






Social Media Code of Conduct 

 
The Town of Stony Plain maintains social media pages to provide platforms for information sharing and 
user engagement. The intention of these pages is to provide publicly accessible spaces where users can 
find information on Town events, programs, projects, and policies and provide their own feedback. 

Pages are monitored during office hours from 8:30 AM to 4:30 PM (MST), Monday through Friday. 
Messages and comments sent outside of these hours may receive a response within the next three 
business days. 

Moderation 

Authorized moderators are responsible for monitoring and responding to comments and messages that 
pertain to the Town of Stony Plain within three business days. All comments posted and direct messages 
sent to our pages are moderated and subject to review as per the Social Media Policy. To ensure our 
social media pages remain welcoming and productive spaces, moderators may remove comments and 
take appropriate action regarding direct messages that violate the terms outlined below. 

The Town welcomes commentary but will not tolerate comments or direct messages that are offensive 
to an individual or an organization, rude or harassing in tone, or abusive. 

We reserve the right to remove comments or take appropriate action regarding 
direct messages that are: 

• Racist, hateful, sexist, homophobic, transphobic, contain slurs, or are otherwise contrary to the 
principles of the Canadian Charter of Rights and Freedoms 

• Abusive or rude in tone, either to Town staff or to other commenters 
• Aggressive, violent, threatening, or references to self-harm or harm of a third party 
• Negatively targeting and personally identifying, either about the poster, Town employee(s), 

elected official(s), or a third party 
• Encouraging of conduct that may or would violate the laws of relevant jurisdictions 
• Unproven or inaccurate accusations against individuals or organizations 
• Unproven or inaccurate factual claims 
• Obscene or pornographic 
• Posted for advertising purposes 
• Any other message that moderators believe does not add to the normal flow of debate and/or 

are specific to the post 

Comments or direct messages meeting any of the above conditions may be removed, and appropriate 
action may be taken. Users who repeatedly and/or purposefully violate these rules may be temporarily 
or permanently prevented from accessing the Town’s social media pages. Users will be held accountable 
by a ‘three strike’ system wherein they will be banned from all Town pages after three recorded 
offenses. 

While moderators do their best to ensure comments adhere to these rules, the Town is not able to 
moderate every inquiry. People should not assume information or links included in comments made by 



users on Town channels are factual, or that the opinions they contain are supported by the Town of 
Stony Plain. 
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Introduction 

This procedure supports the Social Media Policy by defining the process for requesting and managing 
Specialized Social Media accounts. To provide timely, accurate, and relevant information while protecting 
the Town’s brand and reputation, all Specialized Social Media accounts must comply with the standards set 
out in this procedure. 

Definitions 

Definitions in this procedure align with those outlined in the Social Media Policy unless otherwise specified: 

• Administrator: Refers to the individuals(s) responsible for managing Content, messages, calls, 
community activity, ads, and insights on Specialized Social Media. 

• Content: Refers to anything posted on Social Media. 

• Corporate Communications: A Business Unit within the Department of the Office of the Chief 
Administrative Officer (OCAO).  

• Social Media: Refers to websites and applications that enable Users to create and share Content 
or to promote communication. Examples of Social Media include but are not limited to Facebook, 
X (formerly Twitter), Instagram, LinkedIn, TikTok and YouTube. 

• Specialized Social Media: The Social Media owned by the Town of Stony Plain, identified by 
including mention in the page description, bio, etc., and managed by the business unit who created 
it. Examples include but are not limited to Stony Plain Outdoor Pool, Stony Plain Golf Course, 
Shikaoi Exchange – Town of Stony Plain, Stony Plain Youth Centre, and Heritage Park – Stony Plain. 

• Users: Refers to a person who uses, reads, or engages with Social Media. 

 

Procedure 

1. To request a Specialized Social Media account: 

1.1. Fill out the attached Request for Social Media Application Form to confirm the business unit’s 
capacity with good rationale. 

1.1.1. The application must be approved by the Manager of Corporate Communications, the 
employee’s direct supervisor, and the business unit’s General Manager. 

1.1.2.  Corporate Communications will review the form for completeness and alignment with the 
Town’s strategic goals. Feedback will be provided to the applicant if further clarification is 
required. 

1.1.3. If an application is rejected and the business unit disagrees with the rationale, the issue may be 
escalated to the Chief Administrative Officer for final review. 

2. If a request for a Specialized Social Media account is approved: 

2.1. Corporate Communications will create the new page and assign Administrator privileges within five 
business days of approval. 
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2.2. Corporate Communications will ensure “Stony Plain” is included in the account handle, page name, 
etc. 

3. The business unit responsible for the new page will ensure: 

3.1. The account’s auto-response message contains after-hour contact information, states monitoring 
occurs during regular business hours, and clarifies message response times (two to three business 
days). 

