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Attack Social Media Like a First Responder 

The Digital Life Preserver: Using Social Media During a Crisis 

@RichmHuff       #PRNews 



+ Who am I? 

 Former three-time Chief, Atlantic Highlands First Aid 
& Safety Squad 

Member of the NJ EMS Task Force 

 Journalist 

Executive Director, Communications, CBS News 
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+ A first responder’s way in 
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+ Social media is critical 

Hurricane Irene 

Virginia Earthquake 

Superstorm Sandy 

Boston Marathon 
Bombings 
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+ Social media is news radio 

Virginia Earthquake – 
5,500 Tweets per 
second 

Sandy – 20 Million 
tweets before, during 
and after the storm 

Media/Consumers 
learn at the same 
time 
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+ Tackle it like a disaster 

Social 
Chief 

Logistics Operations Finance Planning 
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+ Fluid and dynamic 
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This …becomes this 



+ Creating a team and a framework 

 Talk or touch? 

Have a rapid response 
plan 

 Incorporate volunteers 

Establish ahead of time 
who does each job 

Have back-ups 
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+ Be prepared 

You must have a social 
media plan 

Brainstorm for the worst 

Create mock scenarios 

Drill, drill, drill 
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+ Don’t believe me? 
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+ What is a crisis? 
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+ Or this? 
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+ Crisis triage 

Immediately size 
up the crisis. 

How big? 

How critical? 

How big can it 
get? 
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+ Immediate attack 

Say something – 
acknowledge 
something has 
occurred. 

Refine the message – 
clear up as the event 
unfolds. 

Platform strategy – 
Twitter, Facebook, 
press releases. 
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+ Direct to the media 
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+ @FtHood 
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+ Fort Hood Facebook 
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+ @LancashireFRS 
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+ Develop a core message 

What do people 
need to know? 

What do they want 
them to know? 

What message do 
we need to send? 

How do we want 
them to behave? 
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+ Turn Around, Don’t Drown 
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+ @VolunteerIowa 
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+ @Boston_EMS 
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+ Create messages - templates 

While it’s too early 
to know the full 
impact of the storm, 
it’s never a bad time 
to make sure you 
are prepared. 

Create pre-
planned 
messages for 
before and after 
the event 
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+ @MDMEMA 
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+ An EMS approach….. 
Preparation - Plan 

Scene Size-up – What? 

 Triage – How bad? 

 Treatment – Do what? 

 Transport - Deliver 

Reevaluate – Is it 
working? 

Document – Keep track 
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+ Scene size up 

What do we 
have? 

What are the 
risks? 

Are we safe? 

What’s the 
mission? 
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+ @Fema 
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+ Snohomish County 
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+ Take control of the hashtag 
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+ Treatment 

 Launch initial messages 

 Use preplanned messages 

 Avoid silence 

 Keep information flowing 

 Direct help to those who 
need it 
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+ Breaking news 
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+ Incident follow up 
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+ Tweet with a link 
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+ @Boston_Police 
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+ Talk to The Patient 

 The public, constituents are 
your “patient” 

 Rumors start when there’s 
no information 

 What do they need to hear? 

 What do they want to hear? 

 Consistent, honest, timely 

 Where can I help? 

 How can I help? 
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+ @Boston_Police 
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+ Test your interventions 

What has worked? 

What hasn’t worked? 

Are we reaching 
people? 

Are rumors starting? 
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+ Monitor, monitor, monitor - react 

Red Cross monitoring 
center 

NASCAR 

Every OEM 

Every Organization 
should have one 

Volunteers 
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+ Social media trickery & mistakes 
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+ Triage every negative response 

 Who is making the comment? 

 How many followers? 

 Is it gaining traction? 

 Can you enlist others to help? 

 Must you respond? 

 Do not engage in social 
bickering. 
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+ Dealing with bad or negative info 
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+ @SnoCounty 
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+ #530Slide 
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+ Be transparent - document 
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+ Flickr 
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+ YouTube 
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+ Mistakes?  
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+ Oh no 
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+ Plan of attack 
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 Create a team 

 Create the messages 

 Test the system 

 Get inspired by what others 
do 

 Learn from others’ mistakes 

 Experiment 



+ Questions 

Richardmhuff@gmail.com 

www.facebook.com/richardm
huff 

@richmhuff 
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http://www.facebook.com/richardmhuff
http://www.facebook.com/richardmhuff
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