Escalation Policy



LEVEL

MILD

Escalation Policy: Negative, Mild

SCENARIO

Response or unprompted message
from individual which is directly
negative but not abusive or
considered angry. Not threatening.

0 to 3 further responses in same vein.

Positive support from others in the
community in disagreement with
negative posts may occur.

Disagreement or opposing opinion is
not an escalation incident.

ACTION

Friendly, disarming response.

Direct to relevant blog or site resource where
available.

Non-committal conversation may be considered
if subject can be confidently addressed.
Otherwise express as community manager that
you will get a relevant member of team to join
conversation. Do not debate or disagree.

Provide opportunity to message social media
manager with contact details for further inquiry/
customer service support.

Respond to individuals directly where contact
details provided.

Respond to public discussion where appropriate
and after agreement with social media manager.

Look to utilize topic for further community
discussion involving someone relevant from your
team.

Create resources to deal with topic and to direct
people to in future.

ESCALATION
Telephone call: Not required

Email Details:

Agency Contact

Internal Contact

If no response, then contact 2nd level

Email Subject:

Mild Community Escalation
(Channel Name)

Email Content:

- Time and date

- URL

- Comment

- Required Client Response
(next step)



Escalation Policy: Negative, Difficult

LEVEL

DIFFICULT

SCENARIO

Angry, threatening, abusive
response or unprompted message
from individual.

O to 3 further responses in same vein.

Or, mild response with 3+ others
joining in.

Positive support from others in the
community in disagreement with
negative posts may occur.

ACTION

Express this is recognized as an important
matter. Friendly, disarming response. Non-
committal. Do not engage in discussion/debate.

Kindly remind community that abusive or
threatening language will be moderated and
request comments are adjusted. Then moderate.

Specifically request direct contact to help
resolve matter. Request email and contact
details are supplied.

Repeat message until further response from
client is available.

Return to conversation with client representative
to address situation.

Look to resolve specific individual cases
in private. Look to resolve general topic in
community where discussion began.

Look to utilize topic for further coommunity discussion
involving someone relevant from your team.

Create resources to deal with topic and to direct
people to in the future.

ESCALATION

Telephone call:
Agency Contact

Internal Contact

Email Details:
Agency Contact

Internal Contact

If no response, then contact 2nd level

Email Subject:

Difficult Community Escalation -
{Channel Name) - Action Required

Email Content:

- Time and date
- URL
. Comment

- Required Client
Response: 2 hours
(next step)



Escalation Policy: Negative, Crisis

LEVEL

CRISIS

SCENARIO

Angry, threatening,
abusive response or
unprompted message
from individual.

3+ further responses in
same vein.

Or, mild response with 10+
others joining in.

No positive support from
others in the community
in disagreement with
negative posts.

Situation beginning to get
mentioned on other social
channels.

ACTION

Express this is an important matter that is being addressed
urgently. Do not engage in discussion/debate.

Kindly remind community that abusive or threatening language will

be moderated and request comments are adjusted. Then moderate.

Specifically request direct contact to help resolve matter.
Request email and contact details are supplied.

Where possible, move crisis conversation off main channel, e.g.
start Facebook discussion, set up X (FKA Twitter) profile.

Repeat message until further response from client is available.

Identify leaders/influencers within the complaining group and
seek to identify core issue. Communicate this is happening.

Decide on suitable course of action and liaise with leaders/
influencers until solution is reached.

Return to public conversation with client to address situation.

Look to resolve specific individual cases in private. Look to
resolve general topic in community where discussion began.

Carry out review of topic and make adjustments where necessary.

Produce a statement which can be blogged or put on your
website in regard to the subject.

Reference statement on social channels where appropriate to
bring closure to subject.

Create resources to deal with topic and to direct people to in the future.

ESCALATION

Telephone call: (24/7 contact)
Agency Contact

Internal Contact

Email Details:
Agency Contact

Internal Contact

Email Subject:

CRISIS Community Escalation -
(Channel Name) - Immediate Action
Required

Email Content:

- Time and date
- URL
- Comment

- Required Client
Response: Within
30 minutes (next
step)



Escalation Policy: Positive, Customer Service

LEVEL

CUSTOMER
SERVICE

SCENARIO

Positive, encouraging, kind words
SERVICE expressed

3+ further responses in same vein.

Or, positive response with 10+ others
joining in.

Positive support from others in the
community in agreement with
positive post.

Situation beginning to get

mentioned on other social channels.

ACTION

Give thanks and express gratitude. Lead user to
content they might like on your website.

Kindly ask community to express why they are
making positive comments and thank them.

Where possible get contact details for people
who leave positive comments and ask them
if they would be OK with using them as
testimonials.

Identify leaders/influencers within the positive
group and seek to connect with them.
Communicate this is happening.

Reference statement on social channels where
appropriate to mention the people making the
comments and thank them publicly.

ESCALATION
Telephone call: Not required

Email Details:

Agency Contact

Internal Contact

If no response then contact 2nd level

Email Subject:

Mild Community Escalation
(Channel Name)

Email Content:

- Time and date

- URL

- Comment

- Required Client Response
(next step)



LEVEL

SALES

Escalation Policy: Positive, Sales

SCENARIO

Message or response with question
or query to the sales team.

Further questions or asking about
products.

Or, mild response with 3+ others
joining in.

ACTION

Express this is recognized as an important
matter. Friendly response.

If the query is something you can answer, then
answer straightaway and ask them if they would
supply their contact so a member of the sales
team can be in touch.

Specifically contact sales team to help pass on
inquiry. When the sales team answer you can go
back to the question and reply.

Look to resolve specific individual cases
in private. Look to resolve general topic in
community where discussion began.

Look to utilize topic for further community
discussion involving someone from the client.

Create resources to deal with topic and to direct
people to in future.

ESCALATION

Telephone call:
Agency Contact

Internal Contact

Email Details:
Agency Contact

Internal Contact

If no response, then contact 2nd level

Email Subject:

Difficult Community Escalation -
{Channel Name) - Action Required

Email Content:

- Time and date - Required Client
- URL Response: 2 hours
. Comment (next step)



Escalation Policy: Positive, Manager

LEVEL

MANAGER

SCENARIO
Someone who wants to directly
be connected with senior or
management level staff.
Someone who looks like they could
present a huge opportunity to the
business and would need to be
passed on to management and
senior level staff.
Types of opportunity include:
1. Guest Blogging
2. Partnerships
3. Sponsorships
4. Marketing/Advertising

5. Finance

6. High Level Events

ACTION

Express this is recognized as an important
matter. Take their details and tell them you will
pass their details on.

Email your social media agency or CMO to tell
them about the opportunity and any ideas you
may have around it.

Get as much information as possible about any
given opportunity and let the person know that
you will forward this to people higher in the
company.

ESCALATION

Telephone call:
Agency Contact

Internal Contact

If no response, then contact 2nd level

Email Details:
Agency Contact

Internal Contact

Email Subject:

Difficult Community Escalation -
{Channel Name) - Action Required

Email Content:

- Time and date
- URL
. Comment

- Required Client
Response: 2 hours
(next step)



ZSEPIC

MARKETING CONSULTANTS CORP

epicmc2.com

L DX ] in]C)



