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Social Media Tactics for the 
First Hour of a Brand Crisis 
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OMG, Mashable Called!!! 
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Don’t Panic…Get Some Data 

• Any early read is better than nothing 

• Measure against known and unknown issues 

• Learn who is spreading the news 
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Luckily You’ve Planned Ahead 

• Actively monitoring social  
– Especially key, underground areas (IFTTT & Reddit) 

• Social customer service team 

• Parameters for what is news vs day-to-day 
annoyance 

• Thresholds for common issues  
– Number of tweets  

– Influence of tweeters) 

• Pre-written responses for likely issues 
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Follow Traditional Best Practices 

• Why should you respond? 

• Who is spreading news? 

• What is the real story? 

• Where is the news happening? 

• How should we respond? 
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News or Click Bait? 

• Beware of screenshot 
journalism 

• 46,000 likes > 5 
negative responses 
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You Don’t 
Have to 
Respond to 
Everything 
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Social Customer Service 
Triage true customers from trolls and haters 



9 

Shifting Expectations 

½ 
OF CONSUMERS 

EXPECT RESPONSES 

WITHIN 120 MINS 
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What Are Your Thresholds? 
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What Do You Have in the Hopper? 
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Beware of Trolls 
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Mobilize Employees 

 

The most underutilized media platform is 
your employees 
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Develop Focus & Speed 

• Use scenario planning and canned materials 
to increase response time 

• Develop an archive of content on the ready 

– Media statements 

– Tweets 

– Video 

– Pre-approved  
by Legal 
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Beware of Suits from Suites 
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Get a Lawyer 
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Have a Backup Plan 

Hater sessions can be scary fun! 
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Have a Rolodex of Friends 

• Media 

• Influencers, Bloggers 

• Your Best Customers 

– Don’t let this be the 
first call  
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Have a Budget for Paid Media 
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Rinse. And Repeat. 
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THANK YOU! 


