptye presents many different ways

to learn about the mission by clicking on links @wihg outside of the page. It also does

not have much text and the information is high-lglat the tone can be gleamed from
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the captions (see fig. 3): this mission is extrgnoebanized, it is very serious, itis a
positive mission, and there is a sense that ttessintended to prepare service members.

It also uses images to convey the importance offrtission.
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Figure 4: Screen Shot from DOD’s Website.

As previously mentioned, the site seems to be rffaorgervice members than
citizens. For example, there are links relatedaming with titles such as “Police
Recruiting Challenges in Marjeh” and “The Importamd Religion in the Fight for
Afghanistan.”

As shown in the figure, the middle of the page aord a large headline “NATO
Training Mission-Afghanistan Headline News” andaggke picture of a man in a
camouflaged uniform. This picture works to illus¢réghe seriousness of the mission and

helps the reader gain personal attachment. Inieghgtthe website allows the user
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options to connect with the troops via social medas. For instance, a user can “tweet”
to troops.
Blog Post

The blog post on DOD Live is titled “NTM-AfghanistaSix-Month Assessment”
and is written by US Army Brigadier General Garyt®a who is the NATO Training
Mission Afghanistan deputy commander. Throughoetgbst, the author mixes both
formal and informal language. He also frequenigsijargon and makes an effort to
invoke authority as a way to establish credibility.

For example, the post begins informally, with tiiehar giving his title and
stating that he is responsible for training thelfsig army. Next, he says that he is going
to give the “180-day assessment in terms of thémégse themes are central to his
post. In addition, when he discusses training, hesboth formal and informal language
while explaining the approach. First, he says thatapproach to training has been
changed. The training is no longer focused on primduquantities of individual for the
army, now there is “an eye toward quality.” He sdtl*standard-based training.”

He also uses “we” in numerous cases so that itaapgee is speaking on behalf of
DOD, which helps to establish credibility. For exae) he says “we’ve reversed the
negative, in some cases stagnant growth trendstretdwe in conjunction with the
Afghan leadership have reversed the trends inrting.& Not only does the reader get
jargon in these phrases, but they are also vagei@ld® does not provide numbers for the
trends. In addition, he goes on to say that theyavas not growing at the rate to meet

the objectives and that now there are positivedsen all the numbers. The reader does
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not know what objectives is he referring to antl ddes not get any more information
about the trends.

Next, he ends the post with stating that it hasilzeehallenge to ensure leader
development, but that he has been making improvesmee further clarifies this by
saying that it takes “experience” and years ofiserto create an “effective leader.”
Since this is an assessment, one would expecetmB@mation detailing how many
leaders there are and their titles. However, helsistates they are working to reduce
the deficit. In addition, he added that “we lackustainment capacity in the Afghan army
largely due to the order that we have created@efstructure in the army, and the
creation of service support units are in the futuitas unclear what actions are being
taken to create service support units and if tieegetimeline. Further, it is unclear how
this addresses his initial challenge.

As demonstrated, this post uses a lot of jargondaed not provide any specific
detail. Furthermore, the author is invested inldistiaing his credibility throughout the
post. While the blog appears to offer a differgmgraach than the website, the language
in the post shows that DOD was yet again pushsgléa out to citizens in an attempt to
sell a message. Therefore, DOD missed an oppoyttméngage citizens in a discussion
about the effort in Afghanistan and present a fowimere it could have received

feedback, as demonstrated by the fact that it dideteive any comments on its blog.

Detailed Analysis: DOD Response to BP Oil Spill
The next set of communications are concerning tiveignment’s response to the BP

oil spill. Both communications | reviewed (an oféicpress release and a blog post) about
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the oil spill are vague, but the blog post is gaifaarly lacking in detail. As demonstrated,

a lack of specific detail and the extreme use @fga did not foster a space where

rational-critical debate could occur. As a redhits seemingly controversial blog post did

not receive any comments.

The following table compares the language in tlesgrelease to the language in the

blog post.

____________________________________________________________________________________________________|
Table 4: Comparison of Analysis for DOD Response tBP Oil Spill Communications

Official Press
Release

Blog Post

Use of informal language

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples

Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

O|O|e|@e|[OC e @ |@®
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Use of appropriate subjects

Use of authoritative author

[ BNo]

[ BNo]

Use of commenting

Key:

e Greatly used

o Moderately used
o Not used at all

Official Press Release

The official press release titled, “Military SuppoFederal Oil Spill Response,” was

written by Donna Miles. The release does not dtatditle. The release uses jargon and

consistently makes statements without providingosup There are also many officials

presented to the reader throughout the piece.Xample, it opens with an Admiral
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stating that he flew over the “massive oil slick”the Gulf and said this made him
reiterate DOD’s commitment to working “hand-in-g&wvith other agencies. This term
is not defined and the Admiral does not elabor&ie next section is a quote from
another official from a podcast interview whereshgs it is a “tragic event that we are all
focused on and that there is an awful lot of eftorthe part of the entire government to
mitigate this as quickly as we can.” While he mik@snal and informal language that
helps the reader relate to him, he offers no spetétails as to what this effort consists
of.

The next section presents the reader with yet anatfficial, a representative from
Northcom, who discusses aerial spray missions.ig ariedit, he does explain what these
missions entail, but when he talks about futuresiaiss he uses the term “expected” and
does not commit to resuming the missions. The rdaddso presented with more vague
information when the release says that the Navypbagioned equipment aimed at
reducing the impact, but does not offer specifiasueements of how much it has been
reduced. Instead, the only concrete facts are aheutlavy’s resources and not how it
has reduced the oil: it dispatched 66,000 feebohb and 7 skimming systems, and has
used 50 civilian contractors to operate and mairttais equipment. The reader also
learns statistics about the Louisiana National @u@d0 have been called to federal
active duty and there are 5,400 available. As shawimthese examples, the author
avoids specifics of the actual spill and shiftsfiheus to different subjects and facts.

Indeed, these sentences are the first time theréagresented with solid information.
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The next line tells us that the guardsmen are sgnvnder Title 32 authority (that is,
they serve under state control, but are fundediutfirdederal government) but does not
tell us the relevance of this fact. The next secficesents readers with yet another
person, the onsite coordinator for the Coast GURedy Admiral Mary Landry and they
learn that she is reviewing similar Title 32 regedsom states in the Gulf Coast. There is
a lot emphasis on Title 32, but the release doeadudress why this is important to the
effort.

The piece ends with giving the locations of all&@gegtaging areas that have been set
up from “Louisiana to Florida to protect sensitsleorelines.” This is a passive sentence
and the piece ends as it started—very vague. Funtire, there were no comments on
this press release.

Blog Post

The corresponding blog post is titled, “Oil Upddtdl Hands on Deck’™ and the
author is lan Graham. The reader is not givenitiesdr biography. The blog post is
filled with many qualifiers and hedging. For examphe first section states that BP and
government officials say they are moving quicklytog the holes at the source of the
spill, but says, “While states along the Gulf ane tederal government work to keep oil
off their shores...BP is taking action.” Attentiondeflected away from BP and onto the
actions of the government, even though the poitlh@farticle is presumably about
plugging the spill. Moreover, another official sapat every available measure is being

taken to minimize the impact of the spill and thhits is an all-hands-on-deck response.”
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The reader never learns about the measures apthtage of the title gets repeated
without being explained.

The piece also has several sentences that progsgigve information first and then
come to the point (which is in fact negative). Egample, one section introduces the
reader to Doug Suttles, COO for BP, and says bHwaflow of oil has not been reduced
after learning that “work was going on currentlgttiivould ideally plug one of the
holes.” He also explains that more containers piwa the oil will be ready in the
following days, but he could not say exactly howrsoSuttles consistently uses vague
terms such as “ideally,” “couldn’t say,” and “eveally;” however, this may be
overlooked since the author is quoting the COO wshatearly an authority figure. This
appears again when the release discusses thesdispehemicals and says that concerns
have been raised but that the lead science cooodifta the National Oceanic and
Atmospheric Administration said studies showed thatbenefits of the chemicals
outweigh the possible negative effects the chemicaly have. It quickly glosses over
this information and once again uses vague tersmneg,” “possible,” and “may.”

Yet again, the blog post contains a link to thecadf press release about the
military’s response and to the website dedicatetieéaesponse. It is interesting that the
reader is sent away from the blog post to get §penformation and can only gain
vague and high-level information on the blog. Tioisic was handled similar in both the
press release and blog post: the reader is intembitaecmany officials and topics, but the
point of each communication is never articulatéekduld seem a topic such as the oil

spill would have received attention on DOD’s blbgwever, the post was fashioned so
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that citizens were not provoked to respond becthese was nothing definitive being

said.

Detailed Analysis: Stop Loss Pay for Service Member s
Finally, I reviewed communications surrounding slimgs pay for service members.

These communications come from three platformsfcial press release, DOD’s
website, and DOD'’s blog. Each platform does offeigmificant difference in the
treatment of the subject; however, the languagmoh set of communications,
particularly in the blog, consistently avoids tloeual subject of stop loss and therefore
misses an opportunity for civic participation. bhidétion, the language concerning the
procedure to receive pay is also vague in placeshwdan lead to confusion. The

following table provides a comparison among thedfplatforms.

|
Table 5: Comparison of Analysis for Stop Loss Payof Service Members Communications

Official
Official Press Releases Website Blog Post

Use of informal language ° o} °
Use of jargon ° ° °
Use of technical language o o o
Use of persuasive images o o °
Use of intentional vagueness o 2] 2]
Use of specific, detailed examples o o o
Use of direct quotes ° ° o
Use of rhetorical questions o o o
Use of language that appeals to o o o
emotion

Use of appropriate subjects ° ° °
Use of authoritative author ° o o
Use of commenting o n/a

Key:

e Greatly used
¢ Moderately used
o Not used at all
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Official Press Release

The official press release is titled “Time Runnidgt for Troops, Veterans to Claim
‘Stop Loss’ Pay” and the author is Army Sgt. 1sa€8IMichael J. Carden. The structure
differs from the previous releases reviewed: ispras a fact and then a quote throughout
release. Also, most of the subjects in the sentewese service members/veterans and
stop loss pay, but stop loss itself was never gestidt seems like the topic of stop loss
may be controversial, so the fact that service negmare not always receiving payment
for when they are stop lossed is not brought tcstivéace. In addition, the press release
uses informal language throughout, which is pogsbl attempt to appeal to service
members. For example, one section states that D&idswwo make sure that everyone
who is eligible gets reimbursed and provides agfr@im Carden, “We only have three
months left...notify anyone you've served with...evamfly members of separated folks
to apply.” In addition, the article then states Qeess authorized a fairly generous
number, so we’re not concerned about the moneyimgrout.”

At the end of the release, the reader learns ®fitkt time how stop loss

happens: Secretary Gates has authority and “s&3) tmops are extended involuntarily
in order to extend military service during a perajchational emergency. He says “the
department uses it sparingly and only when it'oalisly necessary...it's contrary to the
way we operate the all-volunteer force.” This iq#ner casual treatment of the subject: it
is told in an offhand manner at the end of theaste For example, the sentence says that

the Army is the only service that has current $¢ss troops but it is on track to have all
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involuntary service ended by March 2011. This seenp®rtant, yet it is buried in the
release. It ends with a final quote: “stop losa mechanism of last resort...the Secretary
has made it very clear...he wants the services nasécstop loss at the current time.”

Official Website

DOD'’s web page about this topic is titled “RetreaetStop Loss Special Pay:
Those Eligible Must Submit a Claim by Oct. 21, 20Most of the information
presented on this page is straightforward and &hcsuich as the first paragraph which
sites the act, how much the beneficiaries aredeive, and the time frames in which they
had to have been stopped lossed. Another secBorstdtes that eligible individuals must
submit an application between October 21, 2009@etdber 21, 2010. However, some
phrases are confusing: DOD says that “by law, tieen® authorization to make
payments on claims that are submitted after O¢t2@10.” There is no actor in this
sentence, so the reader does not know who can/carak@ payment. This is ambiguous
because even though there is not a law statingithésaves the door open for some to
think they may receive payment nonetheless. Intexidithe site tells the service member
to choose the appropriate method for submittingrdaand to find out this information
he or she must go to another website that corresptanthe service. Finally, it is noted
that the documents provided by the link are examatel they may not be
comprehensive.

The page also offers a interesting feature thimusd on many social networking
sites: “tell a friend.” You can click on the lin& supply an e-mail address of a friend and

send them to this page. This is helpful becausphblds conventions and may be
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familiar to users. However, it is noteworthy thiagite is not a place to comment or submit
guestions on this site. In addition, the inforroatis scattered in many different places,
instead of being a central repository for the infation. It mostly sends the user out to
different places. Also, for a website of this natuhe tone is unusually formal, such as
citing the act and using terms like “individual®ute to the redundancy in topics and
inconsistency in language, it feels like this pages pulled together from numerous
sources and was not created in a cohesive fashion.

Blog Post

The blog post about this subject is titled, “ReceMRetro Stop Loss Payment,
Solider Shares Story” and the author is Mr. ThoBigslin. The reader learns that he is a
veteran and now works for FEMA. The post is writterfirst person, which is not
common on DOD'’s blog but is a convention of privialiggs. It begins with his story: he
was going to be retroactively paid for one yeat tHeawas stop lossed while being
deployed to Irag. He said his initial reaction whaet “this was not going to be easy” and
that “he would never see the money.” This helpgdaeler relate to his situation and
sympathize, therefore he gains trust.

He then details how he completed the form online usles very informal
language. For example, he says, “the website tisa’tanciest, but no harder to deal with
than filling out other paperwork.” He uploaded anfio(he called the form DD214 with no
explanation, assuming the audience would know wistwas) and said that the site
stated he would need his memo stating his retirémvas denied, but he “simply”

skipped that part and provided the informationHaught would be needed to prove he
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was stop lossed and then he “crossed his fingé&hss’is very vague information and
does not tell the reader how to navigate the system

Next, the reader learns that in the meantime heseasa link to a Facebook page
that was set up to handle stop loss pay. Thigesasting because he does not say who
sent the link and why DOD is using Facebook in béits website. This assumes that all
of the users have a Facebook account. However,ithggessed” him and he said it
seemed like someone was following up on “folk’siss’ and giving them helpful
information. He says that the Facebook page haxb‘isiss folks that were more than
upfront and told you the best way to get your clanocessed.” He said two months later
he received an e-mail that his claim was foundeteddid and shortly thereafter the funds
appeared in his account. He says “grand totatidktabout 30 minutes of his time. In the
end, he decides the process was easy. As illugfridite author uses very casual terms,
possibly as a way to relate to people who may Inestees with the process. He is
believable, but it also comes across as a way it garvice members who find the
process is complicated; if he can navigate theegsysso can they. Again, there were no
comments on this blog post.

