
USE OF SOCIAL MEDIA
RESPONSE FLOWCHART & TIPS

The following flowchart and tips provide appropriate steps for responding to comments made by the public. 

Comment/Message on Social Media Platform                                                                                             
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NO

relation to the original topic

ADD VALUE 
Can you add value by providing more 
information or answering a question?

COMMENT
Respond with advice 
from key stakeholders 

as required

LET STAND
No response required

DOCUMENT & REMOVE 
Notify user of social  
media policy breach. 

Take a screenshot, save in DM 
(each branch is required to 

document each policy  
breach in their own DM doc)  

and remove post.  
Repeat offenders will be banned.
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IS THIS A 
CONTENTIOUS ISSUE? 
(provoking, causing or likely to  

cause an arguement)

Send to MEDIA 
TEAM to assess

POLICY VIOLATION? 
Does this comment/mesage violate 

Council’s social media policy?

COULD THIS LEAD TO  
TROLLING? 

 

(unsolicited and/or controversial comments 
with the intent to provoke an emotional 

reaction and disrupt the topic discussion)

YES
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YES

NO

YES
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• Vulgar or abusive language
• Personal or obscene 

attacks
• Threats or defamatory 

statements
• Suggestions or 

encouragement of illegal 
activity

• Copyright or tradmark 
infringement

• Promotion of services, 
products or entities, events 
not related to Council

• Spam - irrelevant or 
multiple posts

• Speculate or comment on 
legal matters

• Publicly post other people’s 
personal information

• Trolling, baiting, disrupting 
a conversation or is not in 

MODERATION 
GUIDELINES

BE POSITIVE
Respond in a friendly and 
professional tone. Correct mistakes 
politely. Do not argue, insult or 
blame others.

BE TRANSPARENT
Sign off comments with your first 
name to personalise and humanise 
Council to followers of our social 
media.

BE TIMELY
Response times should be no 
longer than 24 hours. Preferably 
2-4 hours during business hours.

BE HELPFUL
Point users to helpful information 
on the website and follow up when 
new information is available.
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