	Disclaimer

	ACT is providing this agency social media policy developed by Project CAP as an example to assist agencies and brokers in creating a social web policy appropriate and customized for their particular firm. This example is not a substitute for agents and brokers independently evaluating any business, legal or other issues, and is not a recommendation that a particular course of action be adopted. In addition to this example, we strongly urge agencies to consider all of the issues contained in ACT’s report “Creating a Social Web Policy for Your Independent Agency.” If specific advice is required or desired, the services of an appropriate, competent professional should be sought. 


Note: This sample agency policy was developed by Project CAP and is made available to agencies with permission.
______Insurance Agency

Social Media Policy

Every day, more people are discovering and discussing agency name through online conversations. We recognize the importance of participating in social media and are committed to playing an active role.

Social media affords an opportunity to gain new insight into the needs and interests of our customers, explore new issues and ideas, introduce new programs and services, experiment with new markets and messages, discuss new activities and events, and engage with our customers in a more personal, meaningful way. 

Of course, a medium this powerful must be handled with care – and we must use the power only for good. At agency name, we believe the guidelines for functioning and communicating online are the same as those we would expect our employees and other representatives to follow anywhere else. This Social Media Policy has been developed to help empower our employees to participate in the online conversation in a way that will positively impact our organization.

Brand Values

The vision of agency name is guided by certain shared values that we live by as an organization and as individuals:
· Authority

A lifetime of practical experience in the insurance industry makes our agency name team uniquely qualified to help our customers protect and grow their business.

Authority in Social Media:

· Remember there’s a big difference between speaking “on behalf of” the organization and speaking “about” the organization. Even though you are approved to represent agency name, unless you are specifically authorized to speak on behalf of the organization as a spokesperson, you should state that the views expressed in your postings are your own. Please stick with discussing work-related matters that are within your area of responsibility.
· Be mindful that you are representing the agency. It is important that your posts convey the same optimistic tone that the agency uses in all of its communications. 
· Use caution and care when mixing your business and personal lives. Agency name respects the free speech rights of all associates, but you must remember that customers, colleagues and supervisors often have access to the online content you post. Keep this in mind when publishing information online that can be seen by more than friends and family, and know that information originally intended for friends and family can be forwarded on. 
· Never disclose non-public or confidential information about agency name. Ever. If it seems like it could be confidential, it probably is. Examples include (but are not limited to) organizational issues or decisions, sales and marketing plans or projections, and private or personal information – yours or anyone else’s.

· Be aware that taking public positions online that are counter to the organization’s interests might cause conflict. Blogging, posting or chatting about products or services related to a direct competitor could also be considered a conflict of interest.
· Let the subject matter experts respond to negative posts. You may come across critical or disparaging posts about agency name or its programs. Please avoid the temptation to react yourself and pass such posts along to the acting social media manager or appropriate management person.

· Acknowledge and account for your actions. Anything you post that can potentially tarnish the organization’s image will ultimately be your responsibility. 

· Authenticity

Authenticity speaks to a sense of propriety and professional integrity that is often found lacking in the world of online marketing services. In dedicating ourselves to Authenticity, we offer some assurance that we are not simply assembling a collection of previously produced items and repackaging or repurposing them; that every element has been specifically developed by or for agent name to address the unique needs of our customers. At the same time, this sense of Authenticity also guides the manner in which we approach, relate and communicate with our customer. No sensational claims. No marketing hyperbole. Just real solutions that work in the real world.
Authenticity in Social Media:

· Fully disclose your affiliation with agency name. State your relationship with the organization from the outset and frequently remind others of that association. It is never acceptable to use aliases or otherwise deceive people. This disclosure is equally important for any partner, vendor or other third party who is representing the organization online.

· Be respectful of all individuals, races, religions, creeds and cultures. How you conduct yourself in the online social media space not only reflects on you – it is a direct reflection on agency name.
· Be real. Try to remember who you are and who we are at agency name. Avoid exaggeration and overstatement regarding our cause, our capabilities and our core messages.  The good work we’re doing will often speak for itself, so simply sharing it will have a positive impact on the organization.

· Listen. Keep in mind that one of the biggest benefits of social media is that it gives our clients another way to talk to communicate with us—to ask us questions directly and to share their feedback. Make sure you listen and respond at least as much as you talk.
· Give credit where credit is due. Never claim authorship of something that is not yours. If you are using another party’s content, make certain that they are credited for it in your post and that they approve of you utilizing their content. Do not use the copyrights, trademarks, publicity rights, or other rights of others without the necessary permissions of rights holders.
· Respect the brands, trademarks, copyrighted content and images of agency name (and others). You may use photos and videos provided by the organization, but should not post or share other pictures or images without prior approval from the acting social media director or vice president of marketing.
· Be careful with other online destinations. A significant part of the interaction on Twitter, Facebook and other social sites involves passing on interesting content or linking to items. However, we are ultimately responsible for any content we pass on to our networks. Don't blindly repost a link without looking at the content first. Avoid linking to outside websites unless you trust the source.

· Remember that your local posts can have global significance. The way you answer an online question might be accurate in some parts of the world, but inaccurate (or even illegal) in others. Keep that “world view” in mind when you are participating in online conversations.
· Productivity

The only means by which agency name succeeds is by helping its clients succeed.  In other words, when all is said and done, it’s all about results. But valuing Productivity goes beyond the bottom line to include all the steps taken to generate those results. As a leader in the community, we are committed to identifying new opportunities, pursuing new answers and introducing new options on a continuous basis. This fundamental focus on incremental improve-ment and consistent progress is the cornerstone of our client’s competitive advantage and, therefore, also our own.

Productivity in Social Media:

· Make sure you add value to the conversation. Does the thought or other content you’re about to share inform, enlighten or otherwise inspire those who’ll see it? Is it related or relevant to our customers.

· Be a scout for compliments and criticism. Even if you are not an official online spokesperson for agency name, you are one of our most vital assets for monitoring the social media landscape. If you come across online remarks about the organization that you believe are important, consider forwarding them to the appropriate person.

· Remember your primary role and responsibilities. Agency name understands that associates engage in online social media activities at work for legitimate purposes and that these may be helpful to the agency. However, we encourage all team members to exercise good judgment and common sense to prevent online social media sites from becoming a distraction at work.

· Understand that your posts are permanent. Once information is published online, it is essentially part of an indelible record, even if you “remove/delete” it later or attempt to make it anonymous.
· Correct your mistakes immediately and make it clear what you've done to fix it.  If it's a major mistake (e.g., exposing private or confidential information), please let your manager know immediately so we can take proper steps to minimize the impact it may have.

In Summary

As stated initially, the entire purpose behind agency name’s social media initiative is to gain new insight into the needs of our clients and introduce ideas that will be of interest to them. We invite you to become more actively involved with social media to help advance this cause. If you have any questions about using social media to connect with our customers and associates, please speak with your manager. 

We look forward to seeing you online.
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