This blog post is DOD’s best example of how it mbidly can use social media
to engage citizens. It is told from the veterarésspective and uses informal language.
However, it is really giving instructions (and nary good ones) instead of discussing a
subject. In fact, where there could be potentidddee debate about stop loss in general,

the blog, like the press release, avoids it andsgls over it. This could have been an
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opportunity for citizens to come together to discg®p loss and come to a consensus

about the topic.
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CHAPTER 7: DEPARTMENT OF HOMELAND SECURITY’S USE GFOCIAL
MEDIA

The Department of Homeland Security (DHS) alsorws/et begun to fully engage
citizens on its social media sites—the Blog @ H@nelSecurity and the Leadership
Journal (also a blog). While there is significantipre user comments on DHS’s blog
posts than the Department of Defense’s (DOD) blogjg a review of both DHS’s blogs
and four sets of communications appearing on thgslill illuminate the ways in which
the comments and interaction does not constitutatde Furthermore, a comparison of
the language found on the blogs to language fonm@HS’s official press releases and
website will also show how the department distrsuts official message using social

media instead of promoting participation.

Analysis of DHS'’s Social Media Sites
As previously mentioned, DHS has two blogs. The maomications | reviewed came
from both blogs because a topic was generally @mven one blog or the other, but not
both. The first, the Blog @ Homeland Security, Ypdes an inside-out view of what we
do every day at the U.S. Department of Homelandi®gc The perspective of this blog
comes from the different components of DHS andésgnted as a collective voice of the

specific agency. Overall, this blog is user frigndhd differs from the traditional blue
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and white color scheme. It also differs from corti@ral blogs as the posting is

inconsistent, with an average of about two posteath.

The Blog

@ Homeland Security

DHS Statement On Increased Security Precautions

*As a precaution, DHE has taken a number of steps 1o enhance security. Some of thase security

maas ures will be visible whik others wil net, The publiz may recegnze spacfic enhancaments inc luding
heighiened sare screaning and ackitonal securty at aiports. Passangers shoukd continue to expact
an unpreclictable mix of security Byers that incluck expiosies trace detaction, achianced maging
technokdy, canine teams andl pat ciowns, among others. As always, we ramind the public to remain
wigihant and report suspicious activity 1o kbcal w enforcement” o

Labels: aviation security, fravel security

Teatn @ 1:41 PM

Official TSA Statement on Suspicious ltems Onboard Cargo Flights

'The Transportation Security Administration (TSa&) is aware of and monitering reports of potentially )

suspicious tams onboard carge flights that lanckc safaly at Mewark Liberty and Philacklphia DHE Statement on Insmased Securty
Intarnational zirnrt an ahnnrtane of £ ks the Ommsiininims bt tiie oAVOHE b 2o

e i e e rarebe, e st

Figure 5: Screen Shot of the Blog @ Homeland SscsitHomepage.

As illustrated, the header incorporates more ads@waesign elements. For example,
the colors green and black are used and the wadths Blog” are splashed across the
background on the left side. The right side offikader has a logo, but it is abstract. For

example, it is quite large and off center so thatuser only sees part of a circle.

The layout under the header is traditional sineghilog posts are on the left side and
the extraneous items are on the right side. Sipadifi the right side contains links to the
archive, e-mail alerts, RSS feed, a place to readrtost recent Tweets from DHS,

previous posts, and links to other blogs withineied government (similar to a blog roll,
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but not titled as such). In addition, there wasmphasis on graphics in the posts and

almost every post contained at least one graphic.

Under the posts are three sections that remaiic stathe bottom: “More About the
Department” (which links back to a select few page®HS'’s website), “Authors”
(which has a dead link titled “The Team”), and “lonfant Notices,” which includes a
comment policy, the privacy policy, and terms of (with a link to a very detailed,
lengthy document). While it is common for blogsctmtain links to other pages within
the blog that supply more information, they usuditynot take the reader outside of the

blog and to other websites as DHS'’s links do.
The second DHS blog is theadership Journal, which is described as:

“a forum for Homeland Security Secretary Janetdliggno, and key DHS
officials, to share news and insight. It bringsi yoser to the people and policies
working to keep our nation secure, build a culfreeadiness, enforce our
immigration laws, and unify our department. Andvélcomes your thoughts.”
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Figure 6: Screen Shot of the Leadership Journabsndpage.

The Leadership Journal has a similar design to Bk\&bsite, using the same color
scheme, logo, and a similar layout. For examgte, tihe website, there is a large border
of blue that goes around the text in the middlectviis mostly black and white except
for links and title headings. It is a very simg&aightforward design with no graphics
on the homepage other than the logo. Occasiorfahetis a small picture associated

with the entries.

As shown in the figure, the heading is in largetevetters, which is also very similar
to its website. The entries on the left side ofghge and are listed by date, again
following the conventions of a blog. The entries asually a few paragraphs long and
they almost always provide links back to DHS’s wihsT'hey are also signed by an

official who wrote the entry. At the bottom thesea section that lists each “label” that
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applies to the blog entry and links all the enttagether with the same label. These
entries are located on one page. There is a pfao@iment at the bottom of each entry.
When selecting the comment section, the user isadathat the site uses “comment
moderation” and all comments are approved by tbg bloderator. Furthermore, the site
asks the user to choose an identity, but he ocaheselect “anonymous.” This could

possibly deter users from commenting freely.

As with DHS’s other blog, the right side of the pagovides a place for users to
subscribe to the blog, a list of previous entréeg] an archive organized by month and
year. However, this blog also offers a list of cdmitors and their titles as well as links to

their page on DHS’s website.

The posts on the site are very sporadic, with amage of two posts a month.
However, sometimes there would be a post withindays of another post. It is not
evident what drives the posting, but certainlyneavas not subscribed to the e-mail alert
or RSS feed it would be hard to follow the posting.

Detailed Analysis: Secure Flight Program

The topic of the first set of communications is @ed-light (a Transportation
Security Administration (TSA) initiative) and comigem the Blog @ Homeland
Security, DHS'’s website, and an official releasa.te whole, the blog post offered a
different perspective from the official press rsle@nd website, but as this section will
demonstrate, the blog did not function as a pupiwere. While the blog post generated

the most comments thus far, the users were nohgmepportunity to weigh in on this
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subject. They were simply presented with an acmerd of the department after
decisions were made and left to comment. As atdbelre were many negative
comments but there was no action that could bentdkarthermore, the only real
information about the program was on the websiterat contained in the blog post or
press release. While the language on the blog vifesemt from the press release and
upheld some conventions of a blog, the contentssasague that it did not generate
rational-critical debate. The following table oea comparison of the language on the
blog to the website and official press release.

____________________________________________________________________________________________________|
Table 6: Comparison of Analysis for TSA Secure Fligt Communications

Official
Official Press Release Website Blog Post

Use of informal language o o} °
Use of jargon ° ° o
Use of technical language o ° o
Use of persuasive images o o o
Use of intentional vagueness ° ° °
Use of specific, detailed examples o o o
Use of direct quotes e o o
Use of rhetorical questions o o e
Use of language that appeals to ° . °
emotion

Use of appropriate subjects e e °
Use of authoritative author . o o
Use of commenting n/a n/a

Key:

e Greatly used
o Moderately used
o Not used at all

Official Press Release
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The title of the press release is “Secretary N&odi Announces Major Aviation
Security Milestone,” with the byline “DHS Perforrhi®0 Percent Watchlist Matching for
Domestic Flights.” The release uses many vaguespbrand does not present specific
information. The author assumes that the audielneady has knowledge of the
program. In addition, the reader is presented muimerous quotes from the Secretary of

DHS that serve to establish credibility so thatlera will not question the information.

For example, the opening paragraph restates te&dhretary is announcing 100
percent of passengers are being checked againdtlistd for TSA’'s Secure Flight
program. The reader has not been told what Sedigiiet 5 or what it is intended to
prevent, but is presented with a statistic. The he& says that this is a major step in
fulfilling a key 9/11 Commission recommendation,igéhis backed up by a quote from
the Secretary and Secure Flight is the subjecbth bf the sentences of her quote. She

also uses vague phrases, such as “one of our ragesslof security,” “leverage to
protect,” and “coordination with partners.” Thedeais finally presented with a
description of how the program works in the follagyisection and is also told that the
program is positive because it (1) facilitates sed¢ravel and (2) helps prevent

misidentification of passengers with the same naswhose on the list.

In the next paragraph, the reader is offered amaphete from an official from the
Air Transport Association, further establishingdilelity. The reader learns that this was
a positive outcome for both the airlines and TS#AJ that the two performed

“collaborative” work. The quote also says that pinegram used a phased implementation
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so that the transition from airlines performing theck to TSA performing the check
was smooth. This information does not seem reletcanhderstanding the new process

and is directed at the wrong audience.

The next sentence offers more explanation of tbeqws: 99 percent of
passengers will be cleared to print boarding pagskeme; however, if passengers
match the list, they will be “subjected to a se@mydscreening, a law enforcement
interview, or prohibition from boarding the airdradepending on the specific case.” This
is really what Secure Flight is intended to do, thetmessage is obscured by placing it
within the message that DHS is now performing tlagciist matching. This is the

information that citizens need to know, but it cantest, almost as an aside.

The last takeaway is that TSA began implementirau&eFlight in late 2009 and
that all international carriers with direct flightsthe United States will be using it by the
end of 2010. The reader does not know what kinchphct this will have. To be sure,
this release was intended for an audience who arasgiar with Secure Flight and its
history. It seemed like an update; however, ihtsriesting that some information for the

layperson gets discussed in pieces throughout.
Official Website

In addition, DHS has a page on its official websiiat discusses Secure Flight.
However, there is not a specific page that dedls thie issue of TSA conducting 100
percent of watchlists matches. The page providaghalevel overview of Secure Flight.
For example, it states the goals of the programpaesients a bulleted list of what is
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required by airlines and passengers to comply &gbure Flight. Though this
information is described in both the official preskease and in the blog posting, it is the
first time that it is communicated succinctly. Tieader also learns on the website that
there is a program in place that assists peoplebeheve that they were misidentified
and have been delayed or denied boarding of ara#tirthis information is not in the
official release. In addition, Secure Flight isgeqpriately) the subject in the majority of

sentences on the page.

Homeland
/) Security

Secure Flight Program

Secure Flight is a behind the scenes program that streamlines the watch list matching process. Administered by the Transportation
Security Administration, Secure Flight will require all airlines to provide:

* apassenger's name as it appears on the government issued ID they plan to travel with,
+ date of birth,

o gender, and

* known redress number (optional, assigned by redress process).

Any passenger who believes he/she has been delayed or demed boarding: delayed or denied entry into the U.S. at a port of entry; or
been subject to enhanced screening or inspection may seek redress through the DHS Traveler Redress Inquiry Program (DHS TRIP).
DHS TRIP provides a single portal for travelers to seek redress for adverse sereening experiences and to resolve possible watch list
misidentification issues.

Figure 7: Screen Shot of the Secure Flight Pag®HI$’s Website.

Below the introduction, the user is presented aitiroup of links that go to
TSA'’s website for more information on the prograkgain, this is an extremely high-
level and straightforward overview, but is usefatause it describes the program. In
contrast to the press release (and the blog pagilldse discussed), there is minimal

discussion of authority or use of phrases meaapf®al to emotions.

Blog Post
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Finally, the blog post (which is cross-posted fré8A’s blog) is titled, “Secure
Flight: TSA Now Performing 100% Watchlist Matchifay Domestic Flights” and is
written by “Blogger Bob from the TSA Blog Team.” &@eader is not given further
information about Bob, but clearly this title isrtake him seem more personable. It is
written in the first person and immediately usethpa to pull in the reader when he says
“I'm happy to announce that TSA is performing 10@#tchlist matching.” He then asks,
“What is watchlist matching?” which helps readesiate to him because it appears as
though he is on their level. He also uses infodaraguage, such as “rolling out” and
“we’ve been blogging.” Overall, this is very shpdst, just four sections with a total of
seven sentences and one rhetorical question (sime of the only examples of a blog
to use this device). Appropriately, Secure Flighswhe subject in the majority of
sentences. In addition, the post places emphasishahTSA has achieved and
subordinates the airlines’ role and the fact thaytused to perform the task. Finally, the
author provides links to obtain information outsafeéhe blog post, such as on DHS’s

website.

When | reviewed the blog post, there were 91 coms&ixty-four of the
comments were negative or critical and only 3 comis\evere positive; 24 of the
comments were not related to the topic, were not serious, or contained nonsensical
language. Many of the comments contained argunagamst the program by providing
sources and what appeared to be researched evidedklition, there was an overall
concern about Secure Flight. The following scrdest shows of some of the negative

comments that illustrate citizens’ concerns abaau®e Flight:
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- Sandra Saiul...

Baob, how many dedicated terrarists travel under their given narmes with
ID/passports issued in those names?

"Mone", yvou say? Then how will this program be effective? It serves only
to harass innocent individuals.

June 11, 2010 5:52 PM

= Anomamous Said...
wow, and it only took 8 vears and some change to start daoing it. Good
job!
June 12, 2010 7:38 AM

= Anomamous Said...
So Baob, if TSA properly screens passengers then what difference does it
make who flies?

Spending taxpayer's money just to inflate your agency's power base is
obscene,

June 12, 2010 9:06 AM

= Anomymous Said...

Zo now that TSA says they are doing "100% watchlist matching” for
domestic flights, does that mean the TSA4 PR machine will guit deflecting
blarme when innocent passengers are delayed and harassed due to the
blacklists and when the redress system proves to continue to be useless
and ineffective?

Just curious, You can't have it both ways, So it's beyond time to guit
blaming the airlines and innocent passengers for their problems.

Figure 8: Screen Shot of User Comments from Sdeligbt Blog Post.

