Colchester Borough Homes’
Social Media Policy Statement

Introduction
Colchester Borough Homes uses various social media platforms to promote
and communicate the services we deliver to our customers.
We use social media to offer up to date information to residents in a quick
and environmentally sustainable way.
Conversations
We encourage residents to engage in conversations with us, and each other,
on social media platforms. However, we do not take responsibility for posts made by others
and we reserve the right to delete posts or block users from our accounts that are:
Defamatory, misleading or false
Abusive, offensive, threatening, obscene, or with foul language
Discriminatory
Repetitive - issuing the same message numerous times ('spamming')
Intentionally off topic ('trolling')
Promoting illegal activity

Responses
Our main social media accounts are managed by our Marketing and Communications
Team. The accounts are monitored 9am to 4pm Monday-Friday (excluding bank holidays).
Although proactive posts will be published outside of these hours, it does not mean the
accounts are being monitored. We will not respond to enquiries outside of these hours
unless in emergency situations.
For posts that require a response (a direct question or incorrect statement, for example) we
will respond as soon as possible. However, sometimes it is necessary for our Marketing and
Communications Team to gather information from other service areas in order to provide a
correct response. This means some responses may take a while to publish.
While the Marketing and Communications team will respond to enquiries as quickly as
possible any urgent question or enquiry should be directed to info@cbhomes.org.uk
Enquiries involving any personal information will be taken offline and be dealt with
privately, via direct message or email.
We will not respond to rhetorical questions, repetitive questions, statements of opinion or
provocative questions.
Our social media platforms should not be used as the main route for the media, Council
members, or other politicians to contact us.

Freedom of Information
Should Colchester Borough Homes receive a Freedom of Information we would alert the
service and the FOI officer.
If the request can be dealt with in a reasonable time span we will respond in the usual
manner. However, where it is deemed to be an FOI we will inform the requester that it has
been passed to the FOI officer.

