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SOCIAL MEDIA STRATEGY

SOCIAL MEDIA PRINCIPLES
Social networks, and in particular social media channels, present real opportunities to change our whole approach to communicating and engaging with our customers and our wider communities.

These channels have the potential to improve decision-making and service delivery by building new and open relationships with our communities and our stakeholders.

Social networking is a key tool in supporting our social business objectives. We understand the significance, reach and value of the medium in building our reputation through communication, conversation, engagement and involvement, for both internal and external audiences.

SOCIAL MEDIA STRATEGY
We will use social media channels when and where it is appropriate to do so in support of our overall strategic objectives and in line with our channel strategy.

We will use the conversational, sharing and viral nature of the medium to build social capital through positive engagement and by encouraging, developing and participating in open and two-way conversations with communities, which also include partners and stakeholders.

We will seek out online communities and join with relevant audiences to ensure that our reach and engagement is representative and inclusive of the communities we seek to serve and to engage with.

We will use social media to develop engagement and accountability, and to support the overall reputation of the council and individual services.  We will actively seek community and customer input and involvement in the services they receive, and at all stages of the democratic process.

We will use social media to support the line of business activities of individual services, including through marketing and promotion, and through the adoption of new service delivery models.

We will use social media for promoting, to inform and communicate with residents, stakeholders and communities of interest, and to respond appropriately to customer and community feedback, including for customer services, complaints and Freedom of Information contacts.

We will use social media to help shape future policy and service delivery models by understanding aspiration and need, and use this to shape service design and undertaking, including through the development of co-creation and co-production models of alternative service delivery.

We will use social media to capture and record customer and community insight alongside service performance feedback. We will use this both to develop accountability and quality in the services that we deliver, and also to shape the customer experience and journey.

INTRODUCTION
Shrewsbury Town Council is committed to using social media as part of its overall communication strategy. We understand, however, that for the protection and safety of those using these services, these channels must be managed in an appropriate and professional manner, and in line with corporate guidelines.

Management
All official Shrewsbury Town Council accounts will be managed and branded in line with corporate guidelines, have supporting profiles that clearly state both ownership and purpose.
Availability
All channels are managed in line with the normal operating hours of the managing service. Some accounts do offer extended operating hours, but in general we will monitor and respond to enquiries during normal office opening hours.

General reminder
All those using our social media channels are reminded that they are legally responsible for the content that they post, including under defamation and copyright laws. Please do not publish your own personal details, or publically share personal information belonging to anyone else, including name, address, location, phone number or email. If you are sharing photos or video content, please ensure that you have the agreement of all of those who appear within that content (or their parent or guardian if under 18). Existing pre-election period restrictions will apply to our social media channels.

The Authority is unable to promote company adverts or political matters.

CHANNEL STRATEGY
Shrewsbury Town Council is committed to open, honest and transparent communication. To do this as effectively as possible we realise that we need to use the most appropriate means of delivering our communication.

The channels that we choose to communicate through are the key to ensuring that communication is sent, received and understood in the most appropriate way and in a manner that is suitable to the audiences that we seek to engage, or who seek to engage with us.

The channels we use 
We will take advantage of all of the communications channels that are available to us, where there is value in doing so and when they are appropriate to the purposes, or objectives, that we are seeking to achieve.
· Expectation – We will use those channels where the public would reasonably expect us to have a presence, or have an open communications channel available.
· Reach – We will use those channels where the reach of the channel represents the most appropriate means of delivering our business objectives.
· Audience – We will use the most appropriate channel to engage with the audiences that we are seeking to reach, or who are seeking to reach us, where this represents the most effective means of supporting our business objectives.
· Credibility – we will use those channels, where having or maintaining a presence, supports our reputation or our overall business objectives.
· Reputation – We will use any appropriate channel to seek to address, redress, or correct, any information, comment or content that we believe to be factually incorrect and that would, if not addressed, impact on the overall reputation of the council, or would mislead the wider public into the belief that the information, comment or content was factually correct.
· Value – We will use those channels that represent the most effective means of supporting our policy or line of business objectives, including looking for, and developing, new and innovative models of service delivery or to shape future policy.
· Preference – Wherever possible and practical to do so, we will seek to understand and to use the audience’s preferred channel of communication.

General Reminder
All those using our social media channels are reminded that they are legally responsible for the content that they post, including under defamation and copyright laws.



CONTENT STRATEGY

Introduction
Our communications reflect the culture of our organisation and how we interact with our customers, and will be open and honest. Our channel and content strategies support how we deliver our messages and how we engage in communication.
Clear communication ensures that the messages we send and the information that we provide is received, understood and where appropriate acted upon, and supports our strategic and business objectives.
If the content of the messages we send is not understood, or acted upon, then we will have failed in our objectives.

Content Strategy
Our content will be:
· Conversational
· Confident
· Well written and easy to understand
· Open and honest
· Truthful
· Written in plain English

In principle, and wherever practical, we believe that content should be curated in one place and that all other communications should seek to explain, reference and signpost that place and not seek to duplicate that content, including content provided by our partners.

We will ensure that our content is co-ordinated and consistent across all of the platforms that we use, including branding, and that our content is suitable for the channel through which it is being broadcast and to the audience for which it is intended.

We will ensure that all our content, including links, documents and contact channels, supports our overall strategic and business objectives.

We will ensure that all supporting resources, including graphics, photographs and video content, support our overall strategic and business objectives.

We will also ensure that our content is easy to find, relevant, up to date and meets information governance and copyright rules.

YOUR COMMENTS – OUR PRINCIPLES

General
We want to keep discussion as open as possible and will not attempt to exclude critical opinions if they are constructive. However, to protect our services from abuse, ideas and comments must satisfy some basic conditions.
· If you wouldn’t say it offline, don’t say it online
· Even strong views can be expressed without recourse to personal attacks or expletives
· Comments posted on our social media sites should relate to the hosting service.

