
Comment or 
direct message

Feedback

Compliment

Request

Other issue

No

No

No

Yes
Sharing thoughts,

opinions or information

Positive commentYes

Asking for promotion

Asking for information

Yes

Rant, rage, bashing

Yes Imminent threat

Monitor. If it escalates to
unprotected speech, delete per

guidelines.

Do not engage. Call 911 to report.
Take screenshots. Alert supervisor
and University Communications to

discuss next steps.

Answer directly or redirect to
appropriate area.

Yes

Share with relevant campus
partners. Reply to let the
commenter know their

feedback has been shared.

No No response needed.

Review Evaluate Respond

Social Media Comments Decision Tree
NC State University Social Media Guidelines and Best Practices

Can we add value? Yes Reply. Consider sharing with
relevant campus partners.

No Like the comment.

Yes Promote it and share with
relevant partners.

No
Ignore or message

privately to explain why it
will not be promoted.

Best Practices

This decision tree is a
general guide but is not
prescriptive and may not
be appropriate in all
scenarios. Contact
socialmedia@ncsu.edu if
you have questions about
how to respond to a
comment or message.
This should be used in
tandem with the
Guidelines for
Moderating Comments. 
You represent NC State.
Maintain a professional
and helpful tone that
reflects NC State's brand
voice. 
Even when responding in
a private manner, such as
DMs, remember that your
message could be
screenshot and shared
widely.
Respond in a timely
manner.
Never share private
information about
students or employees.

All comments are subject to
social media platforms’
terms of use. NC State
reserves the right to remove
comments as permitted by
university policy, regulations
and guidelines. 

Otherwise concerning
comment

Report to NC State’s Risk
Assessment team via Concerning

Behavior Referral.

Does it fit within
your strategy?

What type of comment or message is it? What is being said? What action needs to be taken, if any?

Is this feedback actionable? (Can it
help improve services?)

Misinformation Yes Reply with correct
information.

No Share with relevant campus
partner.

Relevant to your
area of NC State?

https://university-communications.ncsu.edu/teams/social-media-hub/best-practices-and-compliance/social-media-comments-guidelines/
https://university-communications.ncsu.edu/teams/social-media-hub/best-practices-and-compliance/social-media-comments-guidelines/
https://brand.ncsu.edu/writing-for-nc-state/voice-and-tone/
https://brand.ncsu.edu/writing-for-nc-state/voice-and-tone/

