
SOCIAL MEDIA RESPONSE GUIDELINES

SHARE

Acknowledge, 
thank, and/ 

or share with 
others.

QUESTION

Yes Yes Yes

FIX IT

Validate 
concern, then 
correct/clarify 

misinformation

CONVERSATION

Are parents having 
a conversation about  

the school or their  
children?

No

RESPONSE CONSIDERATIONS

SOCIAL MEDIA POSTING/COMMENT

Has there been a post about the school?
Is it positive, negative, or neutral?

“DISINFORMED”

Are there incorrect 
facts/statements?

“UPSET”

Is the post about a 
negative experience 

from a parent or staff?

“RANT”

Venting, joke, or  
post intended to be 

humorous?

“SPAMMER”

Person or site
designed to bash

others, or
inappropriate

comments

ACCURACY

Check your facts.
Ensure that spelling,

grammar, and punctuation
is all correct.

TONE

Respond in a tone that 

culture of your Academy.

TIMELINESS

Take the time to create 
accurate and well thought 

out responses. 
Reply within 24 hours.

MONITOR

post, but 
watch and make sure it doesn’t escalate. 
Notify marketing team. Any blocking of 

fans or deleting of posts must go through 
the marketing team.

No

No

No

Yes

REPLY

Follow below response 
considerations and  
answer question.

OBSERVE

Watch the conversation. 
There is no need to reply 

unless the conversation turns 
negative or a question is 

being asked of the school.

Yes

NeutralNegative

Yes

REPAIR

Find reasonable solution.  
Apologize, attempt to 

rectify situation.

Positive

FACTUAL

Is the post true?


