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Sub: Social Media Engagement and Online Reputation Management (ORM)
Framework for NHAI. reg:-

GHAGC fSfocer aIRfeufadr a5 &, A AfEar coeniy gl geuET 3R
quﬂuﬁé?mﬁmﬁﬂﬁﬁ?wﬁméﬁﬁw
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gl

In the contemporary Digital.ecosystem, Social Media Platforms play a significant
role in shaping Public Discourse and Perception regarding Government Institutions and
Infrastructure Projects. While these Platforms facilitate Citizen engagement and
dissemination of information, they also enable rapid circulation of misinformation,
selective narratives, trolling and reputational attacks that may adversely impact
Institutional Credibility.

2. TSE {ofART HEERTAT & WEIae FAged 3R wawausns & aRafRfet &
aﬁaﬁﬁmaﬁ@maﬁwﬁm, mmmmmmmm
(MINTH) & AT v TR erar AT FT 3aTH L

Considering the strategic importance of National Highway Infrastructure and the

. Public Visibility associated with NHAI’s activities, it is essential to establish a structured

framework for Social Media engagement and Online Reputation Management (ORM).
3 Aifa 3gErRe: 38 Aifd & 3agzg Meafafad &
Policy Objectives: The Objectives of this Policy are:
(a) UATHUNTS A U A X THTad Qe AEAT GUR arar Tita ST

To establish a uniform and coordinated Social Media communication
framework across NHAI.

(b) nmavawééﬁmmsaq%wma (JNIRTH) T T FeG AT

To strengthen NHAI's Online Reputation Management (ORM) mechanisms.
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(d)

(e)

(f)

(h)

9.

" AR et (Rita) 3R ade®e Wer & gy ) gganT
Hedishal 3R 37 W gfafhar e

To enable timely identification, assessment and response to Social Media
narratives and Public Concerns.

d2 A, maﬁmﬁﬁm%ﬁwmmml

To ensure Factual, Transparent and Professional dlgltat engagement.

IR FRer AZAT oewiA! & uPe Rerg Haror @9 & &7 &
AU Flad A UeheAT|

To prevent Official Social Media Platforms from functioning as primary
grievance redressal forums.

qerel FMfsar o ArTie! & Riemadl 3k $edes & 877 ), azacas 3k
QT AIh & FARIT AT

To address Citizen Grievances and feedback on Social Media in a timely,
Factual and Professional manner.

TSHATIET U0 & ATeqH ¥ Wiad Rieaa goletor # weamied F3=]

To encourage structured complaint registration through the Rajmargyatra
App.

fBfoicer doR & fow Tose sy, Saeedr 3R vEhaee a5 TURa |
To establish clear Governance, Accountability and Escalation mechanisms for
Digital Communication.

WWWWWWW#WWWHB#W
HTHS AT (eRfed) 1 T §7 T A

To proactively counter misinformation and misleading narratives relating to
National Highway Infrastructure and NHAI Operations.

. mmammrwmwmmmwwmwg
Al T
eI RS ar

AR H FEEa s

(€fex), Saaes, sEerEnd, foFes, Tege 3R TATAwS F RRAT o s
erer MBAT AHH & AT T BT T TS T IR

Scope & Applicability: These Guidelines shall apply to NHAI HQ and Regional

All

Offices. The Policy shall govern all Official communication undertaken through X (Twitter),
Facebook,
platform of NHAI.

Instagram, Linkedin, Youtube and any other Official Digital or Social Media

digital engagement under this framework shall be guided by the following

Principles:

(a) T TSI TR dZATcAsh, Hoamid 3R wafois Sy 9¢ 3memle

RGECIRY
All Public Communication must be factual, verified and based on authentic
Information.

(b) SfAfshaTT IR, o=, I IR TR T F 399 gt a1

Responses shall remain Professional, Courteous, Neutral and Institutionally
appropriate at all times.
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5.

