
RESPONDING TO SOCIAL MEDIA 
COMMENTS AND POSTS

WHEN RESPONDING...

When in doubt, contact the Digital Engagement Manager for assistance: socialmedia@southern.edu.

FACTS
Stick to the facts and 
cite your sources by 

including links to reference 
material when available.

TIMELINESS
Respond within 24 hours. 

However, take time to formulate 
a careful response and have it 

double-checked for facts, 
spelling, and grammar. 

TONE
Respond in a tone that reflects 
the customer service standards 

and Christian values of 
Southern. Always respond with 

gratitude, gentleness, and 
respect, regardless of whether 

or not the individual is kind.   

Is this a positive or negative comment/post?

Positive Negative

Delete comment.

Spam
(Promoting 
unrelated 
content or
products) 

Does it contain any 
erroneous facts?

What type of comment is it? 

Gently correct. 
Thank them for 
their feedback.

Yes

Unhappy

Hide comment; 
continue to monitor. 
If comment contains 
abusive or insulting 
language, delete.

Rager
(Ranting or 
ridiculing)

Troll
(Bashing or 
degrading; 

satire)Misguided
(Contains 
erroneous 

facts)
Let it stand. 
If applicable, 

respond with gratitude 
and add value to the 

conversation.

No

Can other 
commenters and 
readers correct 

the errors?

No
Can the complaint be 

resolved quickly?
Will responding help 

the commenter 
and/or other readers? 

Yes

Yes

Kindly respond.

Agree and thank 
responder who 
corrected error. 

Continue to monitor. 

Apologize and thank 
commenter for their 

feedback. Reply 
with resolution. 

Continue to monitor.

Apologize to commenter and state that the 
complaint is on our radar and will be 

addressed within a certain time frame. Ask for 
permission to either direct message or email 

commenter once a resolution has been found. 
Continue to monitor. 

Let it stand. 
Continue to 

monitor. 

Have other 
commenters 

corrected the error 
within 24 hours?

No

No

Yes

Yes No

Yes Kindly respond 
with factual 
information. 

Include links to 
sources, if 
possible. 

Continue to 
monitor.  

No

Is the post a result of 
a negative customer 

experience?

TRANSPARENCY
Disclose your connection 

to the school. 


