SOCIAL MEDIA CUSTOMER SERVICE CHEAT
SHEET

1. Respond to All Customer Inquiries Quickly and Accurately

Action: Acknowledge inquiries promptly and provide accurate, helpful
responses.

o Tip: Respond within 24 hours or as per company guidelines.
o Best Practices:

= Monitor social media regularly.

= Maintain a friendly, professional tone.

= Provide clear and actionable solutions.

= If unable to resolve immediately, inform the customer and set
expectations for follow-up.

o Tools: Social media management platforms (e.g., Hootsuite, Sprout
Social).

2. Monitor Customer Feedback & Address Complaints
* Action: Keep track of customer feedback and address complaints promptly.
o Tip: Prioritize negative comments to prevent escalation.
o Best Practices:
= Respond to complaints with empathy and solutions.
= If issues escalate, escalate them internally.
= Follow up until the issue is resolved.

o Tools: Mention, Brand24 (for monitoring).

3. Create a Social Media Customer Service Policy

* Action: Set clear guidelines and response expectations for social media.
o Tip: Ensure your policy aligns with your brand’s tone and values.

o Best Practices:



= Define rules for engagement (e.g., no offensive language).
= Set realistic response times (e.g., 24 hours).
= Regularly update your policy as social media trends evolve.

o Tools: Document management (Google Docs, Confluence).

4. Use a Consistent Brand Voice & Tone
* Action: Ensure a unified voice and tone across all social media interactions.

o Tip: Align responses with your brand's personality (e.g., formal,
friendly).

o Best Practices:
= Review brand tone guidelines before posting.
= Be mindful of language and avoid jargon.
= Tailor responses to the specific customer interaction.

o Tools: Brand style guides, templates.

5. Engage Customers with Visuals & Multimedia

* Action: Use images, videos, and interactive content to enhance customer
experience.

o Tip: Use visuals that resonate with your audience to increase
engagement.

o Best Practices:
= Include videos, infographics, GlIFs, or polls.
= Maintain brand aesthetics.
= Track performance to optimize visual content.

o Tools: Canva, Adobe Spark, Instagram Stories.

6. Leverage Automation Tools for Efficiency
* Action: Automate responses and manage inquiries efficiently.
o Tip: Use automation for frequently asked questions or basic queries.

o Best Practices:



= Research and implement automated chatbots.
= Set up auto-responses during off-hours.
= Ensure that automated responses are accurate and helpful.

o Tools: ManyChat, MobileMonkey, Chatfuel.

7. Track Customer Conversations & Interactions

Action: Log customer inquiries and feedback for follow-up and improvement.

o Tip: Track interactions to improve service quality and find recurring
issues.

o Best Practices:

= Use tags to categorize interactions (e.g., inquiry, complaint,
compliment).

= Regularly review interactions for trends and improvements.
= Ensure prompt follow-ups for unresolved issues.

o Tools: CRM tools (e.g., Salesforce), social media management tools.

8. Define Responsibility for Social Media Customer Service

Action: Assign specific team members to handle social media customer
service.

o Tip: Ensure that everyone knows their role to avoid delays or
confusion.

o Best Practices:
= Clearly document who is responsible for each platform.

= Provide training to ensure team members follow the same
process.

= Review team performance regularly.

o Tools: Team collaboration tools (e.g., Slack, Asana).

9. Use Customer Feedback to Improve Products/Services

Action: Analyze customer feedback to identify opportunities for improvement.



o Tip: Share valuable feedback with relevant teams (e.g., product,
marketing).

o Best Practices:
= Categorize feedback into actionable insights.
= Make changes based on recurring issues or requests.
= Communicate improvements to customers to build trust.

o Tools: Survey tools (e.g., SurveyMonkey), sentiment analysis tools.

10. Regularly Review & Update Social Media Accounts

Action: Keep social media profiles and content updated.

o Tip: Ensure all profile information is current (e.g., contact info, hours of
operation).

o Best Practices:
= Respond to comments and inquiries as they come in.
= Regularly update posts and add new content.
= Ensure consistency across all platforms.

o Tools: Social media management platforms, scheduling tools.

Additional Tips for Success:

Customer Empathy: Always put yourself in the customer’s shoes and
approach issues with empathy.

Training: Regularly train your social media team on the latest trends, tools,
and customer service best practices.

Proactive Engagement: Don’t wait for customers to reach out; engage them
with helpful posts, tutorials, or updates.



