
Lethbridge College Social Media Triage Chart 
Goal: 24 hour response time. Items outlined in starburst, one hour response time. 
 
 

BREACH OF POLICY 
Remove the comment 
and reply with a post to 

college social media 
policy and guidelines. 

POSITIVE POST NEGATIVE POST 

Do you want 
to respond? 

NO 
No 

response 

YES 

Can you add 
value? 

YES 

YES 

YES 

NO 

NO NO 

Let the 
comment 
stand – 

thank the 
person 

Respond in 
kind and 

share 

Are the facts 
correct? 

Gently 
correct the 

facts 

Can the 
community 

correct the facts? 

Monitor – if not 
fixed in 24 

hours, gently 
correct the facts 

Does the 
customer 

need more 
info? 

Take reasonable 
action to fix issue 
and let customer 

know action taken 

 

Take reasonable 
action to fix issue 
and let customer 

know action taken 

 

YES 

RESPONSE CONSIDERATIONS 

TRANSPARENCY 
Disclose your 
connection to 

Lethbridge College. 

SOURCING 
Cite your sources by 
including hyperlinks, 

video, images and other. 

TIMELINE 
Do not rush! Take the 
time to craft relevant 

responses. 

TONE 
Listen to the attitude. 
Respond with respect 

INFLUENCE 
Focus on responding to 

the most active and 
relative sites. 


