Respond to negative comments quickly and effectively with these simple templates. There are seven different options for Twitter and Facebook to help you start your own swipe file of copy/paste responses for a variety of different situations you may encounter:

	Network
	Comments

	Twitter
	We’re sorry to hear you’re experiencing this issue. Can you please send us a DM with more details so we can make this right?

	Twitter
	We apologize for the difficulty you’re experiencing with [PRODUCT]. Please contact customer service at [CONTACT PAGE LINK] and we’ll get this fixed as soon as possible. Thank you!

	Twitter
	We’ve detected some unfortunate service outages, but are working hard to continue serving customers like you. Thank you for your patience!

	Twitter
	We apologize for the difficulties you’re experiencing. Please send us a DM detailing the issue, and our customer support team would be glad to assist you.

	Twitter
	Sorry to hear you’re having trouble with your order! Send us a DM and we’ll get this fixed right away.

	Twitter
	Hi [NAME]! Please DM us more details and we’ll fix this ASAP.
- [EMPLOYEE FIRST NAME]

	Twitter
	We’re sorry to hear you’re having this issue. Our team is working on a solution, and we’ll be notifying customers as soon as things are back in order. Thanks for your patience!

	
Facebook
	We’re sorry you’re experiencing [PROBLEM]. This issue is the result of [EXPLANATION]. However, if you contact us at [CONTACT INFORMATION], our team will promptly [OFFER SOLUTION]. Again, we apologize for the inconvenience, and thank you for your business!

	
Facebook
	Hi [NAME],

We’re sorry to hear you’re having this issue. Due to circumstances beyond our control, we’ve experienced [PROBLEM] related to [CAUSE OF PROBLEM]. We’ll notify customers when this problem is fixed, but in the meantime, we recommend [TEMPORARY SOLUTION].

Thanks for your patience!

	Facebook
	We’re experiencing higher than usual traffic, which is causing problems for some users. However, our team is working on a fix and we’ll keep everyone updated on our progress. Thanks for sticking with us throughout this brief downtime!

	Facebook
	Hi [NAME]! Could you contact us at [EMAIL ADDRESS] with more details regarding this issue? Our team would like to get this fixed right away. 

Thank you and please accept our apologies for the inconvenience.

	Facebook
	Oh no! We’re sorry to hear this happened to your [PRODUCT NAME]. Contact us at [EMAIL ADDRESS] with more details and our team will send a replacement. Thanks for your patience!

	Facebook
	Hi [NAME],

We’d be glad to get this issue fixed as soon as possible. Could you please contact us at [EMAIL ADDRESS] with more details about what you’re experiencing? That will help us find the best solution more easily. We apologize for the inconvenience.

- [EMPLOYEE NAME]

	Facebook
	Hi [NAME],

This is a common issue, but fortunately, there’s an easy solution. [INSERT DESCRIPTION OF SOLUTION].

We apologize for the inconvenience and thank you for your support!

- [EMPLOYEE NAME]