In addition, a user named “Happytohelp” replieddonments on behalf of DHS
three times; however, he only responded to theegsatith what seemed like official facts
(see fig. 9) and did not comment on the questiooerbroad in nature that challenged
the program. Therefore, there were many more issnggjuestions directed at DHS that

he did not reply to.
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BHanm{TuHeln Said...

adrian said...

"the names also come from the United States Marshal's Service Warrant
Information Metwaork. I assume that's not actually a watch list of
terrarists, but a list of people with outstanding warrants, This is really
about turning the airport security checkpoint into a dragnet.”

The Mo Ay and Selectee Lists are based on ail the records in the TED8
and the Mo Fly and Selectes Lists represent the subset of names who
mest the chiterz of the Mo Ay and Selectes designations. However, a5
recornmended by the 2711 Commission and a&s required undsr the
IRTEA, TEA may use “the larger set of watch iists malintained by the
Federal government” when warranted by security considerations. For
example, TE4A may learn that fights on & particular route may be subject
to noreased secunity visk, Under this civeumnstance, T54 may decide to
COMmpare passenger information an some ar all of the fights on that
route against the full TSO8 or other government databases, such as
intefiigence or law enforcernent databases, Thus, T54 defines “watch list”
for purpases of the Secure Flight prograrm as the No Ay and Selectes List
components of the Terrorist Screening Database maintained by the
Tervorist Soreaning Center, For cevtaln fiights, the “watch Nst” may
inoiude the larger set of watch fists maintained by the Federal
government a5 warranted by security considerations,

49 CFR Parts 1540, 1544, and 1560 Secure Flight Program; Final Rule

Figure 9: Screen Shot of DHS Responding to Userr@emts on Secure Flight
Blog Post.

This blog post was one of the better examplesH$B use of social media to
promote discussion. There were many comments apomses to the issue. However,
although the blog post used informal language aasl wot as vague as the press release,
there is no indication that DHS will collaboratethvcitizens about this issue and take
into consideration some of the concerns with tlog@m and watchlist. Yet again, DHS
was using the blog as a way to disseminate its agesabout Secure Flight and to try to

persuade the readers to buy into the message.
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Detailed Analysis: DHS’s Response to BP Oil Spill
The next set of communications is about DHS’s raspdo the BP oil spill in the

Gulf Coast. The section presents analyses of conuations from three platforms: the
Blog @ Homeland Security, DHS'’s official websitagdahe official press release. All
three communications use relatively formal language numerous technical terms. In
fact, as the following discussion will demonstrdte blog post is a presentation of
similar facts from the website and press releaselymbeing presented in a different

platform. The table provides a comparison of timgleage from all three platforms.

|
Table 7: Comparison of Analysis for DHS’s Responst® BP Qil Spill Communications

Official
Official Press Release Website Blog Post

o

Use of informal language

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples
Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

Use of appropriate subjects e e
Use of authoritative author ° o
Use of commenting n/a n/a

[ BNCHN BECEN NEOEN NN NN
e O(O|O|e0o 0|0 @
®@(O|0O|0O|®o|®|@®@|@®@ O

olo|®

Key:

e Greatly used

o Moderately used
o Not used at all

Official Press Release
The title of the press release is “Top AdministratOfficials Discuss Ongoing Oil

Spill Response with BP Leadership” and it did n@tdnan author. The press release does
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not provide much specific information and insteadsihedging and vague terms. In
addition, there is a strong emphasis on peopl@gitipns of power that attended the
meeting being discussed, which works to distraetréader from the real issue of the oil
spill.

For example, the beginning of the press releasesdgive names of the agencies and
leaders who met with BP officials on the day ofttelease. The next section reiterates
the names of the participants of the meeting agaithey are the subject of the sentence,
and states that they requested an update conca@Risgplans. The focus shifts to the
important people at the meeting instead on thesaientioned plan. Finally, the
following section also uses the administration atieer federal agencies as the subject
and in the closing presents a full, bulleted listhe participants of the meeting. This is
the third time the reader is learning these names.

The release also states that the purpose of teéngeavas to discuss the response
effort and receive an update on BP’s mitigatiomplEhe plan is for “potentially”
affected Gulf Coast states. The use of potentialligteresting here, especially since it
was well-known which states were affected. Usingeptially lightens the sentence and
makes it seem as if the department is hedging.

The reader learns in the next section that thesels have participated in an “all-
hands-on-deck” and “relentless” effort responsecesi‘day one.” This is a vague
description of what they have actually accomplished there are no specific examples
given. In addition, in the closing of the reledse teader learns that BP is accepting

claims through this command statement: “PleaseBf2i$ helpline.” However, there are
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no guidelines concerning who should call and whay tshould expect. The last sentence
in this section does provide a link to the typesaiages eligible.

Last, it is particularly interesting that the redeaises the words “coordination and
communication” three times. Since the release tegha phrase so many times, it may
coerce the reader into believing that the departmsgoroviding sufficient coordination
and communication, when in fact this has not be¢ated directly or verified.

Official Website

DHS also has a special page dedicated to theibdibsats website. This page
provides an overview of information about the gillsand is more high-level than the
two other platforms. However, it also contains v@aguormation and hedging. For
example, one paragraph explains that the oil spitlynamic” and it has been a
challenge for both private and public sectorshéintnotes that the American people have
guestions about the crisis, which is stated as Tdwt proceeding section states that
National Oceanic and Atmospheric Administration Aagebsite intended to answer
these questions which will provide “clarity” anaddhsparency,” and is a “one-stop-shop”
and “near-real-time.” There is an abundance ofalvague words, so much so that
overuse of them becomes glaringly obvious.

The website also uses images to appeal to userexBmple, it has a picture of an oil
rig in the ocean with multiple structures and gshirrounding the rig. The picture does
not have a caption. The user is to assume thaistkie Gulf Coast and the area where
the spill took place; however, it looks like thisutd be anywhere drilling occurs. In

addition, there is no action going on in the pietand it does not look like a disaster area
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with an oil spill at all. Overall, it is a ratheogitive image for what was a negative

situation.

=View More Photos | Flickr | CG Visual magery

Figure 10: Image from DHS’s Response to Oil SpiigBPost.

The site also contains two pictures of people onast line; in the first picture the
people are simply standing on the beach and ise¢hend picture they are loading bags
onto a vehicle. They appear to be the same peofleth pictures. The reader is to
assume they are performing work; however, it isreatly clear what is going on in the
pictures and could be interpreted many ways. Rintdiere is also a video on the site that
shows the Coast Guard bringing pelicans to a refagth of these images are being used
by the department to appeal to the users’ emotions.

The site also poses a question that asks: “WHhthei hurricane do to the oil
slick in the Gulf?” The use of a question getsuker’s attention, but as the answer only
focuses on what may happen to the oil it does rmtige a definitive answer. For

example, all of the statements have qualifiers sigcfiwhich can help,” “may” (used
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three times), “difficult to say,” and “depend gigdtThe answer does not tell the user
specific information.

Blog Post

Finally, the title of the blog post concerning thikspill is “The Ongoing
Administration-Wide Response to the Deepwater BFS@ill” and the author is not
given. However, the reader learns this post isgrexpby the Joint Information Center
(which immediately establishes authority) and thé& particular posting only reflects
what has occurred in 24 hours prior to postingsfust is a synopsis of additional action
taken in response to the oil spill. Overall, thegei is quite long and organized into eight
different sections. Similar to the press releaskvaebsite, the post contains vague and
technical language

For example, the subject of the first section dbssrPresident Obama'’s second
trip to the Gulf Coast and states that he is “assgs and “mitigating” but what this has
accomplished is not mentioned. The reader alsodghat “there are also many of the
brightest scientific minds both in public and ptevaectors there.” Again, no specific
information is given.

The post also uses statistics to put a positive apithe topic. For example, one
section’s title, “Fishing restrictions are Expangdktbre Than 77 Percent Remain Open”
is presented in a contradictory manner that maatpslthe percentage. The title states
that the restrictions are expanded, but it doegamnts on the percentage that is closed;
instead it states how much is still open. The imfation in the section does go onto say

that the closes area represents 54,096 square mibledh is “slightly” more than 22
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percent. It then reiterates that this leaves rtitaa 77 percent of waters available for
fishing and this is a precautionary measure to rensonsumer safety.

In addition, the post has a bulleted list of “nums® date.” The list contains the
amount and types of vessels responding, boom, heehmil-water mix was recovered,
and how many gallons of dispersant that has beployled and is available. The last
bullet is about how many staging areas there alendnere they are located. While this
gives concrete facts, it does not give evidenaexamples of the stated facts. It is also
written in a very positive tone; one statement f&suon the higher percentage and
another uses words like “quickly” and “dispersatitdoes not give any information
about negative statistics, such as how many obgslleaked or how many people the
spill has affected.

The next section marks a drastic change in topictane as the reader learns that the
Small Business Administration is giving out assistaloans. Not only is the section
itself interesting because it is unclear and propabt helpful to those who need
information about the loans, but it distracts readeom the information about the oll
spill. This section makes the post seem hasty aued @n effect of a document that was
pulled together from several sources instead atewriin one voice.

The post also uses a lot of technical languageowttbxplaining terms and concepts.
For example, it discusses certain instrumentstii@gagjovernment is using in the response
effort, but only says that they will aid researcher monitoring. It also discusses an area

that will be closely monitored, the Loop Currenit does not give any further
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information. This is a very brief section and asearthe reader understands the technical
details.

The blog post is primarily a recitation of the oféil message on the oil spill situation
and is not structured in a way that promotes coliation about the issue. Instead of
posing the issue as open-ended and asking focipation, DHS disseminated
information to the public about selected facts iresy one-sided manner. The author of
this post missed an opportunity for citizens tdipgrate in a discussion about a problem
that was affecting them and use the social mediaiica way to gather ideas about a
solution.

Detailed Analysis: DHS’s Open Government Initiative

The next set of communications discusses DHS’s gpgarnment plan from its
official press release, website, and blog. As tllewing discussion will show, the
website provides the most concrete examples arsgptation of the plan, even though it
also contains vague information similar to the pregease and blog post. In addition, the
blog post does not serve as a public sphere asttd give any specific information
about the initiative as to provide a reader withteat so that he or she may participate in

a conversation.The table compares the three ptasfdreatment of the topic.

|
Table 8: Comparison of Analysis for DHS’s Open Gov@ment Initiative Communications

Official
Official Press Release Website Blog Post
Use of informal language o o} C)
Use of jargon ° ° °
Use of technical language o o o
Use of persuasive images o o °
Use of intentional vagueness o o °
Use of specific, detailed examples © ° o
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Official

Official Press Release Website Blog Post

Use of direct quotes ° ° °
Use of rhetorical questions o o o
Use of language that appeals to o o o
emotion

Use of appropriate subjects e e e
Use of authoritative author . o o
Use of commenting n/a n/a 2

Key:

e Greatly used

e Moderately used
o Not used at all

Official Press Release

The title of the official press release is “Seangtfdapolitano Unveils DHS’ Open

Government Plan.” The release is vague and doesnnaédiately discuss the purpose of

the plan. For example, the first section statesttiaSecretary unveiled the plan and it

“leverages” public input to uphold the three “castene” principles as part of President

Obama’s Open Government Initiative. There is emighalaced on the three principles

and the reader immediately senses they are vergriamg; however, they are not directly

explained. Instead, the reader is offered quotesn the Secretary, such as the fact that

“openness and transparency are critical to ourrggauission and that this is a critical

step allowing citizens to take a more active role.addition, the reader finds that the

word “critical” is repeated numerous times, andré@undancy of it signifies that the

topic must be important but the importance is xqlieitly stated.
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The next section emphasizes that the plan was ajgs@lwith public feedback but
is yet again vague. While this is an interestingoapt, DHS does not elaborate how this
was accomplished or who was involved.

Finally, the release provides a link to the plathatend and also more
information about President Obama’s Directive ammduit is to accomplish. While this is
useful information, it is out of place at the eridhee release since it sets up the reason
why DHS undertook this initiative. However, perhaips is intended to help the focus
remain on the department.

Official Website

DHS’s website provides an overview of the initiatand again uses vague terms
and also incorporates quotes from officials. Famegle, it begins by stating “The Open
Gov directive is an effort to implement the thremgiples that are the cornerstones for
an open government: transparency, collaboratioth pamticipation.” It provides a
sentence for each principle, but the descriptisasiat concrete examples.

The next section highlights DHS’s Open Governméan Rt says that the plan
“encapsulates” the Secretary’s vision for making®sironger and “shrinking” the
separation between government and citizens. IniaddDHS will use “modern
technologies, traditional communication channetsl lang-term and developing
innovations.” It does not give examples or say tomill do this. Moreover, it is ironic
that the department is making this statement whisnciear that it has yet to undertake

this effort.
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The next section states that DHS solicited citimgt for the draft of the plan in
April 2010 and it appreciates all the suggestitias were received, which “informed the
draft.” It also says that input has been archived provides a plan to make it accessible.
To its credit, if this actually occurs, this woudd a step in the right direction. Not only
did the department request input, it may be abf@teide documentation that the input
was considered and incorporated into its plan.

The website does eventually provide examples foh @& the three cornerstone
principles: there are 14 examples for transparefiey, a link to one of DHS'’s
component’s fiscal year 2009 in Review Fact Sh&¢)xamples for participation (i.e.,

community input on Southwest Boarder Fence), aadaBnples for collaboration (i.e.,

“ldeaFactory” and “Virtual USA").

Examples

Transparency

Figure 11: Excerpt from Screen Shot of DHS’s Opendtnment Web Page.

Data.gov Open Government Directive Agency
Datasets

Biormetric Standards Reguirements for US-YISIT
[MPPD] (POF, i) pages - 711 KB)

Iational Processing Yolumes and Trends (JSCIS)

Imrnigration Statistics
LS. Coast Guard Search and Rescus Statistics

CEP Fiscal Year 2009 in Review Fact Sheet

Intellectual Propery Rights Seizure Statistics: FY
2009 (ICE and CBFY (POF - 14 pages, 421 KB)
Student and Exchange “isitar Information System
(ICE) (FOF - 9 pages, 180 K5) Statistical
breakdown of the systern's performance and trends
in foreign student representation in U5, academic
and exchange programs.

