ANALYZE

\ Y
s the person an
happy custome

No

Is the person

mplaining and/
criticizing?

No

comments?

Yes

MONITOR

Comments of this sort

are generally harmless
and allow other users
to see an open con-
versation. Social media
should be monitored
but not censored.

Yes

INTEGRATED MARKETING COMMUNICATIONS

(I\B RB OPPENHEIM ASSOCIATES

You’ve got a post on

Is it positive?

Yes

your page!

correct?

No

eave it on you
page with no
response.

Thank them!
All comments
should be
appreciated.

INFORM

Open conversation is
important, but so is
accuracy. Correct any
inconsistencies and do
you best to give more
accurate information to

the poster.

EVALUATE
ou want to respo

Yes

\fpok

Tone of Re

DIGITAL OPPS

Yes

ENGAGE

Responses aren't just for
negative comments! By
responding you help to
engage your viewers

and create a conver-

sation with your audi-

ence.

INTEGRATED DIGITAL MARKETING Qy
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