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Social Media Community Management Guidelines 

 

Our Purpose 

Through our social media presence, Scratch Baking aims to create a positive, welcoming, and 

uplifting community that reflects our in-person mission of offering friendly service and the best 

baked goods possible. Just like when walking through our big red door, we hope that social 

media can be a place where we can help our community members find just the right treat and 

where we can connect and bond over our shared love of combining simple ingredients to make 

something magical. 

 

Our Team 

All social media content and posts are approved before posting by Scratch Baking management, 

but we do not have a single employee responsible for social media community management. To 

include diverse and creative perspectives and skill sets in our social media presence we use the 

talents of individuals from across our bake shop team. All responses to our community members 

will be made by a team member responsible for a given platform.  

They have the discretion to determine hiding or deleting comments or banning users but will 

contact Scratch Baking management or our owner about threatening or harassing language that 

may require action beyond social media. They will share any feedback on products or services 

that help identify problems or opportunities to management or owner and will promptly report to 

the same parties any situation or content they see on social media that may be indicative of a 

bigger brand problem or in need of a more extensive response. Before offering reconciliation, 

compensation, or reward in the form of returns, refunds, credits, discounts, products, or other 

merchandise, all team members will get the permission of management. 

 

Moderation 

We love seeing and hearing from our community members when they’re in the shop or placing 

an order – social media is no different. We welcome comments and feedback on our posts and 

channels as hearing from our customers is the number one way we can ensure we’re meeting the 

needs of our community. We will not hide or delete comments or ban users from engaging with 

us simply because they share negative opinions of our products or service. However, there are 

certain criteria of engagement with us that will result in hiding or deleting comments, or, after 

repeated infractions, the banning of a user: 

• Language, images, videos, or any other pieces of content that are disrespectful, 

inappropriate, or harassing toward us or other users 
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• Language, images, videos, or any other pieces of content that are disparaging, 

stereotypical, or threatening toward people because of their race, gender identity, sexual 

orientation, immigration status, political affiliation, religion, national origin, education 

level, physical or mental disability 

• Language, images, videos, or any other pieces of content that violate the community 

guidelines of the social media platform they are on 

• Language, images, videos, or any other pieces of content that are vulgar, obscene, 

pornographic, or predatory towards minors in nature or inappropriate and out of line with 

our family and community-oriented brand 

• Off-topic, irrelevant comments including but not limited to solicitation or promotion of 

third-party brands, links, products, or initiatives 

Banning of users will be evaluated based on individual incidences of the above criteria. 

Generally, multiple or continual violations of community guidelines will result in a user being 

banned if no other reconciliation or correction can be made, but a ban may be considered for a 

first violation that is extreme. Any language seen as threatening physical harm to us, our 

employees, or others will be considered credible and formally reported in writing to Scratch 

Baking management and local law enforcement authorities in Milford, CT. 

 

Response Time and Approach 

We will make an effort to respond to all comments, messages, and reviews within 24 hours in 

order to foster community and increase meaningful engagement on our social media channels. 

Our tone will be welcoming, upbeat, encouraging, and accommodating in all interactions just as 

it is in the shop. Comments or responses interpreted as being aimed toward other individuals will 

not be responded to unless the subject is of direct relevance to our brand. We love to engage with 

our community but we will try to emphasize authenticity in our interactions over just inserting 

unnaturally ourselves into every conversation or topic. We encourage and enjoy seeing our 

community members to build relationships amongst themselves on our social channels 

 

Response to Negative Comments or Reviews 

We will attempt to respond to all negative comments and reviews within 24 hours to apologize 

for problems, validate the feelings of our community members, reconcile problems, and learn 

from our mistakes. We will respond in the same place as the user has shared the comment or 

review. If it is public, our response will be public and if conversation of more private details is 

needed beyond this response we will request the user to move the conversation to a private or 

direct message if possible on that platform or to email or phone, if not possible. Our responses 

will be signed at the end from the individual employee responding in order to create a more 

human-centered community. 
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Expectations for Engagement  

We believe that a free flow of ideas, perspectives, and thoughts is the best recipe for an inclusive 

and supportive community. With this in mind, our content and engagement on social media will 

always work to encourage this.  We aim for our brand and those who engage with our brand on 

social media to mutually uphold the following: 

• Be respectful of others in all content, engagement, and interactions on our social media 

channels 

• Encourage productive rather than argumentative conversation 

• Attempt to support and help others who are seeking information and guidance about 

Scratch Baking or our products 

• Be truthful in identity, information, opinions, and motivations 

• Assume the best intentions of others when engaging with them, even when disagreement 

exists 

• When offering feedback, make it constructive to help others improve 

• Keep comments on topic for the particular post, the Scratch Baking brand, or the subject 

of baking 

 

Legal Restrictions and Permissions 

The comments, responses, and reviews on our social media channels not made by us do not 

necessarily reflect our brand’s opinions or feelings. However, we ask that those who share 

publicly on our channels or provide content for us to post on our channels refrain from the 

following that may have legal implications for our brand: 

• Use of intellectual property you do not have the rights to including but not limited to 

copyright protected photos and videos. We do not post photos or videos we do not hold 

the rights to, have permission of the photographer/owner to post, or are not licensed 

under a creative commons agreement. We expect the same of our community members. 

