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ÒHey! IÕm 
Nancy, 

letÕs get 
startedÓ!



Types of Crises

Internally Triggered:
Crisis Management

Product or service failure
Community/client service
Marketing 
Public relations
Governance

ÒHave plans for both 
internally and 

externally triggered 
crises.Ó

Externally Triggered:
Crisis Communication

Natural disaster 
National/international event
Local tragedies 
High profile deaths 
Nefarious acts



Meet the Moment: Crisis Comms PESTEL Analysis
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Meet the Moment: Be Ready for a Crisis

! Organization financial woes , such as funding and closure
! Stakeholder wrongdoing , such as sexual harassment claims
! Natural disasters , such as floods, fires, and hurricanes
! Violence , such as active shooters, hostage situations, and 

terrorism
! Forced closures due to a founderÕs illness or death
! Cybersecurity issues , such as stolen data or cyber breach
! Community unrest , such as protests
! Reputation issues , such as rumors, scandals, and threats



Internally Triggered: 
Social Media Crisis Management



Product or Service Failure ÒThe listeria outbreak 
is an example of 

internally triggered 
social media crisis 

management.Ó 



Product or Service Failure



Poor Customer Service 
Experience

ÒSocial media monitoring is the process 
of identifying and determining what is 

being said about an organization, 
individual or product through different 
social and online channels. One way to 
monitor social media is to track direct 

mentions of your foundation.Ó



Poor Marketing 
(AKA Self -Inflicted Crisis)

ÒHow many people at 
Bath and Body Works 
signed off on this and 
thought it was a good 

idea?!?Ó 



Poor Marketing 
(AKA Self -Inflicted Crisis)

ÒDonÕt hop on a trend 
without researching it!

DonÕt be like Rite Aid. 
Be like Pop TartsÓ 



Poor Marketing 
(AKA Self -Inflicted Crisis)

ÒSeriously, Kenneth 
Cole? You didnÕt 

learn the first 
time?Ó 



Poor Marketing 
(AKA Self -Inflicted Crisis)

Ò#cringeÓ 



Poor Marketing 
(AKA Self -Inflicted Crisis) ÒI have no words.Ó 



Poor Marketing 
(AKA Self -Inflicted Crisis) ÒWho