
 

Government Social 
Command Center 
 
In the 21st century, government agencies cannot be effective if they do not maintain a consistent social 
media presence. In order to be fully in touch with their citizens, agencies need to be able to monitor 
trending topics and analyze public sentiment around key issues. Then, they need to participate in these 
ongoing conversations, identify and engage top influencers, publish relevant multimedia content and 
respond to adverse events and crises instantaneously. 
 
Millions of conversations about government are happening on social channels every day. 
 
Is your agency engaging? 
 
Salesforce.com’s market-leading social media monitoring and engagement solution allows agencies to 
integrate social media channels into their preexisting communication strategy, and turn insights into 
action. More and more, citizens expect to be able to interface with government over social channels. An 
unanswered tweet is as bad as not picking up the phone to respond to a service call. 
 
Having a Facebook page for your agency is no longer enough. Agencies need an integrated platform that 
allows them to bring government to where citizens spend their time, and provides real analytics and 
metrics that measure returns on social media investment. 
 
Federal, state and local agencies across the country leverage Salesforce in their social media command 
centers. Once an agency operationalizes social listening and engagement, the applications are endless. 
From crisis management to public safety to economic development, agencies that embrace social tools 
see improvement at every level and simply get more done. 
 

 
 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 



 

 
 
 

 

NJ TRANSIT has integrated their social command center with their 

customer service operations. Their agents monitor the social web for 

conversations happening around transit and transportation in New 

Jersey. When there is an actionable post or tweet, it is imported into 

their contact center queue as a service case, and an agent is assigned to 

resolve the inquiry. From the social console, the agent resolves the 

issue, and the citizen receives the response over his or her preferred 

channel of communication. 

From your social command center, your agency can manage 

all of your Facebook, Twitter and YouTube accounts from a 

single console. City managers are able to ensure that 

messaging remains unified across their broad social media 

presence. By viewing the data holistically, they can spot spikes 

in trending topics early, and respond on every channel 

simultaneously. Modern-day citizens expect a lot when it 

comes to technology and social media, and Salesforce allows 

agencies to manage those expectations with agile 

responsiveness and total transparency in all communications. 