Historical Transportation Security Fee Collection
Data (TSA)

Fire Statistics

Public Assistance Grant Program Trends (FERA]

2009 Disaster Statistics (FEMAY

USCIS Equal Employrment Oppartunity Data
Posted Pursuant to the Mo Fear Act 4th Quarter
2009

Department of Hormeland Security Budget and
Finance Documents

Immigration and Customs Enforcement (ICE)
created a new section of their FOIA Reading Room
to proactively post information

Participation

* Quadrennial Homeland Security Review

* Proposed Homeland Security Requlatory Rules
Currently Open for Comrnent

* Comment on Greater Mew Orleans Infrastructure
Projects (FEMA)

* Software Comrnent Form (FEMA) Comrment on
software distributed by FEMA in support of the

Mational Flood Insurance Program
* Comrmunity Inpot on Southwest Border Fence

CBFY

Collaboration

* |deaFactory

® Virual USA

e USCIS

* United States Secret Service Partnerships with the
Mational Center for Missing and Exploited Children
and the Boys and Girls Clubs of America

* Zan Diego Sorder Patrol Sector Community

* USCIS Community Outreach Event Calendar

e |CE ACCESS Program Law enforcerment
parnerships

® Industry Partnership Programs (CEP
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As shown in the figure, to explore these items amderstand them, the user must
click on a link because there is no explanatiorvisled on DHS’s web page. Overall,
these examples are satisfactory, given that tisdrttlé else concrete about the Open
Government subject. However, they could have bgen stronger, with perhaps
explanation under each main heading showing hol sa®ally an example.
Nonetheless, this section is the most useful folewstanding Open Government.

Blog Post

Finally, the blog post is titled “Open Governmenie Plan” and there is no
author. The blog post uses an image to illustrapefiness” and this is the first item to
capture the reader’s attention. The image is aMatixthe words “Open Gov” that has a
tab on the box which is made to appear like itlbampulled open (see fig. 12). The logo

is an attempt to convey transparency.

Figure 12: Logo from DHS’s Open Government Web Page

The post uses both third and first person voicenststently. For example, in the
same section it will say “the department” and alse “we.” The change in voice has a
disjointed effect. The entire post should be in voiee as to convey as sense of
cohesion. It also appears that the voice changesrtbperson when the information
presented is more technical. For instance, whepakediscusses that the plan

“recommends” the expansion of Virtual USA it isalissed in terms that are vague and
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at a distance by invoking the department. It alstucs when the post discusses the
department’s efforts to support fusion centersexplains what they are. Moreover, it
does not say how these two items specifically ediatOpen Government or describe
future actions to be taken.

In addition, the post also uses vague phrases wi#xplaining specific details.
One section says that the department has draffedwament that would “chart a clear
course” forward and that it was not a “box checlemgrcise.” The next sentence states
that “it is critical as we work toward these goalgthout detailing what the goals are.
When the reader gets to the goals, they are giseg uhe following words: “culture of
transparency,” “public engagement,” and “activereath.”

Finally, the post talks about how the departmehtised and incorporated public
feedback into the plan. It changes to first permoa says “we plan to continue this and
that the reader should look for new ways to engagethe department in the coming
months.” While the post ends on a positive notautibite Open Government plan, it does
not describe specifically how it will engage citize

There were six comments on this post. Only threeudised the topic and the
other three were requests for a different topibedlogged about. One comment was
particularly insightful and argued that while trpasency may provide citizens with
greater access to information, it must be coupled ewic education and cited statistics
of voting rates. However, no users actually engagedtional-critical debate about the
topic since there were very few comments. PerHapsmas because the blog does not

mention that it archived past comments about tha pf that department plans to release
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them. In addition, it also does not provide speafkamples as the website does. As
previously mentioned, the press release provide mantext for a reader to understand
the issue. While the blog contained one commenthvbffered an idea that could be
implemented, there is no indication that the depant read the comments and took it
under consideration. Furthermore, if it did, thlsgfwould most likely have been
government-led. DHS could have used its blog pestay to gain feedback about its
effort to collaborate with citizens. Instead, ip@st that was supposed to be about
collaboration, the department failed to effectiviglieract with users and merely

presented them with information that boosted itse awage.

Detailed Analysis: Public-Private Sector Partnershi p Efforts
The final set of communications is about the pupligate sector partnership. My

review included communications from an official gseelease, as well as the
department’s official website and blog. While thregs release and website used formal
and vague language, the blog post had potentseree as a public sphere where
concerned citizens could have discussed the vdlthesoeffort. For example, the
presentation of the information was less formal, it invoke authoritative figures, and
was open-ended by calling for participation. Howeteere were no comments on the
blog post. The following table shows a comparisbthe language across all three
platforms.

|
Table 9: Comparison of Analysis for Public-PrivateSector Partnership Efforts Communications

Official
Official Press Release Website Blog Post
Use of informal language o o} °
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Official
Official Press Release Website Blog Post
[}

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples
Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

Use of appropriate subjects o 2]
Use of authoritative author ° °
Use of commenting n/a n/a

O|0O|e|O|®@|OC|@| @
O|0O|@e|O|@®@|O|@
®e|® O|®@|O|O|O|O

olo|®

Key:

e Greatly used

e Moderately used
o Not used at all

Official Press Release

The title of the press release is “DHS Releasem®ee Catalog for Private
Sector.” Overall, the release uses many vague tefthsut providing specific
information and generally is marketing a positivessage to the public. For example,
one section says this is first time the departmesde an effort to encompass all of DHS
and that this represents a “commitment to facdifaiblic access and increase
transparency” but does not describe the commitnfendther section states that the
catalog “recognizes the diversity” of the publictee and has provided resources
accordingly, but the reader does not know sped#iails about what the diversity entails
or how it is being accommodated. Moreover, theettpf several sentences is the

“effort” so the focus is advocating the effort isatl of discussing the catalog.
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Finally, there is a section that discusses artépdCongress called the
“Quadrennial Homeland Security Review” that DHSesled. The reader learns that this
report contained an “enterprise approach,” whickcdbes how private and public share
roles and responsibilities to uphold U.S. publiesa The article does not describe how
this report and catalog are related, but leaviesthie reader to infer that the catalog is a
positive step in enabling the private sector toalglihis responsibility. However, there is
no direct connection made. Overall, this releaseiges a positive message, but it is too

high-level and not at all specific.

Official Website

DHS'’s Private Sector Office has its own website firavides an overview of the
office, but does not deal specifically with theatag. The first section states that the
Private Sector Office is part of the Office of Rglwithin DHS and discusses its mission.
While the site is high-level, it provides additibeantext that could have been in the
press release so that the audience could understarsignificance of the two sectors

working together.

Blog Post

Finally, the title of the blog post is “ConnectiBidS to the Private Sector” and
there is no author. The blog post effectively usésrmal language, appropriate subjects
(the catalog), and presents a clear message tersedd addition, it also appeals to
readers’ emotions by establishing the significanicihe effort. For example, in the first
paragraph, the reader is told in casual termsWanf®nths ago” the DHS Private Sector
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Office started a project to centralize informateord make it available to private sector
parties creating the “Private Sector Resourcesl@atdn addition to this official title, it
also gives the jargon term for the catalog, “wipiéges.” This section also uses other
jargon, such as, “centralize,” “catalog,” “directds of access,” and “at-a-glance

information.”

In the paragraph that discusses the results afatedog, the subject of all the
sentences is appropriately the catalog. It saytsttisaa “fantastic resource” and it has
“value” for both sectors. It also gives specifiaaples of what one can find in the
catalog by using rhetorical questions. For exampie, question asks, “Need the 411 on

liquid restrictions for passenger travel?”

The post ends by invoking emotion when it state® ‘Mdpe that our partners will
find this useful” and “the President and Secretag/committed to transparency and
public access and this tool serves that purposedlll, it asks the reader to click on the
link to the catalog, and leave feedback in the cemisy however, there were no
comments at the time of my review. Nonetheless, whas the first blog post that was

open-ended and prompted users to express theglisu

This post had some features that could have enaldbeda public sphere. For
example, it uses mostly casual language and ddegpeat verbatim sections from the
press release. In addition, it does not includaegivom high-level officials. Finally, the
actionable item at the end has potential for eranging readers to a submit comments on

the catalog. If this approach would have been ased topic that the public was more
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concerned about (i.e., the oil spill) it may haemerated more rational-critical debate
that brought citizens together to find a solutiond problem. However, since public-
private partnerships are not an issue that is pexdeo be problematic to the public, the

blog did not receive any response.
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CHAPTER 8: THE WHITE HOUSE’S USE OF SOCIAL MEDIA

The White House is using one of its social mediessjFacebook) more so than the
Department of Defense (DOD) and the Departmentarheland Security (DHS) to
facilitate collaboration; however, it is not fubgrving as a public sphere. In addition, the
White House does allow commenting on its blog $® ot possible for users to
participate in rational-critical debate. This clepgtrovides an analysis of the White
House’s social media sites (Facebook and its ldad)analyses of communications
originating from those sites, as well as from ff&c@l website and press releases.

Analysis of the White House’s Social Media Sites
Blog

The Administration’s blog is titled “The White Heel Blog” and there are
numerous authors that post who have varied positibhne design of the blog is the most
sophisticated thus far. It uses a traditional cetdreme of red, white, and blue and also
uses patriotic images. For example, the logo st of the White House against a
blue background. It also has an image of the tiag $erves as the link to the White

House’s website.
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Get Email Updates Contact Us

PHOTOS & VIDEO BRIEFING ROOM ISSUES ~ the ADMINISTRATION the WHITE HOUSE our GOVERNMENT
Home = The White House Blog arch WwhiteHous Search
The White House Blog

Tuesday Talks: The President’s Upcoming Trip to India, Indonesia, South
Korea and Japan

Paster! by Kori Schubman on Mavemiser 1, 2010 at 453 Ph EDT The White House Blog
Middle Class Task Foree
On Friday, President Qhama will depart for a ten-day trip starting in India, followed by Indonesia, South Korea (for Council of Economic Advisers
the G20 Summit in Seoul} and Japan (for the APEC Summit in Yokohama). Jeff Bader, Senior Director for Asian Couneil on Environmental Cuality

Affairs, and Ben Rhodes, Deputy National Security Advisor for Strategic Communications, will be answering your

Council on Women and Girls
guestions about President Obama's travel in a live video chat

Office of Management and Budget

n & press brisfing lastweek, Rhodes discussed this tip 25 a part ofthe President's Asia strateay, "a rerewed Office of Public Engagement
engagerment ofthe United States in Asia thatis founded upon our core alliances inthe region.. e see this very Office of Science & Tech Policy
much in the contexd of the focus we put on Asia as a region of the world with the most dynamic and growing Office of Urban Affairs
markets that are going to be fundamental to our export initiative of doubling exports in the world, but also o
pen Governrment
fundamental to @ number of political and security concerns that will a subject of the President's travel” . .
Faith and Neighborhood
ST SRR PR S PR S Partarships

Figure 13: Scrleen Shot of The White House Blog Hage.

The site is also the most user friendly of all digencies in my review. For
example, the user immediately focuses on the bhdges on the page because there is no
distracting material on the site. The site alsodbast of issues on the right side and all of
the posts are categorized and archived under thgses. In addition, a user can find a
post by using the archive that contains the pastsrding to month and year. All of these
links are constant when a user navigates forwatthokward within the blog. Finally,
while the blog contains links to other executivaroh blogs, it does not have any
additional items on the right side and thereforesdoot overwhelm the user.

There were usually around five posts a day, vathkefr posts on the weekends.
About half of the posts include a photo or an endleeldvideo related to the post, the
other half consisted only of text. The posts atluded the first and last name of an
author and sometimes at the end of the post itdvdescribe the position each author
held, but this was not always described. When thieat was given, it was usually a head

of agency and part of the President’s cabinet. M#rtize posts also provided a link to
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learn more about the issue and these links takagéeto the agencies’ website page for

the related issue.

Finally, a very important omission from the bleghat it does not allow users to
post comments. There is nowhere for users to ictterathe blog, which goes against the
traditional concept of a blog. In addition, it i®sh noting that the blog appears to have
changed drastically over time: the first posts waléy one person and posting was
more erratic. They also contained fewer imagesiacidded transcript-like material,

similar to press releases.
Facebook

In addition to its blog, | also reviewed the WHhiteuse’s Facebook page for
communications. The Facebook page upholds manyetions of a typical page, but
this is largely due to the fact that the platfosiructured so that entities are limited in
customization. However, one default the White Haedected is that when users arrive
at the Facebook page, they are brought to the “Wamatl the setting is to view posts
only by the White House. This can be changed wheseaselects “White House +

Others,” or “Others Only.”

The White House page has four tabs that are noidfon personal Facebook
pages. First, White House’s “Info” tab differs frggarsonal Facebook pages since it lists
website addresses of the White House. Furtherntdras a tab labeled “Live,” where
users can watch live webcasts. They can also foandialogue and chat with others who
are viewing the webcast. Next, it has a “Discusstah. This is similar to a message
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board, where users post topics and other usergsdigbe topic. There were 4,949 topics
at the time of my review. There was a significambant of both positive and negative
discussion here about a range of topics. Findire is an “Events” tab where users are
invited to different events the Administration heldsers are able to RSVP to these
events on this page.

In addition, the White House also has tabs thatanventions of a personal
Facebook page. For example, there is a “Photo’Habe, there were nine albums
uploaded by the White House and 15,304 photos dptbay other users. However, the
White House does not comment on its own picturestioers’ pictures. The next tab,
“Notes,” is where snippets of current announcemarggposted and users are allowed to
comment on the notes. This feature looks like & hat been used since August 2009.
Moreover, the White House does not respond to camsné&he last tab, “Links,” is a
place where users can copy and paste a link tdaiteeand then other users can

comment on it. It does not appear that the Whitaddaccomments on links.

Other notable features of the page include itélprpicture, which is the same
logo that is on its blog, and the “About Me” boxhélfollowing figure is a screen shot

from the White House’s Facebook page.
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THE WHITE HORUSE

Suggest to Friends
Subscribe via M3

This is the white House page on
Facebook, Comments posted on and
messages received through White
House pages are subject ko the
Presidential Records Act and may be
archived. Learn more at
whiteHouse govprivacy

Figure 14: Excerpt of Screen Shot from the Whitedéds Facebook Page.

