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to a direct
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question?
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from more
information?
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SOURCE TYPE

HOW TO RECOGNIZE

POSSIBLE ACTION

LEGITIMATE COMPLAINER
Needs help or want fo worn othea

Roizes legitimate ssues; moy use svong
ONgUOogeE: seems Open o reason

Respond using approved response ond
encouroge them o confoct us o dsoum
e

MISGUIDED
Mginformotion or eroneous
rotement(s

Inciudes iInformotion thot &5 biotontly wrong
or misstated; may Ink 10 wrong sources

Respond using opproved response ond
encouroge them fo contoo! us fo dscy
confusion

| CONSTANT CRINIC
Dedicoted fo boshing
| compony: froling

Co"vo&ovx. continuously and connot be
sctsfied: moy use DOJ lonQuage

Do not respond. pull the post [if in vickaSon
of our policies) OF issve holding siclement
ond hove them coll us

ENGAGED CRINC
Thinks they can maoke things better
provides odvice

Makes suggestions, not just complaints
responds inteligently to responses from
community

No response -~ monlior only, forword any
posts generating momentum jo
Communicotions Derection/Caputy®

pu

| OPEN QUESTION(S)
| POSED

An open guestion soliciting odvice or
feedbock before making an opinion

Encouroge them $0 contoc! us fo disouss
cetols

LEGAL POSTING OR SOLICITATION

Mentions legal motien, pending cases.
naw cosel. efc

No response - monitor only;
forword off posts 0 Communicotions
Drector/Deputy

ASSOCIATE
Compioins about personal ssve or ples
onfo compiaints from ofhens

Mentons specific grievonce or chimes In
on complaint sympothiing with ofhen
might! pose a quettion 100

Respond using approved response ond
encowage them to confoct us 10 discuns
this or ofher conoems