• Portrayal or promotion of our products or brand image in illegal or dangerous behaviors 

• Sharing of private or sensitive information of other individuals without their consent, 

including but not limited to their name, address, birthday, social security number 

• Sharing of photos or videos or other pieces of content which include the likenesses of 

individuals who have not consented to the content being publicly published or the 

likenesses of minors under the age of 18 for whom you have not obtained the permission 

of their parent/guardian 

• Sharing of third-party confidential or private information or data 

• Posting of disparaging comments or inferences about our competitors or their products 

• Posting of false, inaccurate, or misleading information 

• Sharing of links to websites unrelated to Scratch Baking or a post’s content 
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• Advertising or promotion of any kind 

• Posting of spam 

• Purposeful sharing of software viruses for malicious or harmful purposes 

By engaging with our social media channels or content, community members agree to abide by 

these guidelines. We, however, reserve the right to delete any comments, responses, or reviews 

we determine to contain the above. 

 

User Generated Content 

Any posts, comments, or other content shared on our social channels by members of our 

community may be used by us on social media, our website, or in other ways for our brand. This 

use may include the user’s name/social media handle and likeness. We suggest that our 

community refrains from sharing anything they consider confidential on our social channels or 

for which they hope to receive compensation. 

Before we share a photo, video, or other piece of content belonging to other users, we will 

message the users to ask permission to share their content on our social channels. When we post 

the content to our channels, we will clearly tag and/or give credit to the owner of it. If the content 

appears on a user’s public account already, we will share the content directly to our account if 

the platform capabilities allow it. Content from or featuring a minor under the age of 18 will not 

be used on our channels unless we have permission from their parent/guardian.  

 

Paid Ads, Sponsored Posts, or Paid Placements 

All paid or sponsored social media content in the name of or paid for by our brand will clearly 

disclose our financial interest or influence on it. Posts by individuals (influencers) or other 

brands will be clearly marked as sponsored as allowed or required on the platform it appears on. 

If a platform does not have native capability to mark sponsored or paid content, then language in 

the post or content will indicate in some way, literally or creatively, that the content is published 

on behalf of Scratch Baking for marketing/advertising purposes. 

If we create or post content on our social media channels in promotion of other brands for direct 

financial gain, we will also follow the aforementioned guidelines. 

All paid promotions run on our social media channels must be approved by Scratch Baking 

management before going live and cannot attempt to violate the advertising rules of a platform or 

local, state, or federal laws. They should also be consistent in style, tone, and voice to our overall 

presence on a given platform and in accordance with our social media mission and values as 

outlined in these guidelines. 
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Frequently Asked Questions and Responses 

1. Where are you located? 

Our address is 84 Broad Street, Milford, CT 06460 in the historic downtown district on 

the green. Just look for the red door across the street from the state’s tallest flagpole! 

Google Maps Link: https://goo.gl/maps/HZxa7rWYZ21GV1vZ6 

 

2. What are your hours? 

We are open for pickup orders Monday – Saturday, 7 am – 3 pm and 7am – 1pm on 

Sundays. And, of course, online ordering is available 24/7 on our website: 

bit.ly/scratchorder 

 

3. When do you start serving lunch? 

Lunch is available Monday – Friday, 11 am – 3 pm and on Saturday, 11:30 am – 2:30 

pm. There is not lunch service on Sundays, but we invite you to enjoy our selection of 

pastries and other baked goods for brunch. 

 

4. What’s on your menu? 

Our menu focuses on breakfast, lunch, and dessert items made fresh daily in-house from 

real ingredients. We also offer a selection of coffee and tea drinks to complement our 

baked goods and welcome special orders and catering requests. You can view our full 

menu at bit.ly/scratchmenu. To learn about our daily specials be sure to follow us on 

Facebook or Instagram and check our Story each morning for updates! Special items will 

also always be available to view alongside regular items through online ordering: 

bit.ly/scratchorder 

 

5. What are your specials today? 

We love to experiment and keep our case rotating with fresh offerings! To learn about 

our daily specials, be sure to follow us on Facebook or Instagram and check our Story 

each morning for updates! Daily special items are also always available to view alongside 

regular items through online ordering: bit.ly/scratchorder 

 