Traditionally, the profile picture is a user’s pbpbut instead the White House uses its
logo as the profile picture. In addition, for perabFacebook pages, the “About Me” box
generally is text about the person or a quotethmiiVhite House has posted this
disclaimer: “This is the White House page on Facgb&omments posted on and
messages received through White House pages geesttthe Presidential Records
Act and may be archived. Learn more at WhiteHowsépgivacy.” This is not what a
user would traditionally expect in this section.
Detailed Analysis: Fatherhood Efforts Program

The first topic that | reviewed is the programedlFatherhood Efforts. Overall,
the language on all three platforms was identiodl @d not facilitate a public sphere. As
the analyses from the White House’s official predsase, blog, and Facebook will show,

the use of formal language and jargon inhibitedsifem participating in rational-
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critical debate. The following table provides atiigvel comparison of the language

from the aforementioned platforms.

____________________________________________________________________________________________________|
Table 10: Comparison of Analysis for Fatherhood Effrts Program Communications

Facebook
Official Press Release Blog Post Post

Use of informal language

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples
Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

Use of appropriate subjects
Use of authoritative author ° o
Use of commenting n/a n/a

O|lo|e|OD|@|(O|O|e®|@
@ |O|0O|lO|e|e|0o|0|@
e | d|o|lo|e|o|O|@|e@

)
°

Key:

e Greatly used

e Moderately used
o Not used at all

Official Press Release

The title of the press release is “President Obbawenches Next Phase in
Fatherhood Efforts with The President’s Fatherhaod Mentoring Initiative.” The press
release uses formal language throughout and atsosties abstract concepts. For
example, one section says that the President iththsé no government program can
remedy that problem of father absence, but “it nalasits part to help fathers facing
challenges.” Instead of providing specific facke targer problem is discussed. In
addition, the reader learns that Obama has proposes Fatherhood, Marriage and

Families Innovation Fund, which is described imfal, vague terms: it will “scale up
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effective fatherhood and family-strengthening pewgs across the county.” Furthermore,
the release says that the Department of Labor éas given extra funding for
“transitional jobs programs for noncustodial pasdiacing barriers to employment.”
Finally, the author emphasizes that there is a testhrt a “national conversation on
fatherhood and personal responsibility.”

To its credit, the press release does give som@fgpinformation, but it uses
formal language to do so. Specifically, one sectiotlines the three steps to address
“fatherlessness” in America: (1) the White Housécefof Faith-based and
Neighborhood Partnerships and the Office of Publigagement will host community
forums, (2) organizations supporting the initiatwdl reach out to communities around
the country and people can sign up for a news|ettet (3) organizations such as the
National Parent Teachers Association and the Naltiéatherhood Leaders Groups will
work in specific ways to have an impact on respaedatherhood. While it is positive
that the release included these three specifidglsletiae last two could have provided
more information (such as how to sign up for thesietter and what the organizations
will do to have an impact).

Blog Post

The blog post concerning this subject is titlede$tdent Obama Promotes
Responsible Fatherhood: “No Excuses™ and was &mritly Jesse Lee. There is no
biographical information given about the author.ddwf the language in the post is
verbatim from the press release, so it includesi&tanguage and vague information. In

addition, the blog post contains numerous imagaisdte not found in the press release.
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Specifically, after a brief introduction, the infoation in the post is identical to
the press release. However, there is one othes@lmahe blog post which breaks up the
text from the press release: “The President gavedao the single mothers picking up
the slack.” This is followed by additional materfiedm the press release. The words in
this original phrase are very informal which mayapeattempt to connect with readers.
However, this is not effective since the overwhelgnmajority of the communication is
found in the press release.

As mentioned, the blog post has an abundanceaphgrs. For example, under
the title, there is a large photo of President Obapeaking at a podium and in another
section there is a picture of President Obama wgidrpeople on a stage who listened to
his speech. In addition, the post ends with twoupés: The first is of President Obama
on the South Lawn speaking to a crowd and the seisoof him greeting guests, mostly

children. (See the following figures.)
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Figure 15: Images from the White House Blog PosFatmerhood Efforts
The images are given so much space on the bloghmidhey become the focus and the
reader may overlook that fact that the post isressby reiterated from the press release.
Facebook Post
The post on Facebook states “President Barack @lspeaks out on the
importance of responsible fatherhood and mentdorauilding healthy families and
communities” and includes a line from the blog aldwaw the President was “reflecting
on fatherhood, how it shapes our kids, and theoresipilities fathers face.” This
language is the same as the language on the bibtharofficial press release, and the
issue is stated as a fact rather than posed a&sa@ or topic for conversation. In addition,

there was also a link to the aforementioned blaog.po
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At the time of my review 1,172 people “liked” taemment and there were 216
comments. Overall, the comments were both positncenegative. The negative
comments mostly criticized the President in gen@ral did not refute the message) and
the positive comments supported his message. Sbthe negative comments stated that
the Administration should not mandate what citizéagfor example, one said to stay out
of citizens’ homes) and many of them resembledngr{for example, “haha this is
funny coming from the bastard who cant tell théhitrabout anything and cant remember
where he grew up”). None of the comments providédtism or prompted further
discussion of the topic.

As previously mentioned, the language was extresigtilar in all three
communications. The expectation was that it woddme progressively less formal in
the blog and that the Facebook page would havedpgbsetopic in such a way that
provoked thought and conversation. Instead, it tisedame language as the press
release and posted a link back to the blog. Asalt.ethe comments on the Facebook
only serve to antagonize other users rather thgagmncitizens in a rational conversation
about the effort. Indeed, the White House missedpmortunity to receive ideas about

how to further advance the fatherhood initiative.

Detailed Analysis: Health Care Reform
The next set of communications deal with the 9 ataiversary of health care

reform. Overall, the information presented on latee platforms (official press release,
blog, and Facebook) differed in several importaaysvand this approach served the

White House better than just repeating the prdssse on the blog. However, the press
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release and blog post did not conform to expectatad those genres. For example, the
press release gave personal accounts and wasedtémcvoke emotions. The blog
entry was far terser and was structured with ame dintries, something that | commonly
found in press releases. In addition, the relatemeBook post rounded out the treatment
of the topic by offering a very brief “update” imfaing users that Obama was speaking
about health care reform. While the White Housewvdiy how it constructed the
language in all three platforms, the following ats& will show that it has not fully
demonstrated that it can create an environmentumwvel to rational-critical debate. See

the table for a comparison of the communications.

____________________________________________________________________________________________________|
Table 11: Comparison of Analysis for Health Care Rlerm Communications

Facebook
Official Press Release Blog Post Post

O

Use of informal language

Use of jargon

Use of technical language

Use of persuasive images

Use of intentional vagueness

Use of specific, detailed examples
Use of direct quotes

Use of rhetorical questions

Use of language that appeals to
emotion

Use of appropriate subjects e e
Use of authoritative author o ° o
Use of commenting n/a n/a

e | O|D|o|e|O|DO|O|O
Olo|D|e|e|O|O|D|O
olo|o|o|lo|lo|o|oO

@]

Key:

e Greatly used

o Moderately used
o Not used at all

Official Press Release
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The title of the official press release is “Baakgnd and Fact Sheet on the
President’s Event Today on the Affordable Care & the New Patient’s Bill of
Rights” and it came from the Office of the Pressr8ery. The release announces that
the President will speak one day after the 90 aewyvarsary and talk about the ongoing
effort to implement the new law and announce theas®e of new regulations. The release
has two unique features. First, it states thaatidience will include Americans who are
already benefiting from the new law and gives tiogtaphies and stories of six
Americans who will be in the audience. This is patture from the press releases |
reviewed as it gives personal details and is ex@éhgtargeted toward emotions. It also
says the President will be introduced by one of'‘&&raericans.” Describing them as
Americans helps the reader identify with these peolfhe biographies are all told in
third person and are different lengths. In additeach scenario explains how the new
bill will help the Americans’ problems. For examptme talks about the “donut hole” in
Medicare Part D for prescriptions and how a womdhreceive a check now to cover
some of her drug costs. The tone of the storiseméimental and emotional and the
language is informal. The stories are seen as piamt because they each contain a
positive outcome.

Furthermore, the release contains both a listgitlators and business
representatives who will also be attending as a&kn attached fact sheet. These more
concrete elements add formality to the releasebafahce to the personal stories.

Blog Post
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The title of the blog post is “Bringing Relief f&anericans” and it was written by
the Secretary of Labor, Hilda Solis. The formatha post is very different from the press
release. It is far more succinct, and the struasireostly one line entries. This entry was
posted on the same day the President gave hisksmbout 90 day anniversary whereas
the press release was before the speech. Ovemgotst is personal like the press
release. It is also directed to the “regular” pepphaking it more relatable to readers.
The combination of the personal and relatable laggumakes the post extremely
sentimental.

The post uses phrases and words to capture terreattention and relate to the
information. For example, it begins by saying tmesitlent “ushered in a new day for
every American family that has seen its wages aednds eroded by a health care system
that worked for insurance companies.” This reforasvior every family, not just those
that are wealthy and in power. It also pits farsilégainst companies. Next, it says the
erosion happened at the expense of “regular péaplech is another ploy to coerce the
reader to take the government’s side. The nexicsebegins with a personal statement
by the Secretary: “To me, the system has always bBbeut re-empowering America’s
workers and putting consumers in charge of thetthecare.” This also helps the reader
see the issue from her point of view and relatehat she has to say.

In addition, toward the end of the post, the Sacyediscusses the new patient’s
bill of rights that will bring “immediate relief temany Americans and provide peace of

mind to millions more who are only one illness ocident away from medical and
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financial chaos.” This sentence contains words sischielief” and “peace” so that the
reader attaches positive connotations to the refmim

Finally, the blog post also contains specific egbea which help the reader
understand the effects of the reform. For exampfetes that there will be an end to the
most “egregious” practices—and provides a bulldisgdwith each phrase beginning
with a verb that describes what will happen. WHiis list is sufficiently detailed, this
information would have more useful if it was prostbupfront.

Facebook Post

The post on Facebook reads: “Happening Now: Peasi@bama speaks on the
implementation of health insurance reform.” Ondlag | reviewed the post, 261 people
“liked” it and there were 190 comments. Again, therere both positive and negative
comments, but an overwhelming number of comments w# topic and nonsensical.
Overall, they did not contribute to a rational4cal debate about health care, even
though some comments discussed legitimate coneetinshe reform (such as pre

existing conditions).
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Tom Tom Slocum
Thizis great news
about an hour ago + LikeUnlike « Flag

Cecilia Rueda-Dessingue
well need more than healthcare 1fthe o1l keeps spilling into the ocean. .
about an hour ago - LikeUnlike - Flag

Gary Corshia

Obamacare still sucks socialism realy sucks get ready obots your wish came true now your
gonna see the change in your paycheck and it's the demo crats who will be hooted come
november

about an hour ago - LikeUnlike - «31 person - Flag

Deedinna Roberts
Iwould like to see Congress up the date of banning denial of coverage based on pre-existing
conditions to include all Americans immedi ately. Mot just the little ones. ;p
about an hour ago - LikeUnlike - Flag
|

Kimberlie Fielding
what about adults with pre existing conditions????
about an hour ago - LikeUnlike - Flag

Ramia Brooks Cullum

@andrew - you need to play the Obama Bull Shit drinking game. you'll be passed out before the
end of the speech. lol

I'l send you the link

Figure 16: Comments from the White House’s Facelbtast on Health Care Reform.
There was some debate going back and forth, bupéaple provided evidence or

presented facts and there were many instancesmd-galling.
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Dian Erwin

[ wonderif hell tell more lies. Oh wait - that's silly - of course he will. That way he can continue
to dupe those that don't do anvy research or reading on their own, Obama is a Marsist traitor to
thiz country - hands down, case dosed.

39 minutes ago - LikeUnlike - Flag

Bill Cowan

Thisto PASTOR Stanley .. Thisis the first timne that we have EVER been "DUPED" by a fraud,
usurper, con-artist, COMMUNIST/MARXIST with the hlp of a LEFT-WING MSM, and
IGHNORANT woters who only woted for an INELGIBLE black man |11 GIVE ME J.C. WATTS
ANY DAY OVER THIS "black"” man 111 J.C. HAS COMMON SENSE AND INTELLIGENCE
1111 THIS BOOE HAS NEITHER !l Lenin called people like the DEMONcrats, "USEFUL
IDIOTS" and I rest my case ... |11

about an hour ago - LikeUnlike - Flag

Andrew Zimmertnan

If vou people actualy listen to his speech. Imean ACTUALLY LISTEN to what he says then
how can you disagree wath him? You people who disagree are just plan stupid. Literally stupid
canse you either & Don't listen to what he says" or B: Listen to what he says and say " AWW
naw that just one them big politica typeslieing to me der der der'. Shut up. Listen. Help.
about an hour ago + LikeUnlike - w32 people » Flag

Figure 17: Comments from the White House’s Facelbtast on Health Care Reform.
In addition, even some of the users commentedleatiscussion was inappropriate and

not helpful.
R,

=

.

Jim Ritchie

Holy crap. The race card? Americabeing run by big corporations for THOUS ANDS of years?
Followed by caling people idiots. . Really??777? Thave to stop reading the posts here becanse it
makes me lose hope in humarnity. Is the public school system in Amencareally thishad?

24 minutes ago - LikeUnlike - Flag

Iark Welker

well the speech just ended----so everything on this hoard previous to this -no one actually
listened to the speech.

about an hour ago - LikeUnlike - Flag

Figure 18: Comments from the White House’s Facelbtast on Health Care Reform.
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However, it should be noted that there were severmaliments in which people were
compelled to share their personal stories aboudtthesurance. These were the perhaps
the most informative and useful comments.

The press release broke convention and was apeosenal treatment of the
subject whereas the blog post’s treatment provideck specific examples and
complimented the press release. However, againythite House missed opportunities
with its Facebook post to truly start a dialogueduld have taken an angle that would
have prompted more personal stories or even suggsstbout what additional heath
care changes were needed. Instead, the post ohdédkceras a straightforward statement
about the President’s speech and in turn mosteofisiers took that as an opportunity to
discuss the President and his Administration. Rgstiquestion or thought-provoking
challenge would have worked better to inspire aveosation about health care in general

with the public.

