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Positive Posts Negative Posts Breach of Terms & Conditions 

Can CDE add 
value to the 

post? 

Thank them, 
concur or show 
appreciation for 
their comment 

Provide 
additional 

information using 
the response 

considerations 

Response Considerations 
 Use transparency 
 Reinforce response by linking to CDE’s 

website  
 Respond in a tone that reflects CDE 
 Prioritize by responding to the most 

active users first 

Is the post 
an opinion? Yes 

Can the fans of the 
page correct? 

No 

Yes 

Does the post fall under post 
standards that are automatically 

removed (as outlined)? 

No 

Respond by 
correcting the 

facts and 
monitor 

Have the fans 
corrected the 

error within 24 
hours? 

No 

Respond by 
correcting the 

facts and monitor 

Yes 

Monitor and respond 
only if the comment 

receives more than three 
responses 

Are others 
agreeing with 

the post?  

Yes No 

Work with CDE 
personnel to draft a 
response, respond 
and monitor. If the 

comments continue, 
offer to take 

conversation offline. 
If the comments 

continue, treat as a 
breach of terms. 

No Yes 

No Yes 

Is the po
a rant, 

rage, jok
or 

satirical i
nature?

Yes 

No 

Monitor and 
remove/document 

only if the 
comment receives 

more than two 
responses 

Remove comment, 
document & 

notify exec team 

Remove 
comment & 
document 

Is the post a result of a 
customer service 

experience? 

Yes 
No 

Work with CDE 
personnel to 

respond/resolve 

Are the facts 
accurate? 

Yes No 

Goal: 24 hour response time. A starburst item should be responded to within two hours during normal business hours or outside of normal hours, at the next possible opportunity. 

CDE Social Media Response Matrix 
November 2012 




