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1.0 Purpose/Objectives.

- b - b
W N =

This policy addresses starting or closing a Health Sciences affiliated social media account.
This policy provides requirements, guidance and best practices on friending, sharing, branding,
and blocking or removing content.

This policy addresses how Social Media Managers should oversee social media for their areas.
This policy establishes an HSC Social Media Steering Committee to address complex cases,
ensure proper use and approve opening or closing social media pages.

2.0 Scope.

2.1

2.2

23

The University of New Mexico Health Sciences workforce (Defined in Section 8) includes
employees, whose responsibilities include the management and oversight of the Health
Sciences’ various social media accounts. These employees, and their managers, represent the
entirety of personnel authorized to speak on behalf of the Health Sciences in social media. It is
the sole responsibility of these representatives to engage with, and respond to, members of the
community who comment on, or reach out to, the Health Sciences through social media.

All accounts associated with Health Sciences clinical, educational or research areas are
considered Health Sciences affiliated social media accounts. Individual users’ accounts are
private and not included in this policy.

Health Sciences employees currently manage several dozen social media accounts across
multiple platforms including, but not limited to: Facebook, Instagram, YouTube, Twitter, and
LinkedIn.

3.0 Content.

3.1 Requesting a Health Sciences Departmental Social Media Page

3.2

3.1.1  No member of the Health Sciences workforce is permitted to create a new social media
account on behalf of, or associated with, the Health Sciences without approval from
HSC Social Media Steering Committee.

3.1.2 To request approval for a new social media account, complete the New Social Media
Account Request form (Attachment A, Page 21). Attach and email the completed form
to HSC-SOCIAL@salud.unm.edu with the subject line: “Request for new HSC social
media account”.

3.1.3 In addition to completing the New Social Media Account Request form, requestors shall
attend a HSC Social Media Steering Committee meeting to discuss the proposed page
with the committee.

3.1.4 Submitting a request does not guarantee an approval.

HSC Social Media Steering Committee

3.21 The HSC Social Media Steering Committee shall include at least one (1) member of the
Health Sciences Communications Office, one (1) member of the Health System
Marketing Office and at least two (2) Health Sciences department, clinical or college
Social Media Managers (Defined in Section 8). The committee shall have educational
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3.3

3.4

3.2.2
3.2.3

3.24

and clinical representation. The committee shall be chaired by the HSC Social Media

Speciaiist. The committee shali not exceed seven (7) representatives.

The Committee shall meet at least quarterly.

The Committee is responsible for reviewing applications for new accounts, evaluating

current accounts on a periodic basis for viability, voting on closing accounts, providing

training and guidance to Health Sciences Social Media Managers.

The HSC Social Media Steering Committee shall serve as a resource and provide:

- guidance on posting, commenting and deleting/blocking

- information on latest trends or developments

- assistance with creating interactive content, maintain consistency and best
practices standards and by providing collaboration for sharing content across the
Health Sciences.

Evaluating Social Media Accounts

3.3.1

3.3.2

3.3.3

3.3.4.

Periodically, the HSC Social Media Steering Committee will evaluate social media

accounts to determine the account’s viability. The evaluation could result in a

recommendation to the Dean or supervisor to provide more oversight, training or close

the account.

Evaluation Criteria Includes:

. Review of the performance analytics over the last 90 days.

When was content last posted and the quality of the posts?

Is there engagement (likes/favorites/page visits)?

Are people still commenting and conducting back-and-forth conversations?

Is the audience for whom the account was intended still visiting and engaging?

Is community activity (likes/shares/comments) the same few people? Or has

there been genuine growth of the audience?

. How much of a Full Time Employee’s (FTE) time is dedicated to management?

. Does the amount of time spent managing the page outweigh the account
activity?

If the Dean or supervisor agrees the account should be closed, the HSC Social Media

Specialist will work with that social platform to have the page removed.

When social media statistics show a marked decline and the effort outweighs the

benefit, the account will be shut down. The HSC Social Media Steering Committee will

work with appropriate manager to write a “Closing” message to include: The last date of

activity (30 to 60 days in the future), information about, and links to, other HSC social

accounts on the same platform for information and to stay connected.

Social Media Credentials

3.4.1

3.4.2

The Health Sciences Communications Office shall maintain a master list of all HSC
social media account usernames and passwords. Each Social Media Manager is
responsible for submitting log-in credentials to the Health Sciences Social Media
Specialist.

Department social media accounts shall not be linked to personal social media
accounts. If an administrator is required for the platform to allow a business account,
then a general administrator account needs to be created to oversee the business
account.
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3.5

3.6

3.7

Crisis Response Guidance for Facuity & Staff

3.5.1.

3.5.2.

In the event of an emergency, Health Sciences Social Media Managers shall only share
official and approved communications provided by the Public Information Officer or
Chancellor's office.

Information found online shall not be shared, and will not be approved by the HSC
Social Media Steering Committee nor Specialist. Doing so may lead to false or
confusing information reaching the community and spreading online.

Responding to negative, inflammatory or incorrect comments on Social Media

3.6.1.

3.6.2.

3.6.3.

3.6.4.