Detailed Analysis: Improper Payments Elimination an d Recovery Act
The next issue that was reviewed was the ImprBpgments Elimination and

Recovery Act. The communications come from an w@fipress release, blog post, and
Facebook post. Overall, the Facebook post is theedMouse’s best example of using

the social media tool to collaborate with citizeAs.an analysis of the communications
will show, the language was similar in all threatflrms, but the excerpt that was chosen
for the Facebook post was most relatable for theipand inspired some useful
discussion. The following table compares the lagguzbout the act from the different

communications.
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____________________________________________________________________________________________________|
Table 12: Comparison of Analysis for Improper Paymats Elimination and Recovery Act Communications

Facebook
Official Press Release Blog Post Post

Use of informal language o e °
Use of jargon . ° o
Use of technical language o o o
Use of persuasive images o ° o
Use of intentional vagueness e o °
Use of specific, detailed examples © o o
Use of direct quotes e ° o
Use of rhetorical questions o o o
Use of language that appeals to ° . °
emotion

Use of appropriate subjects e 2] °
Use of authoritative author ° o o
Use of commenting n/a n/a

Key:

e Greatly used
e Moderately used
o Not used at all

Press Release

The title of the press release was “Remarks byPtiesident at Signing of the
Improper Payments Elimination and Recovery Act.eTiness release was a speech
given by President Obama. Overall, it provides dagbrmation about the act, although
this information is six paragraphs into the reledde press release gives both vague
information and some specific details. For examiplé¢he opening he states that
“translated into English the bill means cutting doan waste, fraud and abuse, and
ensuring that our government serves as a resperstalvard for the tax dollars of the
American people,” so instead of actually descriliimgact, the President uses jargon and

catch phrases. In addition, he goes on to sayhisaaligns with his campaign for
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President and that he is “changing the way Wasbmgtorks.” This is a large claim and
no additional information is given to support it.

However, in one section, the President discugsegzihg government spending
outside of national security for three years ang $@his isn’t talked about a lot so I'm
going to repeat it: Our budget would take non secdefense spending to its lowest
level since JFK.” This is a very direct statemevttjch is rare in most of these
communications. The way in which it is set up cdrbeconfused or inferred in any
other way. In addition, toward the end of the speé#te focus moves to the improper
payments and he says they are “the purpose ofilthibdi I'm signing into law today.”
He says payments go to the wrong people, andhbgttotal about $110 billion. To
which he states, “| wanted everybody to understajudt-get some perspective on that.”
Again, this commentary emphasizes and draws atteii these facts in a way that
cannot be mistaken.

Blog Post

The title of the blog, “Improper Payments Elimioatand Recovery Act: Cutting
Waste and Fraud in Government” was written by Kat&abochik. The post does not
discuss who Sabochik is or her position. The iniotibn varies greatly from the press
release. It paraphrases succinctly what happehed®resident signed the Improper
Payments Elimination and Recovery Act bill, it wessed unanimously by both the
House and Senate, and it is designed to cut wiaatel, and abuse. It also includes a

section about how this will affect contractor paynseand gives the specific numbers and
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goal. The direct opening and inclusion of concfatgs in the blog and not in the press
release does not align with the conceptions okeitii those genres.

In addition, the post then presents two paragré&pins the speech and quotes
President Obama as to establish credibility. b al€ludes an image of the President at a
podium with Congress members surrounding him dunisgpeech. However, the image

does not necessarily convey positive or negativmotations since it just an active photo

(see fig 19).

(£

" rack Obam: yments Elimi
Recovery Act in the State Dining Room of the White House. July 22, 2010. (Official White House
Photo by Pete Souza)

Figure 19: Image from the White House Blog PosRexovery Act.

Facebook Post

The post on Facebook states “Today President Okaynad the Improper
Payments Elimination and Recovery Act which thesklent explained, “translated into
English, means cutting down on waste, fraud andaband ensuring that our
government serves as a responsible steward faaxhdollars of the American people.”™
This phrase was lifted from the blog post and asctmments will show, the White
House chose an appropriate mix of formal and in&dranguage which users responded

to. In addition, the Facebook post provides a tmkhe official press release and also the
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same picture that was on the blog. At the time pfraview, 1,497 people “liked” the
post and there were 527 comments

Overall, there were four different types of resggmto this Facebook post. A
sampling of the comments shows that the majorityhefusers agreed that the act is a
positive step or simply said “thank you.” Howeveome stated that it will probably not
be enforced. In addition, those who had negativerments mostly criticized other
actions of the Administration and therefore stragédopic. There was also name calling
and the use of profanity. Importantly, defenderghef Administration actively engaged in
a back and forth discussion with those that cméidithe Administration and offered valid
points and provided links which supported the chilisers also used Facebook to
express their ideas about the topic, but these cartsrdid not receive a response from

the White House.

[‘j Elisa H. Crespo Geri Dunlap Clouston - yahhhy! another dummy. @)

geri, President Obama gave a tax BREAK to 95% of the working &
rniddle calss 2 couple of months after he took office...
http://www . youtube.com/watch?v=zbyFeFhUTmI

See More
July 23 at 11:45am * Like *

criticized. He is doing a GREAT job! Learn about all of the legislation
that he has signed. Lilly Ledbetter Bill {equal pay}, Cobra Extensions,
Military back to twelve months overseas instead of fifteen under Bush,
50 many more, Remain educated. Don't just listen to Fox News, You
are being fooled by the fool-hearted

July 23 at 11:49am * Like * 4 people *

n Terry Schulte Scott No matter what President Obama does, he is

Michael Cornelius Brody OH REALLY hmmmm what happened
here..
http://news.yahoo.com/s/ap/20100723/ap_on_re_us/us_pay_czar

July 23 at 1:15pm - Like *

£
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Figure 20: Comments from the White House’s Facelbtaskt on the Recovery Act.
Thus far, this Facebook post was the only placeresany discussion between
citizens occurred. While there were also insulang distracting comments, there were
some worthwhile comments that represented inteigsind differing opinions. However,
as with all of the other communications, the Wikitause did not interact with the users

nor is it possible to know if any of the discussided to action.

Detailed Analysis: White House Response to Oil Spil |
The final set of communications from the White Hdewre about the President’s

reaction to the BP oil spill. The communications fiom an official press release, a blog
post, and a Facebook post. This was perhaps thee\Wbise’s most significant missed
opportunity to interact with the public. As thel@ling discussion will demonstrate, this
was a topic that did not have a ready solutionwahere contributions from the public
may have assisted the White House in its decisiakimy. However, the language on the
blog post incorporated quotes from the press releaghat the users were not
encouraged to discuss the topic. Furthermore, featetould have been used to pose a
guestion to users, but instead the White House tisesdanother venue for marketing the
speech that the President made. Please refer follining table that compares the three

communications.

|
Table 13: Comparison of Analysis for White House Reponse to Oil Spill Communications

Facebook
Official Press Release Blog Post Past
Use of informal language o o} °
Use of jargon ° ° o
Use of technical language o o o
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Facebook

Official Press Release Blog Post Past

Use of persuasive images o ° o
Use of intentional vagueness o e °
Use of specific, detailed examples © e o
Use of direct quotes o ° o
Use of rhetorical questions o o o
Use of language that appeals to ° . o
emotion

Use of appropriate subjects o e °
Use of authoritative author [ o o
Use of commenting n/a n/a

Key:

e Greatly used

e Moderately used
o Not used at all

Press Release

The press release is titled “Statement by theidesAfter Meeting with BP
Executives.” It is a short release compared tathers reviewed; however, it is longer
than the blog post and the Facebook post. It bemgitisdiscussing the meeting with BP
and calls it “constructive” and states that thesRient raised two issues: the containment
of the oil and claims. He said that “my adminigtrat directed BP to mobilize
equipment and technology that should capture “U@itpercent of the oil leaking.” It is
clear that he is taking responsibility for the piesi outcomes. However, he states “Now,
that’s not good enough” and he will use the “bestds and resources until the relief well
is finished later in the summer.” First, this ieagher informal response, but it is more
effective than using language that is more abstha@ddition, it is not a very specific—
it would have been better to provide specific indlials or a clear timeframe instead of
hedging.
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He added that he went to the Gulf coast and heastration about the claims
which makes the discussion “essential.” This apptateaders because they feel he
sympathizes with him and he is an advocate for thidm piece ends with President
Obama stating that he is “pleased” to announceBRdtas agreed to set aside $20 billion
for claims. This is an important take away andfipere stays with the reader, especially
since it is at the end.

Blog Post

The blog post is titled “The President’s MeetinghwBP Executives: “An
Important Step Towards Making the People of thef Gokst Whole Again™ and was
posted by Katelyn Sabochik. As previously mentigried blog post reiterates much of
the press release with only several additions fiteerauthor. The new information and
language in the post included the fact that the istration appointed an independent
claims examiner (the same individual who adminesieghe claims process victims of
9/11). In addition, the blog post invoked the peopl the Gulf Coast by saying “that they
are still recovering from Hurricane Katrina and&Rit The final statement encourages
users to learn more about the claims process bkirtj on a provided link.

Moreover, the blog post contains two images thah@eant to demonstrate the
Administration’s commitment to this issue. Thetfissa large picture of the President at
a podium in an extravagant room within the Whiteusl® giving a speech, presumably
about the oil spill. The last image is of the magtihat took place with the BP executives
and depicts White House officials, including thestdent, interacting with BP

employees with serious dispositions.
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President Barack Obama and Vice President Joe Biden meet with BP executives in the Roosevelt
Room of the White House, June 16, 2010, to discuss the BP oil spill in the Gulf of Mexico. Pictured,
from left, are BF CEO Tony Hayward, BP Chairman Carl-Henric Svanberg, BP General Counsel
Rupert Bondy, BP Managing Director Robert Dudley, Senior Advisor Valerie Jarrett, Labor Secretary
Hilda Solis, Attorney General Eric Holder, and Homeland Security Secretary Janet Napolitano.
(Official White House Photo by Pete Souza)

Figure 21: Image from the White House’s Blog Pastlee BP Oil Spill.

Facebook Post

The post on Facebook says “The President addrédssekimerican people from
the Oval Office last night on the ongoing Adminggton-wide response to the BP oil spill
and America’s clean energy future.” At the timawf review, 980 people “liked” this
post and there were 446 comments. Again, bothipesind negative viewpoints were
represented in the comments. Most of the negatwenments condemned the President
for not taking action quickly enough or thought seech was ineffective. There was
also some name calling and overall dislike forAldeninistration without specific
reasons. The positive comments mostly thanked angratulated the President’s efforts
and tried to put the focus of blame on BP. Theserments were general and did not

point to specific actions.
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Several of the comments gave what appeared tedgit@nate suggestions and
scientific information about how to stop the spilhether or not these suggestions were

applicable is unknown. Nonetheless, it is unlikélgy were seen by the White House.

o —

-~

Eay Jordan

T hope that not only the staff, but the President himszelf, watch last night's (6/16/107 Eachel
Maddew Show. Two segments most important: the scientific evidence against sand berms in the
Gulf, and Eachel's rendition of what she wishes the President had said in hiz speech. I fervently
share her wishes. It's the first time I've ever been disappointed in anything President Obama has
said.

June 17 at 9:20am - LikeUnlike - Flag

Earl Allen Bock
Earl Allen Bocl

Benzine EP A allowable 0-4 parts per billion. Actual test in

aulf area discovering 3400 parts per billion, Time for extended vacations for all people with any
health or

lung related illnesses to leave. Others stay at your own... See More

peril Citizen Activist

Don't even shoot the messenger, shoot them that fail to deliver it.

June 17 at 2:31am - LikeTInlike - Flag

=

Oitavio Cavaliere

Hello! I need your help. ITwant people to know that there iz a product (YouTube) named
ECOREMOVEE, product made of natural, non-toxic, non-polluting substances that emulsifies
and dissolves the o1l. Since I went to BP in Louisiana and they didn't even want to try it, I'm
trying to spread the info by word of meuth through the web. It can svae the .. See
Moreecosystem and the animals because it works! It's been tested there. Please contact me and
forward it to as many people as possible. It's important for evervbodsy!

Figure 22: Comments from the White House’s Facelftaskt on the BP Oil Spill.

This subject offered the most opportunity for abtbration with citizens. The new
forms of social media would have allowed real-ticodection and distribution of ideas
from the American people. However, since usersccoaot comment on the blog and they
were not prompted to offer their ideas on the Faoklpage a discussion about
actionable items did not take place, but insteaxplgegave their opinions about the

reaction to the oil spill. While it is important give citizens an opportunity to provide
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feedback, there were also ways in which the idé#seopeople could have been
harnessed. The real tragedy is that some of thenemts by users may have helped the
response or have inspired further brainstorminigleds if noticed and taken under

consideration.
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CHAPTER 9: DEPARTMENT OF STATE’S USE OF SOCIAL MEBI

The Department of State’s (State) use of its blud) Bacebook page is the best example
of an agency appropriately using social media tamisollaborate with its citizens.
Specifically, State has used several devices iRatebook posts that have generated the
beginnings of rational-critical debate. Furtherm@the following examples will show,
State has even begun to interact and engage alagde with its Facebook users. The
topics on State’s blog and Facebook generally atbfor more discussion since they
were not entirely policy related or discussing @se¢hat occurred in the past. Indeed,
some of the ideas had an abstract component thht be used to start a larger
discussion about the issue. This may be becausgsStaission involves communicating
its diplomacy actions throughout the world ancegs interaction as an important
component in communicating this message. WhileeStaéms to be heading in a positive
direction with its Facebook page, it is not yetyfldncouraging civic participation in its
blog. This chapter provides an analysis of Statetsal media sites (its blog and
Facebook page), as a way to understand which &satwe barriers toward creating a
public sphere. In addition, it provides analysefoof sets of communications coming
from those social media sites and compares theandtyses of press releases.

Analysis of States Social Media Sites

Blog
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State’s blog, DipNote, is very traditional. Foaexple, it uses the traditional color
scheme of red, white, and blue, and the headeaitmnthe official seal. In addition, the
site has a traditional background design that ianmh& resemble paper and a map.

Specifically, there is a blue boarder with a maghefworld and the rest of the page is

contained in a white square in the middle.

