
Social Media Customer
Service
This playbook outlines steps for managing customer

service inquiries and complaints through social media. It

provides guidance for ensuring these customer

interactions result in positive outcomes and improved

customer satisfaction.

Step 1: Monitoring 

Regularly monitor all social media platforms for mentions, messages,

comments, or reviews related to the business. Use social media

management tools for efficient tracking and alerts.

Step 2: Assessment 

Quickly assess the nature and urgency of each customer inquiry or

complaint. Determine if the issue can be resolved publicly or if it

needs to be taken into a private conversation.

Step 3: Response Time 

Aim to respond to customer inquiries and complaints promptly,

maintaining a response time that reflects well on the business's

customer service standards.

Step 4: Public Interaction 

Engage with the customer publicly if the issue is general and can be

addressed transparently. Provide a professional response that offers



assistance and reflects the company’s commitment to customer

satisfaction.

Step 5: Private Resolution 

Move the conversation to a private message when personal details

are needed, or when the issue is complex and requires a detailed

discussion. Ensure the privacy and comfort of the customer.

Step 6: Empathize 

Show empathy and understanding in all communications.

Acknowledge the customer’s feelings and frustrations without placing

blame or becoming defensive.

Step 7: Resolution 

Work towards resolving the issue by providing clear steps, solutions,

or compensations as appropriate. Keep the customer informed

throughout the process.

Step 8: Follow-up 

After resolving the issue, follow up with the customer to ensure their

satisfaction with the solution and to ask for feedback on the service

received.

Step 9: Document 

Keep records of all interactions and resolutions for future reference

and to help identify any recurring issues or potential improvements in

products or services.



Step 10: Review 

Regularly review social media interactions to assess the performance

of the customer service process and to find opportunities for

improvement.

General Notes

Tools 

Consider using advanced social media management tools that offer

capabilities such as sentiment analysis, automated responses, and

comprehensive analytics.

Training 

Ensure that all social media customer service representatives are

properly trained and understand the company’s policies, products,

and services to provide informed and helpful responses.

Escalation 

Have a clear escalation process in place for issues that cannot be

resolved by the first line of customer service or when a customer

remains dissatisfied.
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