
Digital & Social Media Response Flowchart

NO

NO

POST
Is post about Texarkana College 

positive or balanced?

TROLLS
Is post on a site dedicated to 
bashing & degrading others?

RAGER
Is the posting a rant, rage, joke 

or satirical in nature?

MISGUIDED
Are there erroneus facts 

in the posting?

UNHAPPY
Is the posting a result of a 

negative experience with TC?

NO

NO

NO

NO

NO

MONITOR
Avoid responding to specific 

posts and continue to monitor 
for additional relevant

 information and comments. 
Notify PR Director.

PROFANE
Does the post contain profanity, 
potentially libelous material, ob-
scenity, inappropriate personal 

information or personnel issues?

CORRECTION
Do you want to correct the 

statement and respond directly 
on the wall, post or public feed?

RESTORATION
Do you wish to attempt to rectify 

the situation and engage with 
the user further?

PUBLIC SOLUTION
Consult with the appropriate de-
partment to ensure information is 
correct before posting publicly.

PUBLIC SOLUTION
Address concerns publicly and 

ensure there’s a faculty/staff 
member who can contact poster 

directly to rectify the situation

PRIVATE SOLUTION
Contact the poster privately/via 
direct message to correct the 

statement or rectify the situation 
out of public view.

REMOVE
Remove or hide posts that 

contain profanity, potentially 
libelous material, obscenity, 

inappropriate personal 
information or personnel issues.

UNIQUE 
SITUATION

Evaluate the post and 
consult with Public Relations 

Director if necessary to 
determine the best course 

of action.

NO

CONCURRENCE
Do you want to respond?

YES

LET STAND
Let the post stand with 

no response.

NO

DISTRIBUTE
Share the post with your 

followers/fans

ENGAGE
Engage with the user by liking or 

commenting.

ADD
Add to the original and share 

with followers/fans.

YES

YES

YES

YES

YES

YES

YES

YES

RESPONSE CONSIDERATIONS

TRANSPARENCY
Disclose your connection with Texarkana 
College if you are not responding via an 

official TC social media account.

SOURCING
Cite your sources by including hyperlinks, 
video, images or other references that will 

help reinforce your position.

TIMELINESS
Though it’s important to respond in a 

timely manner, take time to create good 
responses. Don’t rush. 

TONE
Respond in a tone that reflects the values 

of Texarkana College. Be cognizant of 
grammar, spelling and punctuation.

INFLUENCE
Focus on the most used and most visible 
sites that Texarkana College faculty, staff, 

students and stakeholders use.


