Family and Childcare Trust
Social Media Training Module

Before you respond flowchart

When you're first getting started out on a social network, it seems absurd not to respond to anyone who
engages with you, whether it is good or bad. The following flow chart offers a helpful way to evaluate
social media posts, and provides a response strategy for each. Remember, what goes online stays
online, and your response to posts on social media should positively reflect your organisation’s mission
and values.

Don't respond

Is it positive or true? Join in

Before you Do you

respond Get involved in the

Even if it disagrees with some

Remember: Never ask
for someone's private
details via a public
forum. If you need to
continue the
conversation offline,
give out your details.

Evaluate: Consider the
situation, the influence
of the site or writer
before deciding if
you'll respond.

Be transparent:

Be honest in your
response and clear
about your role.

Cite sources: Be clear
about your sources
and include links to
them.

Don’t rush: Take time
to make your
response a good one.

Get the tone right:
Write like you would
speak to the person if
they were in front of
you. Be honest and
approachable.

Focus: on your most
influential online
activity; is responding
a good use of your
time?
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things, is it mainly responsible, want to
respond?

balanced and not negative?

Madlicious?

The author has deliberately
posted a comment designed to
cause disruption, argument and
upset.

Banter/joker?

They are making a point rather
than asking for a response.

Misguided?

The author has used incorrect
evidence, or misunderstood your
work,

Unhappy?

The writer is raising a genuine
grievance about your service.

Breaks the house rules?

discussion. Thank
the writer, share
your views or offer
more information.

Monitor

Avoid responding, but keep track of
relevant activity on the site. Ensure
posting is in line with house rules.

If needed, taking the conversation
offline might help address the situation.
Blocking a repeat offender can be
used as a last resort.

Correct

Respond to the post with factual
information. Do not enter into an
argument.

Restore

Provide a good customer service:
respond promptly, diagnose the issue,
refer the writer to the appropriate
team or source of information.

Moderate

Follow house rules. E.g. posts may
need to be hidden/deleted and
persistent offenders banned.




