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• Over 40 years in education

• Over 30 years as an on-call 
firefighter

• Cabinet member for 
Gloucestershire County Council 

• Gloucestershire Fire and 
Rescue Service

• Public protection

• Parking

• Libraries

About me
Cllr. Dave Norman MBE



• Warning and informing

• Campaigning

• Consultation

• Showing support for other 
organisations

• Celebrating success

• Demonstrating action

• Keeping people informed

Social media
What can go right?



Social media
Examples



Social media
What can go wrong?

News and misinformation 
out quickly

Staff can pick up on it

Upset staff may post 
openly

Customer aggression 

Trolls

Reputation damage



Handling negativity

• Monitor social media and customer interactions

• Out of hours service for urgent issues

• Get back to people quickly

• Flag internal issues and get them dealt with

• Respond quickly to live issues

• Listen and respond to what people are saying

• Spot trends and reflect on them





Lessons learned

• Use social media

• Engage with people – it’s a two way process

• Use a response model to help you 

• Keep going! 



Questions


