
Dealing with
negative  
feedback on  
social media
Convert dissatisfied customers into loyal fans



Monitor the conversation.
You can't reply to the comments and messages you can't see!

Check all your comments and messages.

Search for mentions on Twitter, read reviews, check forums.
Look at  sites like Yelp, TripAdvisor, Reddit, Google My Business.



Act quickly.
The longer you wait, the angrier the  
complainant will get.

Post a holding message if you don't have an  
answer right away.

"We're so sorry to hear about this, NAME. We're  
looking into it now and we'll get back to you as soon  
as possible. Thanks for your patience and we'll be in  
touch soon."



Post the facts.
If someone is posting blatantly incorrect information, politely correct them  

and point them to the source of truth.

Use your website, news articles, scientific papers, testimonials to  
back up the factual information.





Move the  
conversation to  
private
Customer complaints on social media can sometimes  
draw other complainers.

Moving the conversation over to private messaging
reduces the visibility of the complaint.

"We're so sorry to hear about this, NAME. Please send us a private
message so we can gather some more information. Hope to hear
from yousoon."



Hide, don't  
delete.

When you delete a comment  on  
Facebook, the commenter can see that   
you've deleted his comment.

When you hide a comment  on  
Facebook, the commenter can still see  
the comment,  but others can't.

Have a  Code of Conduct that  outlines  
what your company doesn't tolerate on  
social media.

Give complainants a  warning, direct  
them to the Code of Conduct and if the  
egregious behaviour continues, it's fair  
game to block them.



Be  
empathetic.
Be human. Don't be robotic. Tailor your  
response to the complaint.

Acknowledge the complaint. Often people  
just want to be heard.

Put yourself in the customer's shoes. How  
would you want to be treated?





Actually apologize.
Don't say, "We're sorry but  . . . "

Or "We're sorry you feel that  way . . ."

A simple, straightforward apology will show that you care.





Don't take it  
personally.
Don't get emotional. You're not looking  
to win an argument here.

See the complainant as an actual  
person. They're not just another  
complainer or troll.

They're actually helping you become a   
better business by pointing out how you  
can improve.





Make it right.
Find out how the customer would like to see  
the issue resolved and fix theproblem.

Apology
Coupon
Refund
Policy change





Thank you.
Ingrid Deon  
ingrid@ word- cra ft .ca

@ wordcra ft inc  
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