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Take the time to find out a little about

the issue Stick with standard replies

Do a little research on people to see if | Assume that people who say negative
they have any connection to your things don’t have background or
organization or are notable in some way | experience to back it up

Always use a respectful tone Use overly defensive or angry language

, Assume that your posts are anythin
Follow up on replies to your posts yourp ything

but public
Remember: it is OK to say you don’t Embellish the truth or state any facts
know something! you are not sure of
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Time and date-stamp critical Re-post without checking if the info is

information current and/or accurate
Re-post or re-tweet verified Post anything that looks overly
information from trusted sources speculative.

Forget to check periodically for the
most popular hash tags being used,
since it changes quickly

Include hashtags people are using for
the event

Refer to other authorities or entities | Attempt to “compete” or “one-up”
that are posting and share other organizations trying to help in a
information with them crisis. Itisn’t a competition
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Shayne Adamski oshayneadamski 2 Mar
otate Emergy Momt accts: @Y EMPIO @AlabamaEMA CoSEMA,
kansasEmergency @ T _E WA #wx CC @fema

Retweeted by Wendy Harman

Expand

Wendy Harman wharman 2 Mar
Thoughts w everyone going through a scary, heartbreaking, tragic

Referring _ : ;
night. Il be 1 of many Red Crossers doing my best 2 help in days to
other cOrme

authorities Expand

Wendy Harman wharman 2 War
Freparedness. RT @SmaAsHIng 1 But we was ready for the twister
thoz== pic twitter comhRET CeT! Red Cross

Viewy photo
resources

banafsheh ghassemi hanafshehoh 2 Mar
Ifwou are in the path of the storms @redcross has a FEEE iPhone
shelter locatar app. Please download. bit hyTilsli

Retweeted by Wendy Harman

O Wiew app

Time
stamped

info Wendy Harman @wharman 2 Mar
Take cover my Atlanta friends in the northern burbs. (3.2.12 at
g:40pm)
Expand

Cory Mottice o Everdning 2 Mar
A ook at all of the warnings issued so far today. .. twitpic.com/Br7 oy
Retweeted by Wendy Harman

Wiewy phioto
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Clarifying
misinformation

Hungrr  Hungrr 15 Apr
Storms across the US, think about these cammunities They'll need
food & volunteers. Check local food banks & Red Cross. Hungrr
#tomados BT

Expand

Gloria Huang riaglo 18 Apr
icHungrr th for the GRedCross mention! Pls also et ppl know that
we can't accept food/clothingdfitern donations, it's not what we do )

® Hide conversation 4= Reply @ Delete W Favorite

1
RETWEET o

Hungrr Hunorr 18 Apr
icariaglo just retweeted your tweet. folks should give food donations to
food banks not the redcross, but plz donate $ to the red cross BT
Expand

Adi Simpson 5080xconic 14 Apr
There's tarnado warnings all around rmy house. I'm scared cUZ we
don't have any flashlights and I'm alone! @ICONIchMad SAVE ME
Expand

Gloria Huang riaglo 14 Apr
iZB0580xconic head to basement or a bottorn floor inner
closetwindowless room to take shelter! Stay safe and ((hugs)) from
us at (RedCross

Adi Simpson (80a0xdconic 14 Apr
icoriadlo thanks. TO THE BASEMEMNTIHII
® View conversation

Action
steps,
empathy
and caring
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Q Have a plan for how you want to integrate social media into
your crisis communications plan

Q Assemble a team of those who are already well-versed in the
use of social media in their personal lives

Q Learn the rules and norms for each platform

Q Establish connections with people, groups, local and national
organizations to share information and help spread your
communications

Q Monitor keywords, hashtags and outside entities that are most
meaningful to your organization
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Collect intelligence. Don’t be afraid to borrow information,
link to other organizations’ pages, and don’t be upset when
you are borrowed FROM

Stay on message, keeping them brief, pertinent, and timely.
(Information overload degrades validity)

Practice using social media before you need it in a crisis.

Regularly monitor any and all accessible information sources
for news or updates about your organization

Watch the “Speed” of your timeline and frequency of posts

SBA( 112 Getting Started @ roityrecovery
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« Strive to do your best, but don’t be afraid to make mistakes
because you will

« Regularly monitor any and all accessible information sources for
news or updates about your organization

« Stay on message, and stop communication when you are done
sharing your primary message. (Information overload degrades
validity)

« Don’t attempt to answer hypothetical or “What if...” questions,
get drawn into any sort of debate, or publicly degrade/insult

« Watch the “Speed” of your timeline and frequency of posts

« Don’t be afraid to borrow information, link to other

organizations’ pages, and don’t be upset when you are borrowed
FROM

e Use and encourage the use of Common Sense
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Suggested Tools @ roiyrecorn




Crisis Communications Checklist:

Social Media Checklist:

http://agil.me/crisissocialcomms

Register for any of the upcoming Webinars at:

http://www.PrepareMyBusiness.org

SBA( Other Tools



www.PrepareMyBusiness.org

Upcoming Webinar @ roiyrecorery




Today’s session has been recorded.
Links to the archived recording will be emailed
to all registrants automatically tomorrow.

For copies of the slides presented during today’s session,
please visit: http://agil.me/smemcomms
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