(c) mmmwmﬁmﬁﬂaﬁﬁw IR, IgT 3R FAT &
YR W GARTSG Rar e
Engagement on Social Media shall be calibrated based on the Nature,
Severity, Reach and Intent of the issue.

d)w&ﬁw&ﬁww@mmwﬁwﬂﬁﬁaﬂmﬁ:
NI, @Hammmmﬁwmasﬂ
NHAI shall maintain transparent commumcation while ensuring that
Confidential, Sensitive or Unverifiable Information is not disclosed.

(e) YRATesT el Risyal 1 3R Afése Reaa Rarer J7, [y &9 @
RISTHRTAMET 09 W YA R R seam|
Operational Gnevances shall progressively be redirected to designated
Grievance Redressal Mechanisms, particularly the Rajmargyatra App.

() fBforce Feanfarer o1 3egey Swumera faeaweiaar 1 e #ar iR o
mﬁ@rwﬁuwmaﬂrmwmﬁwaxmﬁ
SIS YR &Y A = @ Tpar gl
Digital engagement shall aim to safeguard Institutional Credibility and
prevent misinformation from distorting Public Perception regarding National
Highway Development and Maintenance Activities.

AT T TIGAT:

Governance Structure:

(a) FEIeg # #Afsar Gt weT Heafaf@d sr7 s
The Media Relations Division at HQ shall:

()  arre HAEAT colewid & AT ¥ gl g §OR 9 §HT ST
G AR faver & 7T Adea Fae He|

Have overall control over communication through Social Media
Platforms and provide Crisis Leadership.

(i) TATIUINTS & RTA [T T THIT IIIAGTOT HIAT|
Exercise overall Supervision of NHAI’S ORM framework.,

(i)  UET-FR F oA AEI TR AR reae (@(RRa) W &
TS AT
Manage National-level Social Media Communication and Narrative
Strategy.

(iv) FaR WA iR A Rder sy s

Issue communication Advisories and Policy Directions.

(v) 3T9 G drell e, fAver O qed goer sfdeEt & e
Afdfhar &1 HAead HLT|
Coordinate response during High-Impact Incidents, Crisis or
Misinformation Campaigns.
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(Vi)

(vii)

(viii)

(ix)

-4-

Wﬁammqﬁwaﬁrﬁﬁmw#mﬁm
wfafsanait s AT gar|

Approve responses relating to Sensitive, Viral or reputationally
Significant Matters.

IR dFe 9 gfAfRant, 3rase 3R Faler (GATT) & |

Publication of responses, updates and closures on viral posts.

afAa O, oREeer 39ge, Seeear 3P, Rt @
[ARIHATY 3T T THILTA|

Pubhcatlon of routine posts, Project Updates, Awareness Campaign,
Festival Greetings etc.

& wrerl # Bfoes wgenfiar iRt & vedla o geer
3R AT |

Review and Monitor the performance of Regional Office
Digital Engagement Activities.

(b) 8T TRt FFfAf@d &RT &4
Regional Offices shall:

(i)

(i)

(iif)

(iv)

(v)

(vii)

(viii)

&R Arerer Af3Ar g5 & garaeT 3T wauT FLT)

Operate and Manage Regional Social Media handles.

TYH-FR FT [RIRET 7]

Undertake first-level monitoring.

AT Aeal & ol wrafdes gfafar ik g

Primary response and resolution for local issues.

dLITcAS TedTaa & T NSg/ar T shigal & T GHeay L]

Coordinate with PlUs/Field units for factual verification.

3etAted IRASA-EERIT TE R @RS §ER @ GER
C I

Disseminate approved Project-related Information and Public
Communication.

TAUIUTS HEATET 7 AT o6 & W § wiaiHs afafyar
3T G SHEAt & w9 & SR ST

Act as the primary response and resolution units in consultation with
Media Relations Division in NHAI HQ.

THR aRTEfA arel a1 daeaher ATl & qia qEAeE H gRa
heAT|
Escalate High-Risk or Sensitive Matters to HQ immediately.

