
Removal Considerations

• Be consistent – Only remove comments if it adheres to your guidelines for removal.

• Document – Document and record what you removed and why.

• Respect viewpoints – Do not remove posts just because you disagree with their viewpoint.

Should You Delete 
That Post?
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 Is the comment 
related to the topic 

of the account?

Is the post a result
 of a negative 

customer experience?

RESTORE
Point to where help can 
be obtained or direct to 

customer support.

OK TO REMOVE

Remove post or  
comment immediately.

Document what you 
removed and why.

Notify PAO, web  
administrator, and  

content coordinator.

GENTLY CORRECT
Thank them for their 
feedback and gently 

correct the facts.

IGNORE AND MONITOR
Avoid responding and 
monitor for relevant 

information.

Is there misinformation 
or erroneous facts?

Is this post a rant, 
joke, ridicule, 

or satire?

LET IT STAND
If positive, add value to the conversation.

If negative, no response is needed.

• Profane/abusive language, threats, or content?

• Content that promotes discrimination?

• Sexual content (other than educational)?

• Commerce solicitations (ads)?

Does the Post Contain:
• Information that will compromise public

safety or endorses illegal behavior?

• HIPPA-protected information?

• Copyrighted material?

Social Media Comment Moderation Flowchart
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