6. Do you offer allergy-friendly items? 

All our items; including bread, spreads, and dressings; are made in house from scratch 

and we pride ourselves on knowing our ingredients. Many of our items contain dairy, 

gluten, eggs, or nuts. Certain items, though, are marked on our menu as vegan (cowboy 

bar, hummus sandwich) or gluten free (flourless chocolate cake) and all our meat is 

natural and organic. Meeting the needs of our community is part of our mission so we are 

happy to answer any questions you may have about our ingredients, guide you in making 

an appropriate choice, or adapt our offerings when possible to fit your specific dietary 

needs. Feel free to message us here (Facebook, Twitter, or Instagram), email us: 

https://goo.gl/maps/HZxa7rWYZ21GV1vZ6
https://goo.gl/maps/HZxa7rWYZ21GV1vZ6
https://goo.gl/maps/HZxa7rWYZ21GV1vZ6
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/menu
https://scratchbakingct.com/online-ordering%2Fgift-card
https://www.toasttab.com/scratch-baking/v3
https://www.toasttab.com/scratch-baking/v3
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://goo.gl/maps/HZxa7rWYZ21GV1vZ6
https://goo.gl/maps/HZxa7rWYZ21GV1vZ6
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/menu
https://scratchbakingct.com/online-ordering%2Fgift-card
https://www.toasttab.com/scratch-baking/v3
https://www.toasttab.com/scratch-baking/v3
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
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bit.ly/scratchemail, or call us at (203) 301-4396. 

 

7. Do you do custom or special orders? 

We do! We’d love to make something special for you, whether it be a wedding cake or 

Thanksgiving pie. We do require a minimum 4-day notice on all cake and cupcake orders 

and longer for custom orders. We also occasionally have blackout dates when we cannot 

accommodate any more cake orders. We are a small bakery and strive for excellence in 

all our products! Our selection of cakes, cupcakes, and other items is available at 

bit.ly/scratchmenu. You can always message us here (Facebook, Twitter, or Instagram), 

email us:bit.ly/scratchemail, or call us at (203) 301-4396 to discuss your specific needs. 

Would you like to start or discuss a special order now? 

 

8. Do you sell gift cards? 

We do! They are available in $5-$100 amounts and never expire. You can order a gift 

card and schedule e-delivery to any recipient by visiting our website: bit.ly/scratchorder 

 

9. Do you cater? 

We do! We offer breakfast platters featuring an assortment of mini muffins, scones, and 

bars, and breakfast quiches and pizzas to share along with 96-ounce boxes of our dark 

roast coffee. For lunch we offer customized, assorted trays of our sandwiches as well as 

individual, small, or large sizes of any of our house salads. We also have desserts covered 

with assorted cookie platters; assorted dessert platter featuring cookies, bars, and 

brownies; or our much-loved flourless chocolate cake. Don't see what you want? Just 

ask! We are happy to make a custom platter for you. To place orders and for questions 

you can always message us here (Facebook, Twitter, or Instagram), email us: 

bit.ly/scratchemail, or call us at (203) 301-4396. Would you like to start or discuss a 

catering order now? 

 

10. Do you deliver? 

We do! We offer afternoon delivery within the city of Milford, CT. Delivery is free, but a 

minimum order of $25 is required. You can place an order for delivery on our website: 

bit.ly/scratchorder 

 

11. Do you offer curbside pickup? 

We do and we encourage it! Due to social distancing guidelines, we are currently 

operating with takeout and curbside pickup only. As much as we look forward to having 

our favorite customers back in the shop we feel as though we would be unable to give 

you the service you deserve given the state restrictions. You can place your order online 

for curbside pickup on our website: bit.ly/scratchorder. Make sure to allow at least 20 

minutes between when you place your order and when you arrive for pick up to give us 

time to get it ready. 

https://scratchbakingct.com/contact-us
https://scratchbakingct.com/menu
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/menu
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/online-ordering%2Fgift-card
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12. How do I place an order for pickup or delivery? 

Pickup and delivery orders can be made on our website either same day or for the next 

day. Please wait until after 5 pm to place next-day orders. If you order during our 

operating hours for the next day, items you choose may not be available causing a 

problem with your order. Make sure to also allow at least 20 minutes between when you 

place your order and when you arrive for pick up to give us time to get it ready. Delivery 

is also only available after 12:15 pm. To place an order, visit bit.ly/scratchorder  

 

13. How do I place a special order? 

We’d love to make something special for you! You can always message us here 

(Facebook, Twitter, or Instagram), email us: bit.ly/scratchemail, or call us at (203) 301-

4396 to discuss your specific needs. Would you like to start or discuss a special order 

now? 

 

14. Do you take credit cards? 

We happily take all major credit cards for all orders of at least $5. As a small business, 

we ask that you help us out to avoid credit card fees and use cash or gift cards to pay for 

orders under $5. We recommend you buy a gift card if you anticipate often making small 

orders and prefer to go cashless. You can order gift cards in amounts of $5-$100 on our 

website: bit.ly/scratchorder 

 

15. Do you have sales, discounts or a loyalty program? 

We do! We offer a loyalty program for our coffee and tea drinks in which every 10th 

drink is free. Just ask at pickup for a punch card to join. We also offer half priced, day old 

bread which tastes as fresh as the day it was made and sells out quickly. We do not 

regularly offer special sales on other items. The best way to find out about sales is to be 

sure you’re following us on Facebook or Instagram and subscribe to our newsletter: 

bit.ly/scratchnewsletter. You never know when we might offer a sweet surprise!  

https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us
https://scratchbakingct.com/online-ordering%2Fgift-card
https://scratchbakingct.com/contact-us

