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ST. CATHARINES

St. Catharines Downtown Association

Digital Communications and Social
Media Policy

The purpose of the St. Catharines Downtown Association (SCDA) Digital
Communications and Social Media Policy is to establish how social media and other
forms of digital communications (e.g. email) are used within the organization,
including, but not limited to, which channels are used, number of individual business
shares, content of messages, tone and voice, and response protocols. This strategy
will be updated at a minimum every year as the social networking climate changes
over time.

Scope

Within this policy, “digital communications” refers to any kind of communication in an
online format between the organization as a whole, or an individual representing the
organization (including staff and Board of Directors, as well as committee members)
and the public or key stakeholders. Specifically, social media refers to online
networking websites and mobile applications including Facebook, Twitter (X) and
Instagram, etc. Further, other forms of digital communications governed by this
policy include electronic mail (email) and any instances wherein the BIA may
comment or address comments posted on a public forum, blog or other website.

Corporate Standards

Mission

The primary goal of the BIA's social media use is to promote SCDA members
distributing promotion equally among businesses, as well as promote festivals,



events in the downtown core and the core area in general to the public. In email and
other communications, the mission is to represent the organization as professionally
and accurately as possible, adhering to corporate standards and workplace
guidelines.

Personality and Voice

Generally, the BIA should maintain a casual, yet professional voice on all social
media channels. On social media, SCDA’s voice should be enthusiastic and inviting.
While always professional, the BIA’'s posts should appear to come from a genuine
personality and include genuine emotions and sentiments, in order to maintain a
more likable and personable image and interaction.

Contentious comments and negative remarks will be addressed politely and
positively, always directing further conversation offline into another format. The BIA
will not engage in debates on a public forum.

Account Creation and Monitoring

General

Currently, the BIA monitors five social media channels: Facebook, Twitter (X),
Instagram, LinkedIn, and TikTok, and maintains a blog on its website.

The Marketing & Communications Director and Support staff take the lead on social
media and while the Executive Director can post, all other staff shall refrain from
posting unless assigned to do so.

Marketing & Communications Support staff will be responsible for monitoring
messages during work hours and report any concerns immediately to the Marketing
& Communications Director who will keep the Executive Director informed of Social
Media updates and any issues that need to be addressed.

When working with community partners providing access to Social Media accounts
(aka for Experiential learning, or internships) each circumstance will be looked at and
approved or declined by the Executive Director.



Following/Liking and Replying

As following accounts on Twitter (X) and Instagram and liking pages on Facebook
implies an endorsement from the organization, the BIA will follow and like SCDA
businesses and other trusted partners/affiliates of the organization. Affiliates may
include the City of St. Catharines, community partners and other BIA's.

In terms of liking posts on all three social media channels, the BIA should like posts
that tag the SCDA account, when referenced positively. The BIA should also like
posts from accounts followed as a means of support; e.g. liking a post from an SCDA
business referencing a sale or general promotion. Likes should be equally distributed
among all followed accounts/SCDA businesses as much as possible, in order to
refrain from a perception of bias toward one business over another.

The BIA should do their best to personally thank social media users in particular who
tweet or post about promoting an SCDA business, especially during construction and
pandemics. If a question is asked or a comment is made tagging
@downtownstcatharines (or @dt_stcatharines on Twitter (X)) that clearly elicits a
response, the BIA will aim to reply or answer the question in a timely manner and
again be careful not to engage in debates or negative remarks on a public forum. If a
conversation seems to be taking a negative turn, the BIA will direct it offline and into
another format, e.g. a follow-up private phone call or email.

Content Guidelines Social Media

General

The BIA’s social media channels will be mainly used to promote BIA-hosted or
sponsored events and promotions through organic posts and promote SCDA
businesses through re-tweets/re-posts/shares and business profiles. The BIA’s social
media accounts will act as a vehicle for businesses, but should not take the place of
a business’s own social media presence. The BIA’s social media accounts should
supplement the business’s own presence and never be expected to speak solely on
behalf of businesses. The BIA must maintain a balance between posts that span not
only member promotion but the promotion of the core in general, which expands to
other topics such as festivals and events, core values (e.g. beautification), BlAs in
general and support for affiliates, sponsors, and corporate partners. Therefore, the
BIA’s social media serves to represent its unique and individual brand and voice. All



content posted on all social media accounts should always link back to this idea.
Additionally, the BIA may choose to post about global and/or community issues of
importance e.g. Black Lives Matter, Pride Month, pandemics, and in memoriam of
local leaders.

Organic, scheduled and shared content

The majority of the content posted to the BIA's social media accounts will be organic,
with plans for the type of post in place, in reference to upcoming events and direction
from the Executive Director and Marketing Committee. The BIA will keep a monthly
schedule of messaging and ideas for posts in relation to special events, promotions,
tidbits/factoids about SCDA, encouragement to visit businesses during construction,
and business profiles. Business profiles will be planned in advance, with businesses
featured at random while doing their best to spread out types of industry (until all
businesses in the BIA have been featured) and tracked on the tracking sheet.

Twitter (X)

On Twitter (X), organic content should aim to be as engaging as possible, and/or
have a direct measurable component: driving guests to the BIA website (which can
be monitored through Google Analytics), posting a photo for visual stimulation,
hashtags for more widespread recognition (which can also be tracked), and/or
tagging another business to get retweets.

