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What do we mean by social media? 

Social media is all about building online communities
of people who share interests and/or activities, or
who are interested in exploring the interests and
activities of others.

Most social media sites are web-based and provide a
variety of ways for users to interact, such as email
and instant messaging services.

Social networking has encouraged new ways to
communicate and share information, and these
websites are being used regularly by millions of
people.

The most popular social media sites used by local
councils are Facebook, Twitter, Instagram, LinkedIn
and YouTube.

These are updated on a daily basis to engage with a
variety of stakeholders including residents, local
businesses and visitors

Introduction

The growth of online audiences and use of social
media channels means councils are able to work
more effectively in three ways:

Communication – directly communicate important
and timely messages, news and information,
promote events and improve awareness of services

by providing direct digital access to them.

Engagement – seek opinions, share conversations
and better engage with residents. We can help to
improve residents’ knowledge and correct
misconceptions.

Collaboration – find more efficient ways of working
together and sharing information which can change
or enhance the residents' perception of the council
and of specific service areas or projects.

Our Communications Strategy highlights that
Tewkesbury Borough Council aims to provide
communications that are 

“as accessible, engaging, transparent and cost
effective to members of the public as possible.”

The emergence of free social media tools, such as
Facebook, Twitter, Instagram and others, is vital in
this.

Social media is currently at the forefront of modern
communications and its capabilities are used by the
Government and councils across the country as
another means of engaging in two-way conversations
with customers, stakeholders and partners.

We have benefited from taking a similar approach to
communicating with people, which has led to greater
involvement with customers and an improvement of
our reputation.

Indeed, rather than waiting for individuals or groups
to approach the council, social media offers the
opportunity to create specialised accounts to allow
us to connect with residents, the business
community and visitors to the borough, listen to
what people are saying and engage with them using
two-way communications rather than simply
delivering one-way messages

This social media policy puts in place controls to
protect the council’s reputation and ensure the
effective and safe use of social media. Importantly,
social media is not to replace current communication
tools, but to add to our methodologies and to
enhance access to information.

This policy will ensure social media is used
appropriately and effectively and it includes a specific
section on personal use of social media.
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In order to ensure they are used with greatest
impact, social media channels will only be created if
a business case can be made, and will only continue
if their effectiveness can be proven once in use.

Scope

This policy applies to the use of all social media by
any employees, temporary contractors, volunteers or
agency staff at Tewkesbury Borough Council.

Aim of this policy

The aims of this policy are to:

• Ensure communications through social media 
meet legal requirements.

• Increase community engagement and connect 
with residents.

• Engage a wider audience, particularly younger 
people.

• Offer responsive communication.
• Improve democratic engagement.
• Support emergency and crisis communications.
• Ensure that all social media channels adhere to 

the council’s brand guidelines.
• Ensure that social media usage is aligned to the 

corporate Communications Strategy.
• Ensure that the communications team has a 

record of all existing accounts and activity.
• Ensure appropriate, effective and consistent use 

of social media.

• Complement and support other related council 
policies.

Council-run channels

Creating a channel
New profiles or groups should only be created
following agreement by both the communications
team and relevant head of service, and must be
supported by a written business case.

If you wish to submit a business case, please make
sure you are aware of the following:

• The profile or group will be the responsibility of
the relevant service area in terms of content 
management and must be updated on a regular 
basis to ensure content is fresh and relevant.

• A single, named person in the service area 
requesting the site must be responsible for 
maintaining the profile or group. Other approved 
contributors may also be nominated to help 
them.

• All approved contributors should be made aware 
of this protocol.

Using social media on behalf of the
council

If you are using social media on behalf of the council,
you must be aware of the following:

• Know and follow Tewkesbury Borough Council’s 
Employee Code of Conduct and ICT Policy.

• When using third-party websites (such as Twitter 
and Facebook), know and follow their terms of 
use.

• Always be accurate, fair, thorough and 
transparent.

