
TxDMV Social Media
A Customer-Focused Approach



STRATEGY
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Consumer 
Education

Reputation 
Management

Reaching out with 
useful tips

Providing answers
Customer Service

Dispelling 
stereotypes & 
misattributions



ACTIVE APPROACH

FACT: Conversations are happening - with or without you.

 Don’t be afraid to jump in.

Formula For Success: S + K = W

S = Special software (Tweetdeck, Hootsuite, Seesmic, etc.)

K = Well-chosen keywords help find relevant tweets 

W = WOW Factor  what happens when a customer receives 
unexpected quality service



ONE TOUCH SERVICE
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CUSTOMER

Provide a seamless experience for customers.

Work closely with SMEs to get answers to 
questions or involve other agencies in the 
conversation if they have a presence on the 
platform.

Exception: Move the conversation to e-mail if 
personal information needs to be shared.



TONE

Get Social

•Keep it real: social media is 
about the human touch.

• Use Plain English: help people 
understand complex 
information.

• Be conversational: fans and 
followers want to be engaged.

• Show some humor: being 
serious does not have to be 
boring.



FACEBOOK – Official TxDMV Page



FACEBOOK – Registered Texan



FACEBOOK – Protect Your Title, Texas
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