The BIA should re-tweet, repost, and share content from SCDA businesses, where
possible ensuring the original tweet encourages shopping, dining, using services,
and/or visiting an SCDA business or the BIA core. The BIA should work to ensure
re-tweets, re-posts, and shares are evenly distributed among all SCDA businesses
on social media so as not to appear to have bias toward any business over another.
The BIA will be cautious about re-tweeting too much in 24 hours (a maximum of 30)
so as to not over-saturate the feed, to maintain a balance between shared tweets
and organic tweets, and to maintain its voice and brand. The BIA will earnestly
attempt to re-tweet all content that tags the @downtownstcatharines (or
@dt_stcatharines on Twitter) handle or #downtownSTC #domoreinthecore hashtag
that staff deem appropriate, promptly and again without over-saturating. Daily
re-tweets should be limited to one per business (e.g. not re-tweeting the same
business more than once in one day) unless tweets are directly related/phrased to
promoting business during construction or a pandemic. The BIA will use its discretion
to determine when a single business has been re-tweeted too frequently over a few
days (again working towards not showing bias).



Facebook

On Facebook, the BIA will post a majority of organic posts. In comparison to Twitter,
Facebook posts take on a longer form (no character limit), and sharing posts is not
as frequent a practice as on Twitter. Therefore, Facebook posts will be shared
sparingly, specifically in cases where businesses ask for posts to be shared, or when
the BIA would have posted about a particular topic that has been already done
eloquently and effectively by another business or organization.

Events will be created for specific BIA/BIA Member events and shared when
possible/applicable for member/community partner events.

Instagram

Instagram is one of the leading sources of social media at the BIA. Posts will be a
mix of spontaneous and planned content e.g. photo of a sidewalk sale sign, photos
from a festival, specific campaigns, etc. The BIA will attempt to like photos from
SCDA businesses on a regular basis. Sharing can also be done to promote very
unique content that the BIA could not or would not have posted itself with stories
being the primary focus. Specific businesses may be individually featured on the
main profile during campaigns such as #TuesdayTakeover

The Marketing Coordinator will create graphics, and share photos, carousels, and
reels on a regular basis - as videos take more time to create these will be created on
a less regular basis.

Stories will be used to share SCDA member/partner content on a regular basis with
an attempt to spread across members, industry, and as able, the creation of content
for members not utilizing social channels.

Across all social media accounts, the BIA will be mindful that followers have chosen
to follow the BIA to see its own individual and uniquely branded posts. Too many
shares of other accounts steer away from this purpose. Further, to promote its own
voice and brand, the BIA may also re-tweet, re-post, and share content related to the
BIA's core values (e.g. encouraging shopping locally) or promotional tweets from the
BIA's valued partners and affiliates, but nothing that promotes a personal opinion or
interest of any one individual or staff member.

Stories

Stories are an opportunity to share acr



Hashtags

The hashtags #downtownSTC #MyDowntown #domoreinthecore are the official
hashtags of the SCDA

The following hashtags are also used regularly:
#ourhomeSTC #loveSTC #DowntownStCatharines

The Marketing & Communications Director will research appropriate hashtags on a
case-by-case basis and for recurring campaigns and share when appropriate.

Content to Avoid

The BIA shall not post or respond to any content that contains anything that explicitly
challenges our mandate and/or obligations as an organization, including but not
limited to sexually explicit or violent content, and racist or prejudicial remarks.

The BIA will also be careful to avoid content that may appear to have bias toward
one SCDA business over another.

Emails

Tone

Each staff member of the BIA should maintain a polite and professional tone in all
email communication, whether internal, one-on-one, between stakeholders, or mass
messages to the BIA member database. In response to negativity or contentious
comments, emails should always remain constructive and polite. Any attempts to
engage the BIA in any further negative debate will be redirected to an in-person
meeting or phone call with the Executive Director.

Mass Messages

The BIA acts by the Canadian Anti-Spam Legislation. According to the legislation,
the BIA has an understanding of a previous and maintained relationship with SCDA
businesses because they are members of the organization, which gives the BIA the
freedom to add them to the mass mailing list. However, the BIA always offers



businesses the opportunity to opt out of receiving emails and adheres to those
requests.

Further, so as to avoid “spamming,” the BIA will try to limit the frequency of mass
communications to barring any urgent or emergency information.

All staff will utilize BCC as often as possible when sending out emails to committees,
working groups, or a larger number of BIA members unless an open conversation is
required in the email chain. Discretion will be taken into consideration on a
case-by-case basis.

Content of mass communication may include but is not limited to, ION and/or other
City/Region construction updates; BIA-hosted events, whether business-specific or
public; special offers from the BIA or BIA members to businesses; information sent
on behalf of SCDA businesses; City by-law and regulation updates, changes and/or
reminders, e.g. parking regulations, government and other partner information
related to a pandemic, etc.

Resharing content

Reshare through strict member channels (Email, Facebook Group)

Policy or grant that affects a niche percentage of businesses within the BIA
City updates/articles that refer to policies outside of the downtown but may
affect some businesses, city council meetings

e Opportunities that may benefit Downtown businesses but is not directed to
downtown specifically

e News stories that contain information on policy changes that may not affect
downtown businesses directly but are important in the business world

Reshare through broader member channels (Email, Facebook Group,
Twitter, LinkedIn, website blog)

e Policies, grants, and information that are available to a smaller percentage of
businesses

e City updates/articles that strictly affect businesses within the downtown (ie
power outages, some road closures, etc)

e News stories that may contain information on policy changes but are too high
level to be of interest to the public
City council meetings where staff or BIA Members are delegating
Opportunities that are open to a small group of BIA members

Reshare through all channels (Member channels + Public channels
(requires graphic creation to share on META))



Policies, grants, information that is available to most businesses - or a
segment (ie most loans, grants, courses available, etc.

Positive news story on a business or community partner within the downtown
Opportunities that would be open to most businesses

City updates/articles that affect businesses and the public (ie larger road
closures, detours, parking updates)