FafAa dive, 15T & RS 392e, Serewar FEE, SERT
YAFTHATT 3TTS T TR, HOATT: T A |

Publication of routine posts, Project updates of the State, Awareness
Campaign, Festival Greetings etc.,preferably in vernacular language.
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(c)

(ix)

)

(xi)

(xii)

39geT BT A dret &9 @MORTHIndia, @NHAI_ Official,
@PIBMoRTH, #UsUTU3TS, #PragatikaHighway, #BuildingANation
HTiE |

Tags to be used : @MORTHIndla @NHAI_Official, @PIBMoRTH, #NHAI,
#PragatiKaHighway, #BuildingANation etc.

TS IRAEA 3R IHAART HAIT0/ T, T IRagT TehIfaT arer #3gT,
TATATHTS HTAT, IS, Tod TR AR 3oih Fgarad Qe
TAT 3T THRY INHIRF Egat @ Belt 30T HeOHTse FHLaT]
Follow and subscribe to Official handles of MORTH, Union Ministers
with Road Transport Portfolio, NHAI HQ and PIB, State Govt. and their
concerned departments and other Govt. Handles.

UIATOIRdT AT el & folT & srRiteal vav & drere AifEar
g3al o TeaTig A Srwer|

RO level Social Media handles shall be verified to establish authenticy.

ST FETET TR W AET §8EF S8 & AIgA o ueg
Risraqi/caan3tt = & gaETeae HeT|
Media Assistants at RO level shall also attend to Complaints/
Grievances received through e-mail.

NISY IR & seprsar Meafolf@a s Sl
PIUs and Field Units shall:

(i)

(i)

(iii)

He@l & STHIAT FAX T HedTded He|
Conduct ground-level verification of issues.

8 FIC/ATIeT & WY JUAcHE HUST, aen R Az

HIFAT HIAT|
Share factual updates, Photographs and Videos with ROs/HQ.

AdsiiAs TR 3R e & AU F AU aeas aRare s
HcTel hiaT]

Provide operational inputs required for Public Communication and
issue resolution.

(d) ToreT off @rerer HAfREar 850 & #AeTR ¥ e & ¥ Tgd @y @
ﬁ%mﬁﬁ%m&ﬁ@rmaﬂtmmmmmmw
ST &

All Social Media Responses are to be checked and verified by NHAI HQ
before posting through any Social Media Handles.

T § NIHEY-FR & AR AT gsa Farfera 77 fre smean)
Separate PlU-level Social Media handles shall NOT be operated.

(e)

Contd.....6/-



7. Y g

Monitoring Framework:

(a)

fAFfaf@a $r ugad = & AU 3wg Aif@F g F189g 3R s=g-egar
AT & T #etd Juea-esd 3 & 9y g3 ceewAf W s
TR W Tdd [Ser=T $r sl

Continuous Monitoring shall be undertaken on a daily basis across all
Platforms with real-time alerts enabled for High-Risk Keywords and High-
Visibility engagements to identify:

() TITAUNTS & 3oa@ 3R &I,

Direct mentions and tags of NHAI;
(i) vHATIE3NS YEe 9T feafor:
Comments on NHAI Posts;

(iii) argTer a1 IR §U T (Rfea);
Viral or Emerging Narratives;

(iv) €er, BredaT, geiea3fl, a1sel, 3ERetor AR FReT 3nfe & Hefea
Rerad |
Complaints relating to Tolls, FASTag, Accidents, Potholes, Maintenance
and Safety etc.

(v) sER-TAfse 3R NH-RfRse =i

Corridor-specific and NH-specific discussions;

(vi) T STST & Hedl AR T Al

Local language references and Region-specific issues.

gR=TelsT Halel

Operational Coverage.

() AIAT AR TATIUINS AEATET gaRT YidfesT 06:00 o7 &
22:00 §7 Tl
Routine Monitoring: 06:00 hrs to 22:00 hrs daily by NHAI HQ.

(i) weared 3R g gefear: e eRE wats|

Weekends and National Holidays: Mandatory Monitoring Coverage.

(ili) voT@ EeaATv/asiR aRiEfa: Fufa @ g a% 24x7 R

Major Incidents/Crisis Situations: 24x7 Monitoring until stabilisation.