• Always be mindful that what you publish may be 
public for a long time.

• Respect copyright laws.
• Do not publish or report on conversations that 

are meant to be private or internal to Tewkesbury 
Borough Council without permission.

• Do not cite or reference any details about 
customers, partners or suppliers without their 
approval. When you do make a reference, link 
back to the source where possible.
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• Respect your audience. Do not publish anything 
that would not be acceptable in the workplace. 
You should also show proper consideration for 
others’ privacy and for topics that may be 
considered objectionable or inflammatory, such as
politics and religion.

• Wherever required, disclose your position as a 
representative of your department, division or 
team.

• Remember that you are an ambassador for the 
council at all times.

• Do not correct contributors’ spelling or grammar.
• Instead of editing or removing significant factual 

errors, you should either make a public response 
or directly contact the person who made the 
original comment, or both.

• Networking sites should be monitored by the 
responsible service. Feedback that requires a 
response must be acknowledged quickly with 
guidance from the communications team leader. 
Where action is required, bear in mind that 
excessive delay will have a negative impact on the 
council’s reputation.

• Please ensure a disclaimer is present on all sites, 
which explains that comments made by the public
are not those of the council and we have no 
control over their content.

When responding to negative comments on the
council’s social media channels, please refer to the
social media response check flow chart on page 5.

Moderating social media channels

We are under no obligation to moderate posts or
comments by the public.

However, there are measures which must be taken
to ensure our duty of care and to protect our
reputation.

The council would not want to be seen to be
endorsing comments which are:

• Defamatory, false or misleading;
• Insulting, threatening or abusive;
• Obscene or of a sexual nature;
• Offensive, racist, sexist, homophobic, 

transphobic or discriminatory against any 
religions or other groups;

• Promoting illegal activity;
• Intended to deceive.

If a comment is suspected of falling into one of the
categories by an operator or user then please
contact the Communications team at
communications@tewkesbury.gov.uk immediately

Abuse and cyberbullying

We adopt a zero-tolerance policy in response to the
online abuse of our officers. 

Should officers be subject to any form of abusive

language posted in comments on our social media
accounts, no response will be given, the abusive
message will be hidden from public view
immediately, and the individual will be blocked from
engaging further on our accounts. Support will also
be provided to the officer/s affected. 

Any online abuse directed at officers should reported
to the Communications team at
communication@tewkesbury.gov.uk immediately.

Personal use of social media channels

Please remember that if you are a holder of a post
which is politically restricted you are prohibited from
engaging in public political activity, including social
media. Please ensure you are aware of the council’s
Politically Restricted Posts Policy.

If you already make reference to your employment
with the council on a personal internet site, or you
intend to create such a site, you should inform your
manager who will advise you of the appropriateness
of doing this in line with the advice below:

• Know and follow Tewkesbury Borough Council’s 
Employee Code of Conduct and IT Policy.

• Ensure that your online activities do not interfere
with your job, your colleagues or commitments 

to customers. If you are not using the site to 
support you directly in your employed position 
you should always access the site in your 
personal time.

• Be aware of your association with Tewkesbury 
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Borough Council in online social networks. If you 
identify yourself as a council employee, ensure 
your profile and related content is consistent 
with how you wish to present yourself with 
colleagues and customers.

• If you publish content to any website not owned 
by the council, and it has something to do with 
work you do or services associated with the 
council, use this disclaimer: “The views expressed 
here are my own and do not necessarily 
represent the views of Tewkesbury Borough 
Council.”

Child protection

• If a profile or group is set up for a service directly
related to children under 16, it is essential that a

member of staff becomes a member of it and 
oversees the content and activity.

• The staff member should monitor conversations,
images and other activity of members of the 
group and challenge, educate or intervene as 
necessary.

• Events or parties at private addresses should be 
reserved for the private group’s members only.

