
D I G I T A L  D E F E N S E  
PR News’ Crisis Boot Camp 2014 
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W H A T  W E ’ L L  C O V E R  

 

I. Proactively address concerns while 

protecting your channels 

II. Engage in digital defense for a crisis or issue 

arising out of social media 

III. Exercise on messaging 



TODAY’S  

CRISIS 
ENVIRONMENT 
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“ I T  C A N  T A K E  

20 YEARS 
T O  B U I L D  A  R E P U T A T I O N ,  A N D  O N L Y  

FIVE MINUTES 
T O  R U I N  I T . ”  
 
– Warren Buffett         
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DIGITAL DEFENSE COMPASS 

• Hope is not a strategy. You must have a plan that 

is known throughout the organization. 

• Define the issue. How we respond can be more 

important than the issue or crisis itself. 

• Speak with one voice. Control and centralize 

communications. 

• Correct the record. Perceptions unchallenged 

quickly become reality. 

• Be human. Address the issue in frank, 

simple language. 

• Tell the truth. Period. 

• Be emotional. Prioritize the emotions of 

your fans over the logic of your detractors.  

• Choose the right spokesperson /channel. When 

one is needed, they’ll convey the importance of 

the issue and the empathy of the organization. 
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P R OA C T I V E LY  a d d r e s s   

C O N C E R N S …  
 
W h i l e  P R OT EC T I N G  y o u r  

b r a n d ’ s  S O C I A L  
C H A N N E L s  



P R O A C T I V E LY  e n g a g e  
y o u r  A D V O C AT E S … t h e y  
w i l l  b e  y o u r  A L L I E S  
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4 CONTRIBUTING DRIVERS OF CONTAGION 

 
 

SOURCE 
Are influential voices or 
popular figures 
contributing to the 
conversation? 

 

 
 

AUDIENCE 
Is the story crossing 
demographics: are kids 
sharing it with their 
parents? Liberals with 
conservatives, etc. 

 

 
 

MEDIUM 
Is the story being  
told in multiple 
mediums? Are  
there arresting 
visual elements? in play? 

 

 
 

MESSAGE 
Is there a unique element 
of the story that sets it 
apart? 

 

UNDERSTAND THE  
CONVERSATION…. 
 

WILL IT GO VIRAL? 
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N E W  Y O R K  P O L I C E  D E P T :  # M Y N Y P D  

SOCIAL ENGAGEMENT 
CAN BACKFIRE IF NOT 
THOUGHT 
THROUGH…RISK 
ASSESSMENT IS KEY 
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Respond Quickly and in the right tone 

J C P E N N E Y  

UNEXPECTED ISSUES 
DON’T HAVE TO BECOME 
CRISES 
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DO: RESPOND QUICKLY 
AND IN THE RIGHT TONE 
(HUMOR HELPS!) 



Respond Quickly and in the right tone 
K I T C H E N  A I D  

CONFRONT THE SITUATION 
IMMEDIATELY WHEN A 
MISTAKE HAPPENS 
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Respond Quickly and in the right tone 
D K N Y  

KEEP PERSONAL  
POSTS ON PERSONAL 
CHANNELS 

DO: APOLOGIZE 
IMMEDIATELY WHEN A 
MISTAKE HAPPENS 
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ENGAGE in 

DIGITAL DEFENSE… 
 

for a crisis or issue arising 

out of SOCIAL MEDIA 



Respond Quickly and in the right tone 
D I G I O R N O  

ALWAYS PAY ATTENTION TO 
CONTEXT 
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Respond Quickly and in the right tone 
TA R G E T  

TRANSPARENCY IS THE BEST 
COURSE OF ACTION IN 
HANDLING A CRISIS 
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Respond Quickly and in the right tone 
B U F F E R  

COMPOSURE IS CRITICAL IN 
HANDLING A CRISIS 
EFFECTIVELY 

DO: ENSURE THAT YOUR 
AUDIENCE IS UPDATED AND 
ULTIMATELY INFORMED 
WHEN CRISIS IS RESOLVED 
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B E S T  P R A C T I C E S  f o r   
S O C I A L  C R I S I S  R E S P O N S E  

• Be transparent 

• Focus on speed, accuracy and empathy 

in responses 

• Prepare social media response library to 

be prepared at all times 

• Monitor regularly 

• Establish community guidelines on all 

social channels 

• Train employees 

• Politely and professionally correct 

misinformation 

DIGITAL DEFENSE |   16 



M E S S A G I N G  W O R K S H O P  
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DIGITAL DEFENSE COMPASS 

• Hope is not a strategy. You must have a plan that 

is known throughout the organization. 

• Define the issue. How we respond can be more 

important than the issue or crisis itself. 

• Speak with one voice. Control and centralize 

communications. 

• Correct the record. Perceptions unchallenged 

quickly become reality. 

• Be human. Address the issue in frank, 

simple language. 

• Tell the truth. Period. 

• Be emotional. Prioritize the emotions of 

your fans over the logic of your detractors.  

• Choose the right spokesperson or channel. 

When one is needed, they’ll convey the 

importance of the issue and the empathy of the 

organization. 
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