
Digital Divide: 
Navigating Social Media



Agenda

1. Reputation & trust
2. Your message
3. The heat is on – conflict!
4. Social media the bad
5. Social media the good
6. Social media management



Reputation & Trust 





Trust



Trust





Trust



Trust



Values



Values



Values and goals
Values are distinct from your goals. 

Value is your guiding principle – something you believe in that guides 
HOW you move forward.

Goals are your targets – something you want to achieve. 

Value: We believe in inclusivity.
Goal: Translate all website content into the three most spoken 
languages in our district by December.



Your messages 



What to post?

• Facts
• Share
• Informative – what's going on and why
• Helpful tips



Single source of fact

Your school district website is the single source of fact.

 

Truth is subjective.



You can help

Share to 
amplify the 
messages 



It is ok to be 
yourself.
Remember your 
values.



Be 
relevant

Share 
your 
activities



Proactive Reactive



Who are you talking to? 

Who is your audience?
What do you know about them? 
What do they want to know?
What worries them?
Will they misunderstand?



WHO DO YOU NEED 
AND/OR WANT TO 

REACH?

Internal & external 
audiences



“Ask the question
on the minds of the 
people looking in.”

Mike Wallace
60 Minutes
1918-2012



NOW WHAT?

Prepare your messages

What are you doing? 
Why are you doing it?
Who are you doing it to?
Why now?
Why better or necessary?



ANTICIPATE

What questions will you 
be asked? 



CAN YOU CLOSE THE GAP?

Your actions
What they 

perceive and 
expect

Howard Chase, 1976



Why? Why better or 
necessary?

•Explain the need, 
benefits, rationale

•Recognize other 
perspectives



Why? Why better or necessary? 

•Support with 
facts, stats

•Use public 
opinion



EMPATHY IS 
YOUR 

SUPERPOWER

✓ Use the ‘two-sided’ message

✓ Recognize different perspectives

✓ Resist the need to be right



The heat is on - conflict



What makes conversations difficult?

Strong 
emotions

Opposing opinions

High stakes



Conflict 

Differences: 
• Values
• Interests
• Levels of power
• Experiences
• Backgrounds
• Opportunities
• Identities
• Abilities
• Culture



Perspective matters



Assess

What does it 
mean to 

them? 

What does it 
mean to us? 

Common 
ground



Identify

Question

Complaint

Misinformation

Rant



Analysis

Question 
= 

Answer 
it

Complaint 
= Fix it

Misinformation 
= Correct it

Rant = Ignore it 



Active listening

Listen to understand – 
not to reply

Pros:

• Increases personal wellbeing 
• Improve social 

connectedness
• Greater life satisfaction
• Improve sense of belonging



Active listening

Listen to understand

Most common mistakes:

• Thinking about what to say 
next

• Judging what the other 
person is saying

• Listening with a specific 
goal/outcome in mind



Give 
“This must be very 
frustrating. I am going to 
do my best to help you but 
I need a bit more 
information and then I 
will….”

Acknowledgement
Validation
Respect
A win



Prepare responses

• Bridging
• Two-sided message
• Correct the incorrect
• Flagging
• Holding statements



Bridging

• “I understand the concern. The key point here is…

• “While I don’t have that information, what I can tell you is…”

• “While I don’t know the answer to that particular question, I 
can put you in touch with…”



Two-sided message

1 - Acknowledge their perspective (or the common ground)

2 - Then get to your message

“I understand that some parents are concerned about the 
change to school boundaries. It can be disruptive for families. 
At the same time, these adjustments help balance enrollment 
so students have access to appropriate class sizes and 
programs.”



 Flagging

• “What’s important to point

   out is…”

• “We are working to focus on…”

• “What we heard from parents in the 
survey was ...”



Holding statements

“We recognize the importance of this issue to our 
citizens, and we will provide more information as it 
becomes available.”

“Our thoughts and prayers are with the families at this 
time, and we will do our utmost to provide timely 
information as it becomes available.”



Social media: the bad



Social media can be mean



And it is full of BS



And it is full of BS



Agnotology

Within the sociology of knowledge, agnotology is the 
study of deliberate, culturally induced ignorance or doubt, 
typically to sell a product, influence opinion, or win 
favour, particularly through the publication of inaccurate 
or misleading scientific data (disinformation)



Agnotology

• A 2018 study in Science analyzing about 126,000 
rumor cascades on Twitter from 2006 to 2017 found 
that false news spread “significantly farther, faster, 
deeper, and more broadly” than true news. 

• Misinformation  reached 1,500 people about six times 
faster than the truth

• False stories were 70% more likely to be retweeted 
than true ones.



And harassment

After analyzing Twitter posts sent to male and female 
lawmakers, women were found to be three times more likely than 
men to receive sexist comments.

Nearly 45 percent of all women parliamentarians had received 
threats of death, rape, beatings or abduction during their term, 
according to a 2016 study by the Inter-Parliamentary Union (IPU), 
the international organization of parliaments.



And it can ruin your career



Social media: the good



It is also 
useful



This is where our audience is



What makes it successful?

1. Transparency & authenticity
2. Professionalism & ethics
3. Accuracy (data) & accountability
4. Engagement & responsiveness
5. Inclusivity and Accessibility
6. Curiosity



6. Curiosity

• Ask questions.

• Not every question or comment is an accusation.

• Treat every question and comment as though it is innocent.

• Be kind. 



Let the community help



Social media management



Security and Privacy

• Protect Your Account: Use strong, unique passwords and enable 
multi-factor authentication to safeguard your accounts.

• Adhere to Data Privacy Standards: Respect the privacy of 
constituents by following applicable data protection guidelines 
and avoiding the sharing of sensitive information.





Have a game plan



Identify who 
you are



Page set up

Personal – so you can unfriend

Business page – so anyone can follow you but you can still block



Page set up

Ground rules



Block

Criticism is ok. Slander, misinformation, personal attacks, racism, 
discrimination: not ok. 

Warn once publicly. 

Screen shot. Save. Block.



Tone



Tone



Tone



Take away

1.Know your audience
2.Be the neighbour
3.Be curious
4.Be helpful/factual
5.Support district messaging
6.Ignore the rants



Let them

When you "Let Them" do whatever 
it is that they want to do, it 
creates more control and 
emotional peace for you and a 
better relationship with the 
people in your life.



Juliekrogers

Julie@julierogersconsulting.ca
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