
Tone of the message: negative?

Congratulations,
message of thanks?

YES

NO

Negative opinion?

Troll, insult, spam?

Sensitive question?

Complaint?

Reply I, then 
request information 
from spokesman / 
head of dept., then 

reply H

NO

YES

YES

NO
NO

Complicated 
question?

Reply I, then 
request information 

from expert, then 
reply H

Reply A YES

Is it a question?

YES

Social Media Team (name – tel. – e-mail):
Community Manager NL: ……………………………………………………….
Community Manager FR: ……………………………………………………….
Back-up NL: ……………………………………………………………………………
Back-up FR: ……………………………………………………………………………
Person responsible / head of department: …………………………….

YES

Question about a 
personal file?

YES Reply J + forward to 
contact centre

General question for 
the institution? Reply K

NO

NO

Question for a 
different institution?

Reply G and 
forward to 

institution involved

YES

NO
Reply E

YES

No reply, delete if 
necessary

NO
Reply F with 
reference to 

complaints form

YES

Dissatisfaction with 
a service?

NO

Reply D + forward 
to institution 

involved if 
necessary

YES

Endorsement, 
appraisal for 

political decision?

NO

Reply C + forward to 
government office 

in question if 
necessary

NO

Reporting an error 
or a modification 

(website, 
brochure…)?

Reply B + forward 
to competent 

authority

YES

Threat?

NO
Forward to 

spokesman or head 
of department / 

person responsible

YES

YES

This flowchart does not apply to crisis situations. A specific flow chart will be drawn up for those cases. 

YES
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