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PICK YOURSELF 
UP AND DUST 
YOURSELF OFF 
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EVERYONE LOVES AN UNDERDOG 
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WE’RE INCLINED TO FORGIVE 
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STEPS TO RECLAIMING YOUR REPUTATION 

Tap into insights 
and interests 

Identify important 
tools & trends 

Leverage 
relationships with 

credible digital 
influencers 

Instantly amplify 
critical messages 

Deliver unique 
ownable social 

experiences 
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01 
UNDERSTANDING THE 

DAMAGE 
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REVIEW AND 
OPTIMIZE  

Presenter
Presentation Notes
The foundation of any successful digital strategy starts with a thorough analysis of the conversation landscape. Identify and escalate potential issues according to protocols developed Daily, weekly and monthly integrated tracking of paid, owned, and earned metrics to account for lift and overall impressions Monthly social engagement reports will include:Actionable insights Fan growthHashtag performanceDemographics/psychographicsEngagement and tracking against KPIsReach KPI trends
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NO, REALLY…OPTIMIZE  
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DECIDE WHETHER IT WAS ACTUALLY A CRISIS 
 SEVERITY MATRIX 

CRISIS 
Level 3 

 
Significant in its potential to impact public  

perceptions and drive cross-channel discussion 

 
INCIDENT 

Level 2 
 

Does not have potentially serious impact on 
public perceptions, but attacks attention or 

interest from extremely influential source (s) 
 

 
INCIDENT 

Level 2 
 

Includes issues that have a potential for 
impacting license to operate in a specific region 

but content creator has small audience 

EVENT 
Level 1 

 
A small-scale issue that does not  

have a large following 
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Audience Credibility & Volume 
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WHICH WOULD YOU CALL A CRISIS? 
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OVERREACTION?  
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KILLING 
GOODWILL?  
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WHO DID THE TALKING?  
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02 
MOVING FORWARD 
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MEET NEW EXPECTATIONS  
FOCUS ON 

EXPERIENCES 
Demonstrate real changes that show– rather than tell– of the actions you’ve 
taken to address and correct  

CREATE  
A MOMENT 

REWARD  
ALLIES 

DIVIDE AND 
CONQUER 

Find a fresh event to generate build brand equity that helps activate new 
ambassadors   

Look for ways to thank loyalists and those who supported the brand online 
or off 

Use the power of social– from dark posts to targeted ads– to segment 
content and deliver custom messages  
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OWN YOUR PROFILE  
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PROVIDE A RELEASE VALVE  
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SHOW YOU’VE 
LISTENED 
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HAVE A REAL CONVERSATION  
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FROM ANGER TO LOVE 
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PAID OWNED EARNED SHARED 

Creates Brand 
Awareness 

Creates Brand 
Experience 

Creates Brand 
Conversation 

Creates Brand  
Advocates 

INTEGRATION ISN’T JUST FOR MARKETING 
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SHIFT RESULTS 
WITH SEARCH  
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REMEMBER TO SAY THANK YOU  

Target offered 
customers, even ones 
who weren’t 
compromised,10% 
discounts, the 
weekend after the 
news came out 
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03 
ADDITIONAL 

BACKGROUND 
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✚ You decide what constitutes a crisis 

✚ The crisis isn’t over if you haven’t taken action 

✚ Social can cause a crisis to spread, but it also makes it easier to move past 

✚ People love a good comeback story 

 

THINGS TO REMEMBER 
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PICK YOURSELF 
UP AND DUST 
YOURSELF OFF 
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