(iv) &1 e TUeg Heal & T WA FaX & FoReT S

ROs shall undertake first level monitoring for local issues.
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8. 3fSee wganfar w1 Feffetor:

Classification of Digital Engagements :

|HY HRrer HfSAT FEHIRIALT T FEAeER gefiga R e

All social media engagements shall be categorized as follows:

Aofy

Sooltlel Hel aTell Sl RUC B

Post a factual correction, call out the
False/misleading content. Label it
#FactCheck. Warn the user and report

repeat offenders.

[EEEL CORGIES AT e
Category Description Action Colour Code
1. GhRICHF  [TATITINS F1F H  [Fellael d6= & [T HEHIRD HielRep
Positive  [OrRMET AT HUEATI AHEl H oW wY, @AW g e
Praise or appreciation [H&RIcH AT T 96T Tha ol
for NHAI work. Share in Official internal groups to boost
morale, specific appreciation posts can
also increase positive sentiment.
2. JeEy HHET 3eoid T G937 hr IMaRTehdr o @, R O
Neutral TYeT STeTehIT faferse Harg T HTTHT el gl
General mentions or [No specific action is needed unless a reply
simple queries. is required.
3. FHRIHF  [orw=r: TAT=Y Prsder| WA Seria &1 qid oot H| @
Negative ey grem/eter e [Follow the Response Protocol (drerm @1 Feer
= 2" [immediately.
e q ALgH
3T gEeaAT 7 FAPRIcHS
TS &1 | Fefientor
Low: General exieT )
feedback. (YELLOW
Medium: Safety/Toll denotes low to
issues etc edium
: i negative
High: Accidents or classification)
structural damage. :
(FTeT T
AR /AR
Hegl @l grifar
g)
(RED denotes
critical/Viral
issues)
4. 3T STIATGTSTS ST, FARIS gfafsear & & p ¢
Harassment [aT &lfciar| Do not engage.
Abusive language,
spam or trolling.
5. Toll TSR (ST8T TSI AT HTHABCRACHS Ud TET STaAdiT 9e &1 |
Fiake News: gy BT/ AR T e ey Y|
False information or |33 #FactCheck & &7 # oldel &Y
Misleading Posts. oot &7 Jamee & 3R AR
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AT wfafrar emEm:

Standard Response Framework :

rafef@a F7 getht FrRivarg & g Far s

The following operational workflow shall be followed:

(a) et TEET, 3EAE () a1 Rierma $r ggae 3 3mhad FET

Monitor: Identify and assess the issue, narrative or complaint.

(b) UradlY (weritersr) : STET 3 81, X e arad vae e

Acknowledge : Provide a timely and courteous acknowledgment where

appropriate.

(c) T (ATNHT1E): Faftd &y Wil & aereas gcargsT 3R Taf I S
gTed FeT |

Verify : Obtain factual verification and status updates from the concerned Field
Office.

(d) wfaferar &7 3X 3USe &¥an Tcafiud SeenT 3R Y 3uge & gaafea
I+ ¥ ST T

Respond & Update: Share verified information and status updates in a calibrated
manner.

() & (HATT) FAT: STeT Y AT &1, STl TeaT & HIY FalloR (FHTIH) FIR
SIRT & AT|

Close : Issue closure communication supported by documentary evidence
wherever required.

10. wfafrar vesa:

Response Protocol:

T 3T wfafsamid &

All Official responses shall:

(a)

(i)

(vi)

U IR A WETIfqeT HINT SATT I,

Maintain a Professional and empathetic tone;

HleUloleh AT T&TeHS I F F=T;
Avoid speculative or defensive language;

e T & SNRIgur ¥ T34

Avoid attribution of blame without verification;

eheilehl AsGolTel S,
Avoid Technical Jargons;

gigiea 3R geg-3maa e

Remain concise and fact-based;

MY AT TSNS FAAT T FIBT @
Protect Confidential or Sensitive Information.
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(b)

(€)

-9-
qfdferansil & 3ma dk W enfAer g
Responses shall generally include:

(i)  TRIsrRaa $r gEdr # Ic;

Acknowledgement of the concern;

(i)  FeAT/RNETS FT e,

Confirmation of verlﬁcauon/ action;

(i) ARG eI &Y, o AR f@awor & fow s,

Request for additional details, if required;

(iv) TEafamefa e

Status/progress update;

(v) EHATHA gl W FelloR (TATI) FOR|
Closure communication upon resolution.