• Staff must not publish images of people unless 
consent has been given in writing, using an 
official photograph consent form (available on 
the intranet).

Facebook noticeboards

Facebook noticeboards are set up by residents of
cities, towns and villages to allow members of their
respective communities to share and discuss local
news, events and developments. In Tewkesbury
Borough, established noticeboards include
Tewkesbury Noticeboard, Winchcombe Noticeboard
and Bishop’s Cleeve Noticeboard.

The Communications team does not use the council’s
corporate Facebook account to post updates - or
respond to updates and comments posted by other
people - on these noticeboards. Tewkesbury
Noticeboard, for example, has 32,000 members; any
activity posted there from the corporate account is
likely to provoke a very high number of follow-up
questions, which, with the current resource, would
be difficult to respond to effectively and in a timely
manner, and could result in reputational damage.

Assessing a target audience

The Communications team will be able to advise on
the best way to get started by helping with an
assessment of the target audience, value and goals
of your proposed social media profile.

In many cases, it may be clear and simple. In others,
it may be more difficult and the Communications
team may wish to trial and monitor the content via
the existing audience on the main Tewkesbury
Borough Council channels first.

Remember, it takes time, effort and resource to build
a following on any social network.

Five questions to ask yourself:

1. What is the main purpose of the proposed social 
media channel?

2. Can I reach my target audience with it?
3. Do I know which social media platform(s) which 

best suit my core objective?
4. Do I have sufficient resource to keep it updated 

and monitored for interactions?
5. Am I likely to be posting regularly enough to 

build a following?
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on Twitter when fewer will do! And keep
Facebook posts as simple as possible too.

Accurate – Our social media channels
represent the council and its reputation. All
spelling and grammar should be accurate.
‘Text speak’ is acceptable with some
audiences, but should be avoided wherever
possible.

Corporate – Social media is an extension of
the website and brand.

Responsibilities

Corporate Leadership Team
The Corporate Leadership Team is
responsible for ensuring that employees are
aware of their work-related and personal
responsibilities.

Heads of service and operational
managers
All managers are responsible for ensuring
that their staff understand this policy and
abide by it, and for giving guidance where
employees are unsure of appropriate
content.

Communications team
The Communications team will review and
revise this policy as appropriate.

Is responding worthwhile?
consider the:
Impact on our reputation

Time to research and write 
response

Likely readership

Importance of the issue

Tone
is the post positive or 

balanced?

Respond
Discuss with relevant 
manager and obtain 
response approval

Consult response 
considerations

Respond

Do not respond

Correct the information

is the post a personal
bashing or 

degrading to others?

is the post a
rant/rage/joke/

satirical in nature?

Is there incorrect 
information in the

post?

Is the post a result of
a negative 
experience

Rectify
Discuss with manager 
and obtain response 
approval

Resolve concern

Notify communications 
team

no

yes

no

no

no

Response considerations
1 Be open and transparent
2 Use plain english
3 Use a professional but friendly tone

yes

yes

yes

yes

yes

no

Usage and content principles

As a general rule, social media users are
warned not to post any content or information
that they would not be prepared to say to the
general public in other council
communications. When posting to Tewkesbury
Borough Council’s social media channels,
consider the following:

Frequent – updates should be made at least
once a day.

Useful – where possible, posts will include at
least one link back the relevant section on the
main Tewkesbury Borough Council site to
maximise SEO (search engine optimisation).

Varied – a wide range of media (photos, video)
etc will be used to retain interest levels.

Newsworthy – SEO-friendly headlines using
keywords and phrases, along with the relevant
links, will help to help to improve the chances
of your content being found in Google etc.

Timely – posts will be relevant when posted
about upcoming events and opportunities.

Human – While SEO-friendly headlines should
be used where possible, other tweets and
replies should also be used to demonstrate
that there is a personality behind the account.

Short – Messages should be kept short and to
the point. Don’t use all the available characters

Social media response check flow chart
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