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Inspiring service delivery

Where are we listening?

« Which platforms matter most in your

respective municipality? Facebook, xu YO

©

e B l:llgu

Snapchat

PeerTube Q
reddl’rt

Local WhatsApp groups, X, or
community radio pages? etc.

*  Who monitors? Is it structured or ad

hoc/informal? Whoever sees it first. Q
ikTok

* What happens after you have
monitored?
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Real-Time Monitoring

Mention detected

Keyword alert triggered

Internal verification

Low risk: monitor
Risk Assessment e
High risk: esc immediately & ommunicated
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8 SALGA Misinformation & Reputational Risk sisho

spreads faster than official information " .
What types of misinformation have you
O Reputational Risk Factors encountered in your municipality?
*  Fake notices
* Allegations
* False billing claims — medium

c , impact

‘ Engage or ignore?
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With governance

Digital platforms are not just communication
channels but governance spaces

. Is there a social media policy?
. Comment moderation guidelines?
. Is posting authority clearly defined?

. What is your digital media strategy?

NB Governance ensures consistency and
strengthens credibility

Without governance

Without governance frameworks:
Responses become inconsistent
Political neutrality becomes blurred
Records are not properly kept

Risk increases

Reputation is impacted
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Inspiring service delivery P Ia n n I n g
Recurring online issues should inform:
. Analyse Plan
*  Frequently Asked Questions
*  Proactive explainer content
+  Campaign messaging
*  Executive briefings
From
Monitor monitoring tO Commnicate
strategy
Refine Measure

O000
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« Whatis one practical change you can implement within the next 30 days to strengthen digital
listening or platform governance in your municipality?

Perhaps it is:

« Establishing keyword monitoring

« Drafting moderation guidelines

* Identifying tool or system you can use to monitor
« Creating a weekly sentiment report

» Defining escalation thresholds - stop observing and start acting. Who must be
informed? Monitoring without defined escalation thresholds is just watching problems grow.
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The end.
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