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WHAT IS DIGITAL 
DIALOGUE?

The Sprout Social Index 2024
https://sproutsocial.com/insights/social-media-customer-service-statistics/

• 76% of consumers notice and appreciate 
when businesses prioritize customer support.

• 63% of consumers agree their loyalty to a 
brand is significantly influenced by the 
quality of customer service they provide on 
social media. 



HUG YOUR HATERS
•  33% of all customer complaints are 

never answered; most come in via 
social.

•  Answering a complaint increases 
customer advocacy by as much as 
25%.

•  Not answering a complaint 
decreases customer advocacy by as 
much as 50%.



WE GET A LOT OF HATE



BUT WE ALSO GET A LOT 
OF LOVE + HAVE 
DEPUTIZED OUR 

COMMUNITY



HOW DID WE GET HERE?

2018 2019 2020

• Comments and 
DMs not 
monitored

• Avg. Weekly FB 
Reach: 187,544

• New leadership; 
gaining buy-in; 
starting strategy

• Avg. Weekly FB 
Reach: 232,743

• Embraced haters; 
started building 
team

• Avg. Weekly FB 
Reach: 459,515



OUR PRINCIPLES OF ENGAGEMENT

MISINFORMATION BE QUICK + 
TIMELY

SERVICE
EXCELLENCE



GAINING BUY-IN
• Leadership

⚬ Show data
⚬ Share compliments
⚬ Lead them to celebrations
⚬ Advocate for your needs

• Working Across Programs
⚬ Communicate clearly
⚬ Set expectations
⚬ Say thanks
⚬ Hand out gold stars



WORKFLOW
Weekly Content Meeting

Daily Triage

Use Talking Points

Second Set Of Eyes



TOOLS TO HELP

Project 
Management 

Tool
Talking PointsSocial Media Tool



THINGS TO TRY Host A Q+A

Weekly Engagement Series

Sharing Posts

Just Be Present

Correct Misinformation



HOST A Q+A

• Use colored background + 
text directly on Facebook

• Instagram Story Sticker
• Set guidelines - timing, 

specific topic
• May help w/ future content 

plans or gauge efficacy of 
communications



QUIZ/QUESTION POST

• Set a regular cadence and 
users will start to expect it

• Can be a simple question 
or a full on quiz 
⚬ Instagram stories is 

GREAT for multiple 
choice quizzes 



ASK TO SHARE POSTS

• People like to make their 
opinions known

• Gives an opportunity to let 
them feel heard

• Easy to engage with; could 
fuel more content ideas



JUST BE PRESENT

• Tagged a friend? Thank 
them

• Shared a cool photo? 
Compliment them

• Helps deter the trolls



CORRECT MISINFORMATION

• Classy clapback - focus 
on facts, not emotion

• Fill the info void



MISTAKES + 
LESSONS LEARNED

Not Anticipating 
Big Posts

Not Considering 
1st Amendment

Trying To Do Too 
Much With Too Little

Self Care

Progress, Not 
Perfection

Build 
Capacity



FUTURE PLANS
More Than Facebook

Buy-In

Keep Leadership Engaged

Routines To Support Staff



Questions?
Katie.Grant@wisconsin.gov

Thank You
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