	[image: ]
	Social Media Management - Policy
Owner/ Department: Sales & Marketing Department



	Brief
	This policy is designed to facilitate effective customer service interactions through SMSA's social media channels. By following these best practices, the Customer Service Department can maintain a positive brand image, enhance customer satisfaction, and effectively address customer inquiries and concerns.

	Purpose
	To establish guidelines and best practices for managing SMSA's social media presence within the Customer Service Department. These guidelines aim to ensure a consistent and effective approach to customer service on social media platforms.

	Persons Affected
	All departments in KSA / IBU

	Procedure:
	For KSA & IBU:
All the customer complaint & inquiries on SMSA's social media accounts should be managed by customer service department KSA only, therefore:

· All the access shall be transferred to Customer Service HQ, Riyadh.
· Only Customer Service HQ shall be responsible to respond to customers queries / comment through SMSA social media channels.
· In case of any information needed customer services HQ will coordinate respective IBU CS team accordingly.

	General
	· Any exception to this policy must be approved by the Director Sales & Marketing Department.
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