
G
C

C
_2

75
9 

 1
0.

19

Communications
Brand&Digital  
ContentSocial media response model

Appendix 3
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Sentiment
Is the comment  

positive/neutral about GCC

Context
Is GCC the main subject  

of this comment?

Acknowledge
Would the customer expect/ 

appreciate a reponse?

Evaluate
Write response to  

suit comment

Let stand
No response  

required

Fix the facts
Respond with  

factual information

Restoration and Report
Acknowledge reponse,  

respond with solution/call  
to action. Feedback to  

senior management

Unhappy
Is the comment in reaction 
to our business rules or an 

operational failure?

Restoration
Acknowledge response and 

respond with solution/ 
call to action

Let stand
No response  

required

Rager
Is the comment a rage/rant/
joke or based on an opinion 
that GCC cannot change?

Monitor only
Avoid responding to 

comment - notify manager 
where applicable

Misguided
Is the comment based on 
incorrect information or a 

misunderstanding of  
the GCC process?