Management of social media accounts shall at all times follow University policies
regarding freedom of expression. Social Media Managers shall hide or remove
comments, block users, or otherwise limit discussion on an account only in accordance
with guidance provided in this policy, its attachments, and other guidance from the PIO
and/or HSC Social Media Steering Committee.
When a Social Media Manager does not feel comfortable encountering or responding to
negative, inflammatory, or incorrect information about the University or Health Sciences
in social media, , they shall escalate the situation to the Committee chair by sending an
email to: HSC-Social@salud.unm.edu. Include the following information:

e A screenshot of the comment/post

e The time and date

o |Ifitis not obvious via the screenshot, or if you're not able to take a screenshot,

include the social media platform (e.g. — Facebook, Instagram) along with a link
to the comment/post

The Health Sciences Social Media Specialist can recommend a response for the Social
Media Manager to post or approve the removal of a comment or blocking of another
account. The Health Sciences Social Media Specialist can allow blocking a user if the
user is harassing, inciting violence, racism or bigotry, or posting inappropriate content
that would be offensive to the audience.
Please see the HSC Social Media Platform & Manager Guides (Attachment A) for
further information.

Press Inquiries

3.7.1.

3.7.2.

Health Sciences Workforce shall notify the HSC Public Information Officer about any

contact by media.
If you are the recipient of an inquiry from a Reporter, do the following:

e Take down their name

* The name of the outlet they work for

¢ The details of their request, and their deadline.

e Tell the reporter they will hear back from someone as soon as possible, and in time
for their deadline.

¢ Be courteous, respectful and professional, but do not engage in conversation or idle
chatter.

e Send the information via email to mrudi@salud.unm.edu
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4.0 Responsibilities.

5.0

6.0

7.0

RESPONSIBILITIES

Position/Title/Group

Requirements/Expectations/Duties

Health Sciences Social Media
Specialist

Shall maintain record of Log-on credentials of the Social Media
Managers

Shall recommend responses and/or approval the removal of a comment
or blocking of an account

HSC Social Media Steering
Committee

Shall operate according to requirements set forth in this Policy

Shall review and make a determination on applications for new
accounts

Shall periodically evaluate existing accounts

Shall provide training, guidance, information and assistance to Social
Media Managers

Social Media Managers

Shall submit Log-on credentials to the Health Sciences Social Media
Specialist

Shall only share official and approved communications provided by the
Public Information Officer in the event of an emergency

Shall not share information found on-line

Shall alert the HSC Social Media Steering Committee as soon as
possible regarding any negative, inflammatory or incorrect comments.
Shall use the information found in this document and attachment to
guide social media activity

Social Media Account
Requestor

Shall complete the New Social Media Account Request Form
Shall attend a Health Sciences Social Media Steering Committee

Health Sciences Workforce

Shall not create a Social Media account without proper authorization
from the Health Sciences Social Media Steering Committee

Shall notify the HSC Public Information Officer about any contact by
media with required information

Public Information Officer or
Chancellor’s Office

Shall provide approved communications in the event of an emergency

Health Sciences
Communications Office

Shall keep a list of all Health Sciences Social Media accounts

Dean and Supervisors

Shall provide oversight and training as needed to Social Media
Managers

Records. Applicability/Retention.
Records will be maintained according to the applicable Records Management, Retention and Disposal

Policy

External Reference(s).
None

Internal Reference(s).

Acceptable Computer Use (Policy 2500)

Best Practice Resources
Copyright and Fair Use
FERPA and Students' Privacy

Freedom of Expression and Dissent (Policy 2220)
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8.0

9.0

10.0

11.0 Approval Authority.

HIPAA and Patient Privacy

Information Security (Policy 2550)

Office of Government Relations Policy & Procedures
Respectful Campus (Policy 2240)

Social Media Directory
University External Graphic ldentification Standards (Policy 1010) and UNM Identity Standards

UNM's Web Standards

Definitions.

Workforce (Health Sciences or Component). Employees, volunteers, trainees, students and other
persons whose conduct, in the performance of work for a covered entity, is under the direct control of

such an entity, whether or not they are paid by the covered entity.

Component: A component is one of the major divisions, units or subsidiary corporations of the UNM
Health Sciences. Included are: UNM Hospitals, UNM Medical Group, Inc., UNM Sandoval Regional
Medical Center. Inc., School of Medicine, Colleges of Pharmacy, Nursing and Population Health, UNM
Health Sciences Rio Rancho Campus, Health Sciences Chancellor's Office of Research and HSC

Administration.

Social Media Managers: |dentified individuals responsible for managing one or more social media
account(s) within the Health Sciences.

Key Words.
Social Media, Policy

Attachments.
Attachment A. HSC Social Media Platform & Manager Guides and New Social Media Account

Request Form

APPROVAL and Information
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Social Media Planning Worksheet

HEALTH
SCIENCES

Project Name:

School / Dept:

Audience(s): Priority 1:

Priority 2:

Priority 3:

Awareness Request Information / Provide Contact Details
Conversion Application Submission

Lead Generation Request Information from Admissions

Event Registration Call/Email an Admissions Counselor

Video Views Schedule a Campus Visit

Engagement

Platform(s): ebook M Instagram

Starting Budget: Ending/Remaining
Budget:

Result(s):

Key Learnings:
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New Social MediaAccountRequest

HEALTH
SCIENCES

Your Name:

School / Dept:

Email:

What platform? B Facebook B 'nstagram B Twitter B YouTube B lLinkedin W Snapchat

What are we trying to accomplish with this new social media account?

Who are we trying to reach, and why can they not be reached using one of the existing HSC social media channels?

How will content be collected and/or developed? From where and by whom?

Who will be managing this new account?

New Employee [ ] Existing Employee

— SuperVisor Signature _

Dean/Designee Signature

Manager Signature Contact Number

How much time will be allocated to its upkeep and management? {weekly)

B 3-5 hours B 6-10 hours W 11-20 hours B 21-40 hours




