
Assess the social media post, 
comment, or message. Is it:

positive negative

Factually accurate, 
fair, and balanced?

Is the topic potentially 
sensitive or contentious?

Does the comment 
ask a direct question 

to your museum? 

Respond privately 
thanking them for 
their question with 
a request to contact 

you via email or 
phone, or request 

their email address 
for follow up

yesno

Share with 
additional 

information

Does the content 
contribute to positive 
brand sentiment for 

your museum?

yesno

Acknowledge 
the post, add 

thanks, 
and/or share 

if desired

Leave the 
comment 

or post 
alone and 
monitor

yes no

If the comment 
or post contains 

factually 
inaccurate 

information 
about your 

museum, gently 
correct the facts. 
If not, leave the 
comment/post 

alone and 
monitor

yesno

Does the 
comment use 

offensive, crude, 
or abusive 
language? 

yesno

If a comment, hide it. If a 
post, ignore and monitor. 
Report the author to the 
social media platform if 

they are a troll.

no

Can value be added?

yes

Is the comment or post in conflict 
with your museum's  values*? 

noyes

Gently correct the 
facts with 

acknowledgement and 
thanks as appropriate 

Is the user a troll*?yes

Is the user a dedicated 
complainer*?

no

Here, include any golden rules, definitions, and quick reference of your museum's mission, values, core programs, and focus areas. The below are examples.

Comments that contain hate speech should be deleted immediately upon discovery. 
Comments with profanity, advertisements, political endorsements, and spam/links should be hidden immediately upon discovery. 

Troll/trolling: A social media troll is someone who purposely says something controversial in order to get a rise out of other users. Trolling is defined as creating discord on the Internet by starting quarrels or upsetting people by posting inflammatory or off-topic messages in an online 
community. 
Dedicated complainer: a dedicated complainer is someone who primarily posts negative comments on social media with the intent to gain popularity or fame often through satirical, false, or crude criticism of another individual(s) or organization(s).

The museum's mission is
The museum's values are
The museum's focus areas are

director.

yes

no

Can the question be easily 
and fully addressed within 

character count constraints?

Thank them for their 
question and gently 

respond. Always provide a 
link to further information 

if available.

yes no

If they 
continue to 

ask questions

Is the complaint 
factually accurate? 

Is the issue related to any of your museum's focus 
areas*  or core programs* or are more than a few 

people upset about a particular issue? 

yesno

Is the complaint 
factually accurate? 

 Consider gently 
correcting the 

facts if it can be 
done without 

being 
defensive. 

Always provide 
a link to further 
information if 

available.

no yes no yes

Thank the 
user for their 

feedback 
and when 

possible, add 
information 
about how 

the issue will 
be resolved

Request that they 
contact you via 

email or phone, or 
request they 

privately message 
you their email 

address for follow 
up.

If they continue to 
comment or ask 

questions

Is there more than 
one issue being 
raised or is it a 
common single 

complaint? 

Multiple 
issues

Single, common 
complaint

Escalate the issue and provide a draft 
response that includes thanking the user for 

their feedback, apologizing when appropriate, 
and whenever possible, adding information 
about how the issue will be resolved. Trying 

to respond within the same day is critical 
before this issue escalates further. A simple 
"thank you for notifying us, we will look into 

this matter" may suffice for timing.

 Consider gently 
correcting the facts if it 

can be done without 
being defensive. 

Always provide a link 
to further information 

if available.

Do not respond. Collect and escalate the complaints, 
monitor the conversation, decide which complaints are 

appropriate to address, and consider a long-form 
response to address the issues described. Have 

appropriate staff or leadership weigh in on a suggested 
response prior to posting publicly. Responding within a 

week is ideal, though for larger issues it's more 
important to be thoughtful than speedy. Acknowledging 
taking time to listen in a response that takes longer to 

draft is appropriate.

Template Social Media Response Decision Tree
Include here information on who this decision tree is meant for, who may respond, and how issues should be escalated if not covered by the decision tree.

Neither positive nor negative 
(i.e. museum is tagged 

in an event)

Does it pertain to your museum's 
mission, values, or focus areas?

no

yes

Does it explicitly  
provide value to your 

audience or a segment 
of your audience?

yes

Acknowledge the post and/or share or consider sharing 
separately from the original post.

Do not respond. 

no Do not respond. 

This template is offered as starting point and is 
by no means prescriptive. Every museum will 
need to edit or build upon this template to 
create the practice and policy most appropriate 
for their institution.
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