AT T €A Ffai@a & 3uR ) [uiRa v soet:

The extent of engagement shall also be determined based on:

() IR gl T &HAT 3R ufsers a1 T&TeT;
Virality and Public Traction;

(iy  HAEIT gaT;
Media Amplification;

(i) AT L& T AT
Public Safei?_y Implications;

(iv) wfaser gt Tagaeiedr

Reputational Sensitivity.

11, \IEF-3TUIRT FaloR (THTIT):

Evidence-Based Closure :

(@)

(b)

FEcaYOT AT 3cT&s IR Heal & Falor (FAT9) A Feafaf@d &
A ¥ gART AT ST

Closure of significant or high-severity issues shall be supported through:

(i) ST $r aEd/amear;
Site Photographs/Videos;

(ii) T &1F faraTor RaXe;

Verified Field Inspection Reports;

(iii) IR Elel dlof-oel hl gFee;

FASTag/Toll transaction conﬁrmatlon

(iv)  3nfeRe FR7 ga 3gse |
Official Operational Updates.

3edA A H G it & a1 3wmAfid @R (FAY) TOR ST &8t fmar
ST |

Unverified or unsupported closure communication shall not be issued in
critical matters.
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12.

-10-
sitveRe Reraa @it - TaHERmEr 00 ST JTEant @) ge6itg s 3T

TATETNS B HEART Hferoor $T T T & I, WRe AEAT coew qeT w9 @
Haoleis TR 3eXhdH & &9 H &R7 el o & waf@e Qg Rarer a5 & &9 7]

3.

Formal Grievance Redirection - Rajmargyatra App: In order to manage Public

Sentiment and protect NHAI’s Institutional reputation, Social media Platforms shall
function primarily as Public Communication Interfaces and not as the Primary Grievance
Redressal Mechanism. Hence:

13.

(a) FNATS APA RFdr o Tafeyd &9 4 gof s 3R 30 ¢RFT & v
TSTARRET W0 ¥ gA1f3ERT frar smeem)
Actionable complaints shall be redirected to the Rajmargyatra App for structured
registration and tracking.

(b) ARSI 1 VT & FATeTH F Rhe-3maia Rerma dofietor grog axa & T
dreatied foam e

Citizens shall be encouraged to obtain ticket-based grievance registration
through the App.

(c) 3T _aTg HIF HH 3efacdl Fars HR G & geve sioaies Rema
YoTTell & AEIH & Thai smuam|
Operational follow-up and resolution shall thereafter be managed through the
formal grievance system.

(d) EIRreT HITSAT 1 AT T IMEATT FIAT SIRT W, et F Fael FaATe=T
B TSAATET ke & Aeay ¥ ¢ Far smuam|
Social Media Team shall continue to provide Public Reassurance, but Operational
Resolution shall be tracked through the Rajmargyatra ticket

wihfae gfafear

Indicative Response:

‘Al 3R WA TATUE & AT, FHRAT 37 A8 F THATATIHS TSTAFERIET (A5
LRI i ol

“For faster and structured resolution, kindly register the issue on the NHAI
Rajmargyatra mobile application.”

STel & 3TaeTesh g1, TTHNET 0T &7 dav/afthe 8 doea &Far

The Rajmargyatra App Banner/Graphic may also be attached| S
wherever appropriate. i
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14, @y oRfeaRat &1 geueT

Handling Special Situations:

(@) oIt WX 3R HHS SAHRT
Fake News & Misleading Information
(i)  wfafhar & & Ygel 3MdRe &7 ¥ g2al &1 TAIT F|

Verify facts internally before responding.

(iy  3TOFINE FGHT T 3TAT b TLACHS FTSEFHOT ANT HL

Issue factual clarifications using Official references.