3.2. The account proactively protects the Town’s brand and reputation as outlined in the Social Media 
Policy. 

3.3. Operations align with this procedure and the Social Media Policy. 

3.4. Corporate Communications is notified to any “strikes” against users as outlined in the Social Media 
Code of Conduct. 

4. If a Specialized Social Media account is no longer required or fails to meet the standards outlined in this 
procedure, the following steps must be taken: 

4.1. The business unit must notify Corporate Communications of the intent to deactivate the account, 
including a rationale. 

4.2. Corporate Communications will review the request or identify issues with the account's 
maintenance and provide guidance. 

4.3. Once confirmed, Corporate Communications will deactivate the account. 
 

Review Process 

This procedure shall be reviewed within four years of being implemented, with any changes being 
submitted to Corporate Communications for approval. 
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Request for Specialized Social Media Application Form 
 
This form must be completed and submitted as part of the application process. 
 
Introduction 

This application form is part of the "Request for Specialized Social Media Procedure" and supports the 
Town of Stony Plain's Social Media Policy. After reviewing the Social Media Policy, complete the following 
form to request the creation of a new Town social media account. Upon submission to Corporate 
Communications, your request will be reviewed to determine the next steps. 
 

Requestor Details 

Name: Click or tap here to enter text. Email: Click or tap here to enter text. 

Title: Click or tap here to enter text. Business Unit: Click or tap here to enter text. 

Phone: Click or tap here to enter text.  

 
 
Factors to Consider 

Before completing this form, ensure you can affirm the following: 

• The account’s purpose aligns with the Town’s Strategic and/or Department Plans. 
• The audience uses social media. 
• Adequate resources are available to manage the account. 
• Content will be posted consistently and will engage the target audience. 
• The business unit has strategies to address potential risks such as negative comments or resource 

limitations. 
If you can affirm these points and conclude that a dedicated social media account is necessary, proceed with 
filling out the rest of this form and obtain the necessary approvals from your supervisor/manager, General 
Manager, and the Manager of Corporate Communications. 
 

Social Media Account Details 

Social Media Platform requested: Click or tap here to enter text. 

Proposed name of account: Click or tap here to enter text. 

Proposed date of account launch: Click or tap here to enter text. 

 
What is the purpose of the new social media account(s)? Please list goals, what you hope to accomplish and 
how it aligns with the Town’s Strategic and Department Plans. 

Click or tap here to enter text. 
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What unique role will this account fulfill that cannot be met through existing Corporate or Specialized 
Social Media accounts? 

Click or tap here to enter text. 

 

Who are you trying to reach? Be specific and include rationale for why this target audience would not be 
reached effectively through content posted to Corporate Social Media. 

Click or tap here to enter text. 

 

On a scale from 1 to 10 how would you rank your familiarity with the Social Media platform you are 
requesting? (1 being not at all and 10 being very familiar) 

1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐ 6 ☐ 7 ☐ 8 ☐ 9 ☐ 10 ☐ 

 
What education and/or Social Media training courses have you taken? 

Click or tap here to enter text. 

 

Describe your experience with “professional” Social Media management. 

Click or tap here to enter text. 

 

Content Plan 

What type of content do you plan to post (e.g., announcements, events, educational posts)? 

Click or tap here to enter text. 

 

How frequently will you post (e.g., daily, weekly)? 

Click or tap here to enter text. 

 

Risk Assessment 

List any potential risks you might be aware of and strategies to mitigate those risks. Some examples of 
potential risks are reputation damage, negative comments or complaints, and time and resource limitations. 

Click or tap here to enter text. 

 

Team Details 

Who will be responsible for the activity on the account? 
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Click or tap here to enter text. 

 

If this person is away, who is the backup? 

Click or tap here to enter text. 

 

How many hours per week will these people dedicate to managing your Social Media account? 

Click or tap here to enter text. 

 

Metrics and Success 

How will you measure the success of this account (e.g., engagement metrics, audience growth, specific goals 
achieved)? 

Click or tap here to enter text. 

 

How often will you evaluate and report on these metrics? 

Click or tap here to enter text. 

 

Supervisor/Manager – Fill Out This Section 

I will ensure this Specialized Social Media account will continue to be managed during staff leaves of 
absence, turnover, etc.   Yes ☐ No ☐ 

 

I will ensure that those responsible for this Specialized Social Media account will obtain Social Media 
professional development. Yes ☐ No ☐ 
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Approval Sign-Off 

Please ensure the following signatures have been obtained prior to submitting to Corporate Communications. 

 

Click or tap to enter a date.  _______________________________________________ 

Date     Requestor 
 

Click or tap to enter a date.  _______________________________________________ 

Date     Supervisor/Manager 
 

Click or tap to enter a date.  _______________________________________________ 

Date     General Manager 
 

 

Corporate Communications Approval Sign-Off 

 

Click or tap to enter a date.  _______________________________________________ 

Date     Manager of Corporate Communications 
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