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Overview

How should you classify different comment types?

Before responding to any negative comment, classify it. This table is your decision matrix: Comment Type Characteristics Response Strategy Response Time
Constructive Criticism Specific feedback, reasonable tone, points out a real issue Thank publicly, address the concern, explain what you will chang

upGrowth Digital



STEPS 1- 2

What response templates work best by comment

. —hu ?
What is your step-by-step response process? type?

Step 1: Do not react immediately The first instinct when you see a negative
comment is to defend your brand. Take five to ten minutes to assess the
comment objectively before typing a single word. What to do in those five to

ten minutes: Read the comment twice Check the commenter's profile for
conte

Template 1: Genuine customer complaint Scenario: A customer posts about
receiving a damaged product. "Hi [Name], we are sorry to hear about your

experience. A damaged product is unacceptable, and we want to fix this right
away.
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STEPS 3 - 4

What tools do you need for comment
management?

What are the most common mistakes to avoid?

Social listening and monitoring Sprout Social: Unified inbox for all social
comments with sentiment tagging Hootsuite: Multi-platform monitoring with
team assignment features Brandwatch: Advanced social listening with Al-

powered sentiment analysis Google Alerts: Free, basic monitoring for brand
ment

Deleting legitimate complaints Deleting a genuine complaint does not make it
disappear. The commenter screenshots it, posts it elsewhere, and now you

have a PR crisis. Only delete spam and content that violates platform
guidelines.
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STEPS 5 -6

What expert tips improve your crisis

” Conclusion
management?

Build a response SLA by platform: Twitter/X demands faster responses (under
60 minutes) than Facebook or LinkedIn (under 4 hours). Match your staffing
and monitoring tools to each platform's expected response time. Create a pre-
approved escalation matrix: Define exactly who handles what: frontline t

Handling negative comments on social media requires classifying comments
into four categories (constructive criticism, genuine complaints, trolling, spam),
responding within 60 minutes for complaints, acknowledging publicly, then
moving conversations to private channels for resolution. Never delete

upGrowth Digital



Ready to Take Action?

Get expert guidance tailored to your business goals.

upgrowth.in/lead-generation-services/
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