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TPL online communications and 
social media strategy
board education



email

social

website

internet

mobile

part of a broad, multi-channel 
engagement and service strategy



accessibility

media & public relations

customer service

information & service delivery

promotion & outreach

achieving multiple
organizational objectives

why digital communications?



To be where our customers are, 
and provide them with an 
exceptional customer service experience 
at their every point of need.

why digital communications?



digital communications
channels and platforms



channel strategy: website
tpl.ca



channel strategy: website
tpl.ca



lifecycle enewsletternotifications

channel strategy: email 
programs



TPL’s digital communications
strategy and operations



Social Media and Online 
Communications policy & terms of use
• request for new accounts
• mandatory staff training
• editorial oversight & planning

editorial guidelines 
& best practices
• editorial calendar
• media management

dashboards
• analytics tools

defined governance structure
• Communications, Programming & Customer Engagement

• Answerline Service
• branch and service teamsPeople

operationalizing digital communications
people, process, tools



Support, integrated 
with TPL’s social 
media efforts

Customer support

TPL Foundation

Customer support

Finance

Bloggers for various subject blogs

Service social media accounts

Readers’ Advisory 

Customer support

Service Development & Innovation

Statistics collection 
and reporting

Online Policy

Customer Support

Planning, Policy & 
Performance 
Management

Recruitment on 
LinkedIn

Online Policy

Customer support

Human Resources

Customer support

TPL website

Digital analytics

Bloggers for various 
subject blogs

Information & 
Technology 
Services

Customer support

Editorial oversight & content planning

Social media monitoring and mgmt

Digital analytics

Digital media creation

Communications, Programming & 
Customer Engagement

Customer support

Bloggers for various 
subject blogs

Collection & 
Membership Services

Customer service online

Social media monitoring

Branch social media accounts

Bloggers for various subject blogs

Branch Operations & Customer 
Experience

operationalizing digital communications
system-wide involvement



operationalizing digital communications
customer service / critical communications



social media dashboardcontent & editorial calendar

operationalizing digital communications
tools



audience & reach

engagement

fulfillment

social media analytics dashboard

operationalizing digital communications
measurement & analytics



content strategy and marketing



content strategy & marketing
proactive, planned



content strategy & marketing
responsive to trends & events



content strategy & marketing
advocacy



“TPL Stories” campaign

content strategy & marketing
storytelling



Thank you!




