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Response  
to COVID-19 
for Ecommerce 
Advertisers

The outbreak of COVID-19 has severely 
affected supply chain and logistics 
networks in a number of regions, leading 
to unforeseen delays and interruptions in 
the operations of ecommerce businesses. 
Facebook is committed to supporting 
the authorities responding to this public 
health emergency and guiding businesses 
on ways to stay connected to customers

during this challenging time. In 
recognition of the impact on the 
ecommerce industry, we have launched  
a focused effort to provide guidance  
to ecommerce businesses like yours.  
In the guide below and on our Business 
Resource Hub, you’ll find resources 
and recommendations to help you 
communicate with your customers. 

https://about.fb.com/news/2020/03/coronavirus
http://www.facebook.com/business/boost/resource
http://www.facebook.com/business/boost/resource
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01 Help keep yourself and your 
employees safe and informed
Stay up to date on the situation by monitoring official sources like WHO and your 
local health departments. It’s important to stay informed of any developments so 
you can respond quickly to changes that may affect you or your business.  

For real-time updates around the COVID-19 outbreak, you can access the publicly 
available Live Display from CrowdTangle featuring curated news across Facebook, 
Instagram and Reddit. The objective is to support the identification and fact-
checking of misinformation related to the outbreak. Alternatively, when searching 
for information related to the virus on Facebook or Instagram, you can find credible 
information with guidance from WHO which will appear as an educational pop-up. 
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https://www.who.int/emergencies/diseases/novel-coronavirus-2019
https://www.crowdtangle.com/
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02 Highlight important 
information and 
announcements

With the interruptions in your supply chain, you 
might be facing an inventory shortage. It’s good 
practice to make important information, like order 
statuses, readily available to your customers. 
Consider adding notices on the home page, 
shipping information page and product detail 
pages of your store to inform customers of any 
expected delays in the shipment of their order.  
You may wish to do the same across your 
business’s social media channels, such as 
your Facebook page, Instagram account and 
WhatsApp profile status. You can pin important 
announcements to the top of your Facebook Page 
for ease of viewing. 

On your Facebook page, navigate to your 
Customer Feedback Dashboard to update your 
“delivery speed,” so that you can set expectations 
with your customers about potential delays 
and minimize impact to your customers’ post-
purchase experience.   
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https://www.facebook.com/help/235598533193464
https://www.facebook.com/help/235598533193464
https://www.facebook.com/help/235598533193464
https://www.facebook.com/ads/customer_feedback/
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03 Maintain regular  
communication  
with customers and  
logistics partners 

Delays in fulfilling orders may be inevitable, 
but staying in communication with your 
customers to ensure they are comfortable 
with increased waiting times will help 
manage expectations and lead to a positive 
customer experience. Also, allow customers 
the option to wait for their delayed order, 
as well as to cancel their order if they are 
not comfortable with the delay. Consider 
offering customers a refund for canceled 
orders which have not been shipped out and 
be clear on the refund timelines.  

It’s recommended to set up a customer 
service team and set the necessary policies 
and guidelines on refunds and exchanges. 

Equip all customer experience teams with 
these policies and response guidelines 
so that your business offers a consistent 
customer experience.  

We recommend working closely with your 
inventory partners to obtain real-time 
information about supply fulfillments 
so you are able to provide updated 
information to your customers. As the 
situation changes very quickly, it is also 
essential to maintain proactive and daily 
communication with your logistics and 
insurance providers.
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04 Leverage technology  
to improve efficiency 

In order to speed up processes, 
consider introducing a responsive order 
management system where customers 
can easily track, amend and cancel 
orders automatically. This also offers your 
customers more flexibility and control to 
manage their orders, and contributes to a 
more positive customer experience.  

You can also use Facebook’s messaging 
platforms (WhatsApp for Business or 
Messenger) to set automated responses 
and manage customer feedback at scale.  

 

While the road ahead may appear to 
be a long one, we believe that we will 
be able to overcome the difficulties 
by banding together, staying vigilant 
and showing up for each other. To 
stay safe, take sensible precautions 
and protect yourselves first and 
foremost. We are with you for the 
long term and are committed to 
providing proactive, responsive and 
real-time support as this complex 
situation continues to evolve. 

https://www.facebook.com/business/marketing/whatsapp
https://www.facebook.com/business/marketing/messenger