(i)  TeTerEYE AT TEvayel wgenfAar & )

Avoid argumentative or confrontational engagement.

(iv) STET a3 & #FactCheck &7 391eT &Y 31X €FT & 1Y
qrEe &l

Use #FactCheck where necessary and post with -

' a stamp.

(v) 3T TRE, ITeld T AT HTHSF 9C o ToIT #FactCheck T 3uANeT fahar

e %-
,ms‘_-‘:‘;-.-.rx_. 2 q:ra;,"a'l' i
) :E_:_,;J/

Similarly, #FactCheck may be used for misinformation or misleading
posts jj:,-
J;u:‘:;//j
(b)  3cdisd, gedap 3K gifdier
Harassment, Abuse & Trolling
(i) T FoEedr & S|
Avoid direct engagement.
(ii) W%?mmu@ﬁmﬁm LI
RarE &
Restrict, Hide or Report abusive content as per Platform Policy.
(i) gfSeT T Ahd UYgHS dtel FAfead 3R afda deel/sErEr @
HEITTT & AT HLaT|

Escalate coordinated or targeted reputational attacks to HQ.

15.  wi*fas A=F vfafFam:
Indicative Standard Responses:
CICE)
Acknowledgement,
“RIeprad A3 Fe & T Ge2arg| Eds FaE F [T A gefg O

& T G T e I/ g1
“Thank you for sharing your concern. The matter has been shared with the

concerned team for necessary action.”

AT HT 37U

Informatlon Request.
“GTET Fee & [T, FUAr e S 5 NH T@ar, Reeas dsard sk oy
3Tesy g a1 weydfEar amer )
“To assist effectively, kindly share the location viz. NH Number, nearest landmark
and Photo/Video, if available.”
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& yorfa o¥ §

Work in Progress.

‘RAE T aw A6 &1 S e AR 3Maegs Fars 1 ow @

“The reported issue is under examination and necessary action is being
undertaken.”

Felloll (HHTI)
Closure.
“CATIUHS RIT AT giear § & RO 1 8 e T gATS a7 2ar
T ¥ (FeaTid awEt AR qoT w A ARk & @) e weer &
Yegdrg |”
“NHAI would like to inform that the reported issue has been resolved (with verified
facts and picture of completed work). Thank you for your cooperation.”

SR Tasdaor

Jurisdictional Clarification.

“FoolTldd mewaéé:mm*ﬁaﬁaﬂﬁméﬁhgﬁﬁéﬁﬁ
SITIRTOT (afe 3Rt Eerer FAfSAr E5ar & ar A@/den) garT Farfod T e
gl

“The mentioned location does not fall under NHAI jurisdiction and is handled by
(name/tag if they have Social Media handle) the concerned Authority.”

AT ATHAHI BT FAET

Correction of Incorrect Information.
“TATTUHTS TISC FIAT AEAT & o THIRGT ST 31 I AT aTola &1 TearcHis
f&fd @ R & [gcafa T e &Y FUAT HHG AN thellel T T2
“NHAI would like to clarify that the information being circulated is incorrect. The
factual position is as follows: [insert verified facts]. Kindly refrain from spreading
misleading information.”

16. g |ETH WITRT & HefAles & ST R e

This issues with the approval of Competent Authority.

(HIew. Her T FAR 9/ CS. Sanjay Kumar Patel)
YR FAET AFITUFH(FHTY) (i/c) Chief General Manager (Coord.)

gyfa/ To:

HRRTT AT/ IR 3N/Fmsg/fivayg/ase sreat & @l s
All Officers of NHAI HQ/ ROs/ PIUs/ CMUs/ Site Offices.

gfafaf/ Copy to:

1. Wﬁmwm&m%ﬁvwﬁl
Library for hosting the Circular on Library site.

2. gR=mee & Qv 39 vsfaa &1

Web Admin for Circulation.

3. ufg, #sw aRaea 3R IoAWT FAe & wue el @R S gaarnd|
PPS to Secretary, MoRT&H for Kind Information.



