Appendix D

Response Flow Chart for Officers and Councillors

Social Media: Quick Guide For Responding

Assessment Content Posting
Is it a positive posting?

Abusive
Racism, degrading or Remove post
Evaluate abusive to others? Tell person who posted the

abusive remarks that
abusive language will not

be tolerated
Agree

A factual response, which may
agree or disagree with the post,

Reply or monitor
yet is not negative.

Reply to comment on

FB/Twitter if mentioning a
You can agree with the post, let iR service. Monitor general
it stand or provide a positive : rants, jokes and sarcasm

review.

Angry rage
Is the post a rant, rage,
joke or sarcastic in

D t t d?
o you want to respon Fix the facts

Misguided Respond with factual
Are there incorrect or information directly on

mistaken facts in the Facebook/Twitter
post?

Let the post
stand

no response Restoration

Rectify the situation,
respond directly on
Facebook/Twitter,
(unless the post was
specific to that one
person) and act upon a
reasonable solution

Unhappy customer
Is the post a result of a
negative experience
from one of our
services?

Respond

Share successful Final Evaluation
outcomes Base response on present
Proactively share successful circumstances. Will you
resolutions respond?

Social Media Response Considerations

Transparency Sourcing Timeliness Tone
Disclose your Quote your sources by Take time to create good Respond in a polite
name and job role including hyperlinks or responses, but preferably professional and
when replying references within a day informative tone