DIPNOTE

Uu.s DEPARTMENT of STATE OFFICIAL BLOG

HOME | ABOUTDIPNOTE | VIDEOS | PHOTOS | ARCHIVE N svescrise

" . DipNote is the official bl f the U.S.
Travel Diary: Secretary Clinton Holds Town Rk e e

Hall With Cambodian Youth stories, discuss experiences, and insgire new

POSTED BY DIPNOTE BLOGGERS / NOVEMBER D1, 2010 ideas on the important foreign policy issues of
the day. mare »

Topics Channels
rica
i

Palicy
Behind the Scenes

Question of the Week

Secretary of State Hillary Rodham Clinton held a town hall meeting with Cambodian

youth at the Chaktomuk Theater in Phnom Penh, Cambuodia, on Novernber 1. The Question of the Week

Secretary discussed Cambodia's furure and the partnership between Cambodia and the What Are the Most Pressing Issues

United States as the U.S. Enhances its Pacific
Engagement?

Secretary Clinton said, "Today, Cambadia s in the process of transformation. Peace

Figure 23: Screen Shot of State’s Blog Homepage.

As shown in the image, the blog posts are ondfieahd additional information
runs along the right side. The column with the lppogts is wider than the right column.
The entries are posted by many people (the autharaes are hyperlinked and the user
can click the links to learn who they are). Thetp@se posted chronologically, with the
newest first. This is keeping with a traditionabdpland is also user friendly. In addition,
the navigation bar is straightforward and doesavetrwhelm the user. However, there

are two tabs on the left side of the blog, “topifshich lists elements such as “Africa” or
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“policy”) and “channels” (which includes elementgh as “Afghanistan-Pakistan,”
“Global Women'’s Issues,” and “Sudan”). When a wdieks on a channel, he or she is
presented with different topics in the topic tahisTis a very complicated way to
navigate the site and is not user-friendly.

State also makes multiple posts in a day, soupi®lding the convention of a
typical blog. For example, when | visited the btbgre were five posts from the current
day on the homepage and three posts from the peday. The number of comments
varied; most had zero and a few had as many asThe highest number of comments
for an entry on this particular day was nine. Theralso a “blog roll” and it includes
linka to other blogs, including both public andvaie sector blogs. For example, not only
does it include blogs from other federal agendtesso includes blogs from think tanks
(such as realclearworld.com and whirledview.conisTs a feature commonly found on
blogs and it works on State’s blog to create asehsommunity.

Facebook Page

State also has a Facebook page. Like the Whits&jauhas several features that
vary from a personal Facebook page. For exampdee'Stprofile picture is a
combination of three items: (1) the logo of St§P@,a banner with State’s official title,
and (3) a picture of the Secretary. In additios;About Me” section tells users that if

they want an official source of information theyshgo to the website.
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facebook Search Home Profie  Account

U.S. Department of State
3 ¢ \ Wall Info U.S. Embass... Videos Boxes Photos  »
% y ' Creats an Ad
Se o U.5. Department of State
ba; Ny " o = Facebook Pages
Suggest to Frisnds i 4 4 Travel Diary: Secretary Clinton Holds Town Hall with
[\ - “} Cambodian Youth

Subscribe via SMS bl stake. qov 1
Secre!
¢

==
Welcame ta our Facebook page. IF % -
oure looking for the official source ;
of information abouk the LS,

of ne
been ¢ Facehook Pages help vou
Department of State, pleass visit discover new artists,

‘
hittp: v, state govf, 1] abot an hour ago  Commert © Like © Shars businesses, and brands as
well as connect with thase
&1 17 people fike this, you already love.
Infi ti gy
e %73 Arthur Woodson & polticien sees his famly everyday; a deployed Hirat
— sclder ance n & months or a year, A paltician s 13t class; a scldier lies

in & C130, A polticlan's pension is not reduced; a soldier's is clawed 65%.
2201 C Street NW A politician enjoys an expense ...

Washington, DC, 20520 e

Phone: about an howr ago * Like + Flag
202-647-4000

Write-a comment...

Figure 24: Screen Shot of State’s Facebook.

Like personal pages, State has numerous tabgxaanple, it has a “Wall” tab,
which is the default. However, unlike personal aged the White House page,
“Others” cannot post on State’s wall and can onijnment on the posts that State makes.
State must originate the post. In addition, it daab for “US Embassies” which gives
specific information for each embassy. This isatdee unique to State. It also has a
discussion board, which at the time of my reviead B06 topics on it and constant
activity. However, some issues on the board wdeta® to State’s mission, but some
were not.

The Facebook page has regular posting by Stabeit @very 20 minutes during
the work week. On the day | reviewed the pagenthgimum amount of comments for
one post was 12. Moreover, not every post had cartsn&here was an average of 18

“likes” for one entry.

112



Detailed Analysis: World Press Freedom Day
The first set of communications from State areudhdorld Press Freedom Day.

This example of communications from State (comnognfthe official press release, blog
post, and Facebook post) is an interesting caser®\ihfailed to incite useful or
thoughtful commentary on its blog, State skillfullged Facebook to begin a dialogue
about the topic. By posting a question related trl#/Press Freedom Day, it took the
subject a step beyond just a statement of factgawd citizens something to consider
and ultimately offer their opinion about. The tabanpares the language in the

communications.

|
Table 14: Comparison of Analysis for World Press Freedom Dayommunications

Facebook
Official Press Release Blog Post Post

Use of informal language o o} °
Use of jargon ° ° o
Use of technical language o . o
Use of persuasive images o ° o
Use of intentional vagueness ° ° o
Use of specific, detailed examples © o o
Use of direct quotes . o o
Use of rhetorical questions o o °
Use of language that appeals to ° ° °
emotion

Use of appropriate subjects e e °
Use of authoritative author . o

Use of commenting n/a e

Key:

e Greatly used
o Moderately used
o Not used at all

Official Press Release
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The official press release is the statement ofeéday Clinton and is titled
“World Press Freedom Day.” Initially, the releasesi phrases that are vague. For
example, when World Press Freedom Day is introdutéuk first paragraph, the release
states that the “U.S. joins the international comityun celebrating World Press
Freedom Day” and says that it is important, buten@lefines “free press” for the reader.
It goes on to say that “Wherever independent madiaunder threat, accountable
governance and human freedom are undermined.”sEgigon ends with an impact, but
again uses vague words that do not truly deschbeonsequence of the lack of a free
press.

However, the next section invokes “courageousnalists” and talks about those
who have risked their freedom and lives to repmiependent information and it
provides more concrete examples and uses lessipoete words. For example,
Secretary Clinton says that journalists and blogigee sometimes targeted and gave
three examples from foreign countries (Cuba, Burmmnad, Russia). Furthermore, claims
are backed up with facts, such as when the rekgases that 71 journalists were
murdered last year. Nonetheless, this is followeddyeral broad statements, such as
“Governments in every region of the world” suppresdia freedom and that State has
reported on this.

Blog Post

The title of the blog post is “Secretary Clintoad®gnizes World Press Freedom
Day” and the author is “Dip Note bloggers.” Theg@jmost does not give any information

about the blogger, which has the effect of an amus post. The blog postis a
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complete recitation of the press release. Intergisti in addition to the text, there is a

picture of two Asian women with microphones andgrap

Figure 25: Image from State’s Blog Post on Worleé$¥ Freedom Day.
The reader is to assume the women are journahstpassibly representative of
journalists who work in countries that does notajwallow a free press. However, there
is no accompanying caption that directly describespicture, so users are left to
interpret it for themselves.

There were four comments on the blog post. Tis ¢domment repeated a quote
from the blog and did not offer further commentadne comment criticized the U.S.
government by stating “You get scorned and persecimt America if you speak the
truth. This is an issue of honesty. Is there tromedsty in our government?” and one said
that State’s blog offers an alternative to mairastranedia for information about U.S.
foreign policy. While these two comments have soefation to the post, neither of them
speak to the issue of a free press. Finally, thiedemmenter stated that journalists do not

get paid adequately, although this comment wagniitely straightforward and not
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pertinent to the conversation. While some diffelitigas were presented, no one actually
debated the value or relevance of a free press.

Facebook Page

The Facebook post gives the fact that it was WBrkekss Freedom Day and offers
a quote, “Freedom of press declined in almost exagion of the world in 2009.” It then
asks users if they agree or disagree with theratateand if they are surprised by it.
Finally, it offers a link to an article that goesa greater detail about the fact that
freedom of press is in decline. At the time of rayiew, there were 16 comments and 36
“likes.” Overall, the comments were highly relevantfact, as previously mentioned,
this was the best example of rational-critical delthus far. For example, one user
pointed other users to read works by a particubditipal scientist and another discussed
the flow of information in our society today. Indkea few of the users were participating
in a dialogue that was civil and informed. Othessrs answered if they agreed or
disagreed and then related the answer to theireoyparience.

State used two of the platforms (the press relaadd-acebook) in dynamic ways
to explore a single issue. Furthermore, it postedHacebook comment the day the press
release came out. Instead of reposting the présssee State took the issue one step
further. In addition, the issue of the declinelad free press and also the discussion from
the others shows why World Free Press Day shoutsbbsidered important in a way that

the press release (and by extension the blog)atidapture.
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Detailed Analysis: Increase Aid to Gaza
The next set of communications concern the effonicrease humanitarian aid to

Gaza. State did not use its social tools to engruparticipation for this topic.
Specifically, there were minimal comments on thegldnd no rational-debate occurred.
In addition, the Facebook post repeated a quote the press release and did not ask
users to consider another perspective on the topded not pose a question for their
consideration. The following table gives a highdkesomparison of the communications

coming from the press release, blog post, and eatebost.

|
Table 15: Comparison of Analysis for Increase Aid to Gaza Comunications

Facebook
Official Press Release Blog Post Post

Use of informal language o o} °
Use of jargon ° ° o
Use of technical language o o o
Use of persuasive images o ° o
Use of intentional vagueness ° ° °
Use of specific, detailed examples o o o
Use of direct quotes e o °
Use of rhetorical questions o o o
Use of language that appeals to ° ° °
emotion

Use of appropriate subjects e e °
Use of authoritative author ° o o
Use of commenting n/a e

Key:
e Greatly used
o Moderately used
o Not used at all
Official Press Release
The title of the press release is “Free Gazallband it is written by Philip J.

Crowley who is the Assistant Secretary, Bureauuddlié Affairs. Overall, the press
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release is very vague. It begins by saying thatts “regrets the tragedy that occurred
on the Gaza bound ships and trusts that the Isggaedrnment will work hard to gather
the facts,” but does not specifically state whatgened, assuming the reader has learned
about this event elsewhere. In addition, the auskees that there is concern about the
suffering of the civilians in Gaza so the U.S. wilbke efforts to continue to bring aid to
the area. However, Hamas'’s “interference with treffmrts and their endorsement of
violence complicates efforts.” The press releasmidear about what happened and what
the steps forward will be, instead it just states the “incident underscores the need to
move forward to negotiations so that there maydsep in the region.” To be sure, this
press release is marketing the message that mtomwgrd is the best option but not
giving any reasons why this is so.

Blog Post

The blog post, titled “U.S. Will Contribute $60 MNn to United Nations Relief
and Works Agency for Palestine Refugees,” was alsiten by Dip Notes bloggers. The
blog post is an extension from the press releasmggsome of the same information but
also more details. It says that that the UnitedeStavill be making an additional
contribution of $60.3 million to the United NatioRelief and Works Agency for
Palestine Refugees in the Near East (UNRWA) to sugpecial projects in the West
Bank, Gaza, Lebanon, Syria, and Jordan. The pashwveale a few days after the press
release and the information presented is a followeathe press release.

Additional information provided tells the readenat the contribution will go

toward. Among other things, the reader learnsithaill be used for nine special projects
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for children because there is an extreme shortfdiinding for education for refugee
children. However, the post does not describe dthveting shortfalls and therefore this
statement has more of an impact. This also isitiedthe image on the page, which is a
picture of four young girls dressed in uniformsngsiaptop computers. It seems the
picture is intended to help the reader visualize tee contributions help the refugees.

Furthermore, the post states the total amountlhieat).S. has given to the relief
fund. However, this information is out of contertdahe reader is not sure to consider
this positive or negative and the post does nat gihher numbers for comparison.
Finally, the post offers yet another number whesaits that the U.S. commitment is
“underscored by the announcement the President thatlsaid the US will give $200 M
to UNRWA” and that the U.S. is the largest donor.

There were four comments on the blog, two of whehe related to the topic.

One comment praised the effort and another compféared a suggestion.

0.C.in the U.5.A. writes:

If there weren't so much corruption then all the children in Gaza would have laptops. I'd
like to see more attention placed on tracking aid money to ensure that every dime,
nickel and penny is going to improve people's lives and not growing in someone's bank
account where it does little to improve a nation's chances of peace and prosperity. Qur
emphasis should be on effectively improving children's lives. That is where change and
education is lasting and meaningful. Civing a child a new computer and guality
education says to therm that you are meaningful and we care about you.

The piecerneal approach to development is ineffective. We should be implementing
change in a"shock and awe" American manner, Call out the Development Calvary. Let's
get the job done!

POSTED ON SAT JUK 18, 2010

Figure 26: Comment from State’s Blog Post on Gaiza A

119



While this comment begins to initiate the convemsabetween citizens, there were no
other users that responded and therefore a corsemsunever reached.

Facebook Post

The post on Facebook aligns more with the prdesse than the blog post. It
states “Secretary Clinton said Thursday that tH& . discussing possible ways to
increase the flow of humanitarian goods to the Haméed Gaza Strip. “We have to deal
with the situation in Gaza in a way that both pctddsrael’s legitimate security interests
and fulfills the needs of the people of Gaza.” fhieprovides a link to the full transcript
to the press release. There were 62 comments goghtat the time of my review and 39
people “liked” it.

Approximately one-third of the comments were gudand provided some
debate about the topic. They mostly stated thaag a positive move for the U.S. to
increase aid. However, a significant portion of tbexments were focused on religion
and argued with one another about irrelevant issues

A unique element in this post was that State nedpd and participated in the
discussion. In fact, State tried to correct whatesged to be mistaken facts and even
posted links to a website with additional inforroati A user in turn responded with a link
and commentary, and yet again State respondedwgsighe first instance in my review
where | found representatives from an agency ppatig in a debate.

