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What is a crisis?



m Donald Trump Jr. 3 m

This image says it all. Let's end the politically
correct agenda that doesn't put America first.
#trump2016

If | had a bowl of skittles and
| told you just three would kill you.

Would you take a handful?

That's our Syrian refugee problem.

MAKE AMERICA CREAT AGAIM!
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Obamas gma even knew it was
going 2 b bad! 'She died 3 days bg
he became president'. #nbcpolitics

gfifg Celeb Boutique W Follow A~

Aurora is trending, clearly about our Kim K
inspired #Aurora dress ;) Shop:
celebboutique.com/aurora-white-p...
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WhylStayed You had pizza.

.”: Justine Sacco L~ W Follow

Going to Africa. Hope I don't get AIDS. Just
kidding. I'm white!
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It takes 20 years to build a
reputation and five minutes to
ruin it. If you think about that,
you’ll do things differently.

— Warren Buffett

#PRMNews @rachelracoasin




Always listen.



Social media
is 24/7.




John Militello
#delta why haven't you done anything about the Trump supporter who
intimidated a full plane full of passengers yet? Ban him!

g alicia

OTE b le fnin B N S T T Diana's 2 Sense
oR G SR l'.n_n. |'|-ﬂl.'1 I ‘.._n..nru: .-.‘hri. .l.hri. trump .mplpn..r-.-n.—.r did, in my brown skin, | B Typical Deplorable. Why didn't ta get this guy to sit down and stop
would've been called a terrorist. # ypresident # harassing the other passengers? # tabie #BoycottDelta

Yashar
e CH |[._IF"I|:I S |:i b arter calls woman "Hilan
T on ‘|||;!II' 0 Allentown. Spoke to Emma gaum who shot

la did nothing

Dofia Capone
Boycoft for allowing this ignorance. #bo
= a - £ e .. t - 1 ¥ 1

WA for Hillary
#hoyveoil
allow

twitler comivashar/status.




Identify key
voices online
in advance.

Who are your allies? Adversaries?




Monitor social
media, news sites
& blogs.

Social listening tools make this easy.
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Set up alerts.

Be ready to respond in a moments notice.




Adding the new natification
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Plan ahead.



Build the framework

* Crisis plan.
* Social media rules and guidelines.

* A response matrix.

#PRNews @rachelracoosin



Crisis Plan - Prepare in Peacetime

* Identify all potential risks.
 Financial, environmental, operational, personnel.

* Develop a response plan.
* Tailor to each risk.

* Create a crisis scoring matrix/triage.
« Evaluate and assign scores to designate severity.
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What is a dark site?

* A dedicated communications platform ready for deployment.

* A clearinghouse for all messaging & facts.

* A public place to own the narrative, using statements, FAQs

and other information — but is not connected to a company’s
main website.

TPRNews @i



Social media guidelines

* |dentify a messaging chain of command.
* Approval processes for external messaging.

* Have a plan in place to decide why,
when and how you'll respond.
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Response matrix

- Who's on the team?

* Crisis leader, Digital Specialist, Attorney,
C-Suite.

+ Designate who is in charge of

messaging, monitoring, and managing.

* Person must identify, verify and communicate
the facts both internally and externally.

+ Develop Social Media Scripts.

* Pre-written and ready-to-post for each
scenario.

& __FI m: rachelracoosin

Mike
calyFalumbo Dpoitikls S DvE0moFEIE The onginal eeet was ofensiee
The damape Nas béen done. | axpacl & personal apdeday

ﬁ DiGiorno Pizza i

mrthemike @WallyPalumbo @politikOo
You have my personal apology, Mike. | am
deeply sorry to all who have been affected
by the post.
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Diagnose & determine.



» Assess the crisis.

: : . £ 83 KitchenAid
* NDt EVE ry InCIdent nEEdS It was carelessly sent in ermror by a member of our Twitter team who,
a rES pDnSel nesdess 1o say, won t be twaating 10r us anymaore,
» Sometimes fires die out % EC383 KitchenAld
E}n thE"' Gwn | would like to parsonally apologlize o President & Barack ima, his

family and everyone on Twitter for the offensive tweet sent earlier

* Incidents that are ignhored can
lead to bigger crisis. & 383 KitchenAld

Hello, everyona, My name s Cynthia Soledad, and | am the head of
the Kilchanaid brand

* Create the pivot.
.83 KitchenAid

. ACtlvatE CrISIS Plan- - Deepest apologies for an irresponsible tweet that is in no way a

- reprasaniabton of the Drand 5 Opinian, =1
« Take control of the narrative. ) "
« Launch messaging + dark site.

I

MKitchenAid
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Dilta News Hub

v Delta CEO memo: @Delta requires ‘civility
on our planes' @DeltaNewsHub
bit.ly/2gbbG2

masae  DElta Mews Hub

NY Statement regarding disruptive passenger

on Flight 248 posted here: bit.ly/2g415GG

. Delta

Civility on our planes is of the utmost importance. We strive to deliver a
safe and reliable product while providing a customer experience that 1s
second to none. Delta CED Ed Bastian shared the memo below with all

Delta employees today

Internal Memo

Date: November 28, 2016

la: Delta Colleagues Worldwide
From: Ed Bastian

Subject: Disruptive Passenger on DL248

Thank you for the amazing job you did running our operation and taking

=are of our customers during the busy Thanksgiving holiday. At Delta. we
rive to deliver a safe and reliable product while providing a customer
Kkperience that Is second 0 none. You come 0 work every day prepared
I SErve our customers and to take care of each other while also dealing
ith the unex



Andre Zollars
DOelaNewsHub @iimm_emily @Delta Thank you for setling an example for

the rest of corporate America of how to behave in divisive fimes

M.T. Rubens
pprairiewindspr @DeltaMewsHub @timm_emily elta Except they waited for

tl:l-i' back doing the right {I"I'lg |'_|-:l'.l"|r'|;| I-'.'I'-:f-.'l:— about that

Kirk Patrick Miller

SWsHUD &

should stz

Ryan Gattis low
@DeltaNewsHub @Delta Thank you. | hope that future situations will be better

Jason W. Koneman _ :
nrhaos2Cured it was onlv st m BDeltaNewsHub @Delt dealt with when they occur, but I'm heartened to see this.

Ash Cx lon
@DeltaNewsHub @Delta There is no way your employees didn't see this. Too
little, too late, with a weak apology to top it all off.




Key Takeaways

* Always listen
* Plan Ahead
* Diagnose & Determine

* Activate



Questions?
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