
THE SOCIAL R-EVOLUTION
Should the Public Administration have a placement on social media?



WE ARE  
THE ITALIAN SOCIAL 
SECURITY INSTITUTE

120 years of activity 

882 
facilities (offices, agencies, 
customer points) 

869 
billions of total cash flow in 
2017 (income plus expenditure)

100% 
digital coverage of processes 
and services

487 services available online

E-GOVERNMENT 

INPS IN A FEW NUMBERS



GETTING DIGITAL

PA is where the citizens are!  

If they move towards digital spaces, 
we must move too, in order to be 
always  “CLOSE TO THE PEOPLE”.



GETTING SOCIAL

4 pages on Facebook

1 account on Twitter

1 page on Linkedin

1 account on Instagram

1 account on YouTube

375.000 
total followers

1,5 millions 
monthly organic reach 



GETTING MOBILE
Inps Mobile  
users can access to several 
services directly from their 
smartphone. 

Inps Press Office 
users can read press releases, 
official documents and some 
other content.

Inps Multimedia Museum 
users can have insights about 
INPS historical and artistic 
heritage.



SOCIAL MEDIA?  YES WE DO!

We inform and listen to citizens’ needs 
and we boost a shared and fully 
transparent dialogue with them.

All our social accounts address to 
different but specific targets, according 
both to the social media platform’s 
technical features and to our strategy. 

Let’s see how we do that!



FIRST OF ALL 
KEEP THE TARGET 



CONTENT STRATEGY

We have a huge and diverse core target. The way 
we use to reach it is giving people the information 
they want in the “shape” they are more familiar 
with. 

We call it Info Diversification!



CONTENT STRATEGY



CONTENT STRATEGY

Info diversification means giving to each target the 
information they need in a suitable way. 

That’s why we use some “visual hashtags” to 
apply a functional target segmentation. 

In this way each part of the core target knows if to 
focus on that piece of information or not!



CONTENT STRATEGY

And they really appreciate it!



Info Diversification also 
means addressing a 
wider target, that's why 
content must be suitable 
to a main stream media 
coverage too. 





CONTENT STRATEGY
Facebook is the social square people is starting 
to be annoyed of, but it is still “the big one”, 
where they ask, make comments, complain, 
ask again, say thanks!

Sometimes people who leave from 
FB meet us on LinkedIn the place 
for professionals and for everyone 
who seeks for information 
without  “rumors”

Instagram spreads the visual 
information for young people

YouTube, the 
information 
you watch at  

Twitter is our 
loudspeaker 
toward everyone



THEN 
MATCH THEIR NEEDS 



Small content is just the 
tip of the iceberg but it 
matches the need of being 
“short and correct”

FORMAT FOR A SOCIAL PA
Social media are affected by 
overloading information, that’s 
why we use format to: 
  
- catch the attention 
- simplify difficult concepts 
- trigger call to action 
 



FORMAT FOR A SOCIAL PA



FORMAT FOR A SOCIAL PA

Nursery bonus 
 



FORMAT FOR A SOCIAL PA

Small content is a trigger to call to action, drives people to deeper explanation and  builds network 
as in the following examples 
 

Want to know more about 
the “Nursery bonus?”

“Check it on 
our website”

“Click here 
to know more”

“Check the 
infographics 

on Instagram”

“We’ve just 
published a 
short article 
on LinkedIn”



LAST BUT NOT LEAST 
LISTEN TO YOUR TARGET 



SOCIAL LISTENING

Dal minuto 7.09 a 10.43

http://www.la7.it/propagandalive/video/propaganda-live-propagandatop-16022018-21-02-2018-234658
http://www.la7.it/propagandalive/video/propaganda-live-propagandatop-16022018-21-02-2018-234658


8 31 8 31

SOCIAL LISTENING

Your target will never speak to you on 
social media if you don’t reply. 
 
That’s why we reply to all comments 
we receive on all our social media 
accounts. 

Community management 
is our flagship! 



SOCIAL LISTENING
This is an example of how we managed 
a “tweet bombing” on our Twitter account 
following some strategic steps.   
 

All the thread here!

https://twitter.com/i/moments/1040589024480698368


SOCIAL LISTENING

Our tips for social monitoring and moderation 

listen and understand the target’s need/
requirement/complain 

wait and obtain all the information about the case 

enter the conversation once you are almost aware 
of all the elements to reply 

reply showing empathy but don’t forget you are 
representing the Public Administration!
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TEAMSOCIAL




