Someone asked
a question on
your social media
channel

Thank them

Are they
praising you?

Social media response chart

Use this as an
opportunity to
engage

Are they just
making a
comment?

This person is
being kind/
nice

Firstly, what is
this person
saying?

Not sure what to
do?

This person is
asking a
question

You don't know
the answer

It's okay to use

a holding line

whist you find
out

If you can't find
the answer -

take it off line,
ask a colleague
to help

You know the
answer

Answer it ina
post

“| stayed in all
day and my
delivery didn't
arrive”

Complaint

“You are the
worst
company”

“You don't have
Accusation any women on
your board”

“Your product
contains palm

oli

If the answer is
long, direct

If a post contains

Show empathy/
understanding

Show empathy/
understanding

Oh dear - it's
true

Spam/ Abuse/
Swearing/
Confidential
information

Threats/ Security
risks

RN olelple]

Take screen shots

Hide the
comment/ block
the user

Esculate internally

A4 SocialSimulator

Report to the
social media
channel/
authorities

CONFIDENCE + RESILIENCE