While it is an important that State interactedwisers on Facebook, the
interaction was not collaboration. It is a stepvard, but nonetheless State again missed

an opportunity to collect ideas from the publicabidition, this particular issue was more
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open-ended (the post said that the Secretary vsaasliing possible ways to get the aid

into Gaza) and State could have posed this aslkeba for citizens to discuss.

Detailed Analysis: Opportunity in the Americas
The following set of communications discuss ttseiesof opportunity in the

Americas. This example of State’s communicatioesi@d the least amount of
collaboration. Yet again, the blog post reiterdtesipress release and the Facebook post
merely gave information to users about the Segrstapeech on the topic. By not
establishing an environment where users could dssthis open-ended topic, State
missed an opportunity to capitalize on its sociatiia tools. The table compares the

communications from all three platforms.

|
Table 16: Comparison of Analysis for Opportunity in the Americas Communications

Facebook
Official Press Release Blog Post Post

Use of informal language o o} °
Use of jargon ° ° o
Use of technical language o o} o
Use of persuasive images o o o
Use of intentional vagueness ° ° o
Use of specific, detailed examples o o o
Use of direct quotes e 2] o
Use of rhetorical questions o o o
Use of language that appeals to ° ° o
emotion

Use of appropriate subjects e e °
Use of authoritative author ° o

Use of commenting n/a e

Key:

e Greatly used
o Moderately used
o Not used at all
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Official Press Release

The press release is titled “Policy Address on @ity in the Americas” and it
is the statement of Secretary Clinton. Specificatlis an address that was delivered in
Quito, Ecuador. It begins with the Secretary complhting the country by calling it “one
of the cultural wonders of our world” and a “beéultcountry.” The use of these words
establishes an inviting tone. In addition, she alses detailed examples. For example,
when she discusses that there is a goal of a sharatership for the “peoples of the
Americas,” this statement is backed up with fastssh as when President Obama
announced his pledge at the Summit of the Ameritlas.Secretary goes on to say that
the U.S. and Latin America have had a “contentlua®ry” and she would “never deny
that.” However, she says she is “here with a véegrcmessage” of commitment to
improving the material conditions of people’s liv@sis is effective because instead of
glossing over the history or by simply ignoringlite may have alienated her audience.
Instead she recognized it and it made her argustasriger.

Nonetheless, Secretary Clinton also includes sévague phrases that contain
jargon. For example, she notes that people havéraced the value of tolerance and
openness,” the region has “navigated steadily asdansibly through the global
economic crisis” and that war is “thankfully, ised Although she uses these specific
examples, she does not point directly to any otiemar country. It seems like hedging
and the statements fall flat because they are goevdn addition, the release ends with
Clinton invoking “four pillars of our vision for #tnAmericas,” but she does not give

concrete information about the pillars.
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Blog Post

The title of the blog entry is “Travel Diary: Opponity in the Americas” and it
was posted by DipNote Bloggers. Again, there werspecifics given about the author.
The blog post consists of four paragraphs takem f@dinton’s remarks in the press
release with some additional information. Firsg tuotes selected focus on two things:
the vision and strategy of this effort. For examplge section discusses the common
vision and how important it is to the effort ancotgs the Secretary: “It is not only a
moral imperative; it is also a strategic one.” tldition, the next section discusses that
this is an historic time to pursue the effort.I#cafocuses on the fact that it needs to be a
“shared commitment.” The section ends by discusgiaggObama and Cinton share a
“strategic vision” and that they will do what thegn to give the people the “reality of a
better life.” While these words connote a posiiivage, they do not really allow the
reader to understand what the goal of this effort i

There were five comments on the blog post. Thfédkeocomments praised
Clinton and the speech. One suggested that is mies™that State was trying to join the
Americas as a “unified force” and wished Europe Mdallow suit. Finally, the last
comment discussed and praised State and thena#eselution for the oil spill. (To the
user’s credit, it did seem like a well-informedpesse, but it was not the appropriate
topic.) There was no discussion about the impheegiof this effort or additional ideas to
further the effort.

Facebook Post
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The Facebook post about this topic stated: “Vidwebroadcast of Secretary
Clinton today as she discusses “Opportunity inAheericas” from Quito, Ecuador, at
4:30 p.m. EDT, 3:30 local time.” There were founsuents and 35 people “liked” the
post. One user suggested including the numberufshbat the event would be taking
place from the time of the posting so that usesthr countries could easily convert the
time. Interestingly, State responded and thankedfar the good suggestion as well as
for his “perceptive comments during the many momntins have been a member of our
community.” The other two comments were not fulated as they discussed that they
want Secretary Clinton to pressure Belize duringtiie there to not drill for oil.

It is unfortunate that State did not take the appuoty to use all three platforms in
dynamic ways. Indeed, since the blog post justraied the speech (and only a portion
of it at that) there was very little debate thatwaced. If there would have been some
personal reflections or informal language to essald tone of openness and
encouragement then the post may have generatethoaghtful comments. This topic
was open-ended so that the addition of commentany the blogger would have
amplified the post. Instead, it reiterated sectiointhe press release and did not provide
the entire release which took many of the concept®f context so that they did not
seem relatable. In addition, while the Facebook als® did not create much discussion,
it is very telling that State remembered a user@aded him for commenting in that

forum. This is a positive step that informs usaesdepartment values their responses.
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Detailed Analysis: World Food Prize Laureate
The final set of communications is about the 20ddrld Food Prize Laureate

announcement. This is the best example of how an@gcan use three different
platforms in complimentary ways to inspire publebdte about a topic. The press
release, blog post, and Facebook post all presendéterent angle on the topic and
therefore posed the issue to citizens in seveff@rdnt ways that started to enable
collaboration. A comparison of the language from phess release, blog post, and

Facebook post can be found in the following table.

|
Table 17: Comparison of Analysis for World Food Prize Laureat Communications

Facebook
Official Press Release Blog Post Post

Use of informal language 2] e °
Use of jargon ° ° o
Use of technical language o o o
Use of persuasive images o o o
Use of intentional vagueness o e o
Use of specific, detailed examples © 2] o
Use of direct quotes ° o °
Use of rhetorical questions o o °
Use of language that appeals to ° ° °
emotion

Use of appropriate subjects e e °
Use of authoritative author ° 2] o
Use of commenting n/a °

Key:

e Greatly used
o Moderately used
o Not used at all

Official Press Release
The press release is the statement of Secretarp@| who hosted the

announcement. The release mixes both formal aondnal language as well invokes
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several abstract ideas. For example, the sectairdtbcusses the two winners says that
Secretary is “personally delighted” they are thamvers because she has worked with
both of them. She also tells a few personal st@isit the winners and mixes informal
language and formal language in doing so. Whenakg about how she knows them,
the language is more informal (for example, “...fsi@nd of many years”) but when she
talks about what each has accomplished the langsagere formal (for example,
“improve coordination” and “target our investments”

In the next section, the Secretary invokes arratisidlea when she states “We are
committed to fight the twin afflictions of hungema@poverty.” She does give some
concrete examples of how State will work toward gpoal, but overall this idea could
have been better developed. The statement is gleNated, so tangible examples would
have been helpful for the reader.

The next section is quite a departure from theesh@ntioned section. Secretary
Clinton gives examples of how committed she ists tause and how much it means to
her. For example, she uses phrases like “very, personal,” “food security is at the top
of our agenda,” and “members of the G-8 to joinWmited States in fighting global
hunger.” This section is informal and the toneimesre, therefore it is rather convincing.

However, the piece ends with a vague quote, bieaethas been an “extraordinary
all-hands-on-deck effort.” The only evidence tlsagjiven is that the Secretary has
traveled to promote this issue to numerous cousitiiee ending would have been more
effective if it would have just stated the informoatabout the travel and omitted the

phrase that sets it up.
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Blog Post

The title of the blog post is “Strengthening Evemk in the Fight Against
Global Hunger” and was written by William E. Cralt, who is the Deputy Assistant
Secretary for Trade Policy and Programs. He ndiaisState hosted the World Food
Prize Laureate announcement and described whorpeelsand the order of events. This
is a good example of how a blog post can compliragiress release by offering a
different perspective.

The author then discussed the winners and saidhéa “have proven to be
leaders in the fight to end world hunger.” The laage is slightly pretentious in this
section. For example, phrases such as “importahfm®d security implemented through
a whole-of-government approach” and “emphasizisgdtilaborative nature.” The
section also contained a quote from the Secretapgéech that was powerful: “We ask
ourselves not whether we can end hunger but whetéevill because it is truly a matter
of political will and capacity.” The inclusion dfis quote as opposed to others is
important because it speaks to the audience hypgtitat a solution to this problem
exists.

The post ends with the author discussing the tivercspeakers. He says that he
“was honored to take part in this event which souglnspire, unite, and mobilize
people from a spectrum of specialties in the ctlleceffort to fight world hunger.” This
was a powerful way to end the piece and it ceryaimhkes the post more personal and

relatable
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There were 11 comments on this post and 8 of thera relevant to the topic.
Six of the comments generally supported the idebpaaised the Secretary and State for
making these efforts. Two of the eight commentereifl suggestions concerning hunger
and a few users interacted with each other abeustue. One comment in particular
seemed researched and was well articulated.

There should be less emphasis on analysis and more emphasis on "Getting the Job Done". We can talk and
talk until the cows come home but that does little to immediately atfect and improve people's lives. There are
many mnexpensive, low tech solutions that should be implemented now. Decentralizing the supply chain to a
more local model would take some pressure off the existing food supply grid. Preserving agricultural land and
water zones from development and mcreasing markets would also help. Increasing partnerships and
restrictions against non endemic,foreign, water sucking ornamentals would increase water supplies for
agriculture. Increasing farming skills in rural areas and using available urban land for food production for the
poor. Also, micro loans/subsidies for small scale, organic farmers. We need a low tech agricultural revolution
that every American can partipate in.

Posted on Thu Jun 17, 2010

Figure 27: Comment from State’s Blog Post on Wéddd Prize Laureate.
Facebook Post
Finally, the Facebook post about this topic stat8dcretary Clinton: “We are

committed to fight the twin afflictions of hungemapoverty.” The post also offered a
link to the official press release. Finally, it pdsa question, “What innovative food
programs are making a difference in your countd®the time of my review, there were
44 comments and 43 people “liked” the post. Theeeaaew interesting occurrences in
the comments. First, there was some back and deftate with two users that was fairly
civil and well-informed. However, it was not abdhis topic but discussed issues with
Palestine and Israel. In addition, no one direatigwered the question about food

programs. Finally, a representative from State centad three times in this post and

directly questioned another user as well as supphitormation that was intended to
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correct the user. Again, this was not on topic®tate interestingly decided to pursue
arguments nonetheless.

Overall, the blog post for this topic had the masnhments that closely aligned
with rational-critical debate than any blog postVtiewed. It seems the topic was one that
people could support and that it was not polarizingddition, the post clearly conveys
the sense that this is an issue that has not lodezds therefore people could contribute
their ideas. The language and tone was also apateso that citizens could feel both
inspired and motivated. In contrast, the Facebast gdid not attract any debate about the
topic, though there was debate on this post abmthar topic. It is interesting to note
that the question posed here did not create the sasponse as the other Facebook post.
A key element that was missing from both platfomas an understanding if action

would occur from any of the users’ comments.
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CHAPTER 10: CONCLUSIONS

While the communications | reviewed demonstrated éigencies are not using social
media for collaboration, it is important to notatlhere are some government social
media sites (and even some posts on the platformsdwed) that are beginning to
achieve public spheres that foster rational-ciitiedbate as well as civic participation.
For example, one new and innovative site, www.@mglé.gov, aggregates and poses
challenges from around the federal government iaféont to tap into citizens’
knowledge. The site is administered by the Gerfeeavice Administration and was
created in accordance with OMB’s March 2010 memduamon the use of
challenges/contests and prizes to improve goverharehencourage innovation.
However, any federal government agency can posabenge on the site and then
citizens can join the challenge to propose a smiytiiscuss the challenge, and show
support. In addition, the site usually offers mamgr recognition incentives.
According to the site, “challenges can range ffairly simple (idea suggestions,
creation of logos, videos, digital games and modydplications) to proofs of concept,
designs, or finished products that solve the gdradlenges of the 21st century.” An
example of a challenge is the “Health 2.0 Develdpleallenge” from the Department of
Health and Human Services, which is a requesteaterapplications for consumer

visualization and mobile health applications. ldliidn to posting solutions, the website
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encourages users to come together and discusstavaglsiress the challenge and work
collaboratively toward a goal.

In addition, there were blogs that were not inneniew that were taking
measures to serve as a place where citizens cmadsd topics. For example, the Chief
Information Officer for the Navy has had a sucaaislsfog with many followers who
comment and have discussions. His posts are vesppa and not always tied to issues
that are in the media. He does not repeat presases or copy material from other
sources; his material is original and the ideashatdound in other places. Furthermore,
he usually ends his post with a question that operthe floor for discussion. In some
posts he will discuss user comments and offer faekldn addition, he often takes time
to acknowledge his community. He even created aqadled “Expanding the Dialogue”
that discussed ways he would try to get more ppdion from users. The posts are
genuine and the effort is real—and users have refggbto that and have established a
true community.

Finally, it also should be addressed that celfaicebook posts that were not in
my review engaged citizens more fully than som#hefposts | discussed. For example,
in many instances, the Department of State (Steted a technique of polling users to
find out what issues were most important to thenchvhlso prompted discussion. State
has also recently been successful with posing mumssat the end of the Facebook post to
engage users and spark debate.

To this end, it is clear that social media prosideportunities for government

agencies to collaborate with its citizens. Howebecause an agency has adopted this
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new technology does necessarily mean that it hagted the spirit of participation that
embodies Web 2.0 principles. In this regard, it rnaydangerous for a user to expect
these sites to always function as a collaborafpaes because he or she may ultimately
become further indoctrinated. In addition, the ajesmay be using these tools to only
further promote their message or agenda underuise gf seeking input from citizens.
Perhaps citizens should not look to agencies tataiai their social media sites as public
spheres and instead forge ahead by participatipgltic spheres that are not

government sanctioned.
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APPENDIX: RUBRIC FOR DISCOURSE ANALYSIS OF COMMUNKTIONS

) ] Official Press Official Blo Facelook
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