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What is the
sentiment of
the comment?

—>>

neutral-positive

Is it a question related
to operations, service
delivery or
governance?

yes

RESPOND

Never miss a chance to
sow trust in residents
by communicating
and being transparent.

Bonus points for being
conversational and
human.

Is it a comment that
provides opportunity
to increase resident
knowledge of your
organization (or of
local government), or
to build a relationship
with residents?

.

Is it a comment that is
positive about your
post or something the
organization has done?

yes

negative

S

&

Does the comment attack anybody

SOCIAL MEDIA FLOW CHART

> directly, include profanities, or is it
otherwise inappropriate?

Does the comment
include
misinformation
about your
municipality?

yes

Does the comment
include a genuine
complaint or
concern about
service delivery or
another aspect of
municipal
government
operations?

DON'T
RESPOND

ISSUE
CORRECTION

Provide accurate
information on the
topic in a timely,
positive and
professional manner.
Do not get into a back
and forth.

Remember these
corrections may clarify
things for other
residents seeing the
thread, as well.
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