Commercial companies are welcome to participate in the conversation but not for the purpose of direct marketing.

Comments which fail to comply with these or any of the following conditions will be removed, and individuals persistently flouting our terms and conditions will be blocked where possible.


Submission Guidelines
Please also ensure that your ideas and comments:
· are respectful of others - comments should not be malicious or offensive in nature, and should not constitute a personal attack on a person’s character
· don’t incite hatred on the basis of race, religion, gender, nationality, sexuality or other personal characteristic
· don’t reveal personal details, such as names, private addresses, locations, phone numbers, email addresses or other online contact details
· don’t break the law - this includes libel, condoning illegal activity, and breaking copyright
· are reasonably concise, and don’t constitute spamming of the site
· are in English - unfortunately, we do not currently have the resource to moderate comments in other languages
· are relevant - please don’t post messages unrelated to this channel or the subject under discussion.

General reminder 

All those using our social media channels are reminded that they are legally responsible for the content that they post, including under defamation and copyright laws. Please do not publish your own personal details, or publically share personal information belonging to anyone else, including name, address, location, phone number or email. If you are sharing photos or video content, please ensure that you have the agreement of all of those who appear within that content (or their parent or guardian if under 18). Existing pre-election period restrictions will apply to our social media channels.

































FACEBOOK PRINCIPLES

About
Facebook is a social networking site that allows registered users to share information, photos and links amongst other registered users of choice. In general Shrewsbury Town Council uses Facebook pages to provide content to, and to engage in conversation with, those registered on Facebook. Facebook pages are also available to view by other non-registered users. We also, where appropriate, use Facebook groups and, when appropriate, officers use Facebook user accounts for the purposes of managing pages and groups. These user accounts do not engage in any ‘friend to friend’ interactions.

Management
All official Shrewsbury Town Council Facebook accounts will be managed and branded in line with corporate guidelines, have supporting profiles that clearly state both ownership and purpose.

All Facebook interactions are managed through specific work-related accounts. No channels are managed through personal social media accounts. 

Content
If you ‘like’ a Facebook page you can expect at least one post a day (some posts may be scheduled) on the following areas:

· Information about the day to day activities of the service
· Notification of events or changes in service delivery
· Opportunities to provide feedback or to get involved in consultations
· Information from central government, other councils and partner organisations that are of general interest to the topic area
· Information from other Facebook pages that is of general interest to the topic area that the account covers, and does not contravene our general content publication guidelines, but in doing so does not endorse the content of any third party links
· Occasional signposting to other Shrewsbury Town Council services that may be of interest or relevance
· Relevant emergency and major incident messages issued by Shropshire Council or our partners.

Wall posts and private messages
We welcome all feedback; however, we will only be able to respond to comments and enquiries during normal operating hours. We read all posts and private messages and will respond, when appropriate, on the next available working day.

Each account is only able to respond to comments and enquiries that are within the remit of the account, and we are also not able to engage in conversations about, or respond to, comments that fall outside the account’s terms and conditions.

Failure to follow our terms and conditions may lead to posts being removed and/or users being blocked.

Likes
We will not automatically ‘Like’ those pages that ‘Like’ us. We will, as a general principle, like pages that belong to relevant partner organisations and/or stakeholder groups.

General reminder
All those using our social media channels are reminded that they are legally responsible for the content that they post, including under defamation and copyright laws. Please do not publish your own personal details, or publically share personal information belonging to anyone else, including name, address, location, phone number or email. If you are sharing photos or video content, please ensure that you have the agreement of all of those who appear within that content (or their parent or guardian if under 18). Existing pre-election period restrictions will apply to our social media channels.
TWITTER PRINCIPLES

About
Twitter is a micro-blogging platform that allows registered users to post short messages, including photographs and links, publically on the twitter platform. Registered users are also able to send messages to, and share content, with other registered users.

Management
All official Shrewsbury Town Council Twitter accounts will be managed and branded in line with corporate guidelines, have supporting profiles that clearly state both ownership and purpose.

Content
If you follow an account you can expect at least one tweet a day (some tweets may be scheduled) on the following areas:

· Information about the day to day activities of the service
· Notification of events or changes in service delivery
· Opportunities to provide feedback or to get involved in consultations
· Re-tweets from central government, other councils and partner organisations that are of general interest to the topic area
· Re-tweets from other twitter users containing information that is of general interest to the topic area that the account covers and does not contravene our general content publication guidelines, but in doing so do not endorse the content of any third party links
· Occasional signposting to other Shrewsbury Town Council services that may be of interest or relevance
· Relevant emergency and major incident messages issued by Shrewsbury Town Council or our partners.

@replies and direct messages
We welcome all feedback; however, we will only be able to respond to comments and enquiries during normal operating hours. We read all @replies and direct messages and will respond, when appropriate, on the next available working day.

Each account is only able to respond to comments and enquiries that are within the remit of the account.

Following and unfollowing
We will not automatically follow those following us, but we will, as a general principle, follow all those who follow us where it is relevant and appropriate to do so. Being followed by one of our accounts in no way represents an endorsement.

We will unfollow and may also block any account that is found to be promoting content or is engaged in activity that falls outside the terms of our acceptable use policy.

General reminder 
All those using our social media channels are reminded that they are legally responsible for the content that they post, including under defamation and copyright laws. Please do not publish your own personal details, or publically share personal information belonging to anyone else, including name, address, location, phone number or email. If you are sharing photos or video content, please ensure that you have the agreement of all of those who appear within that content (or their parent or guardian if under 18). Existing pre-election period restrictions will apply to our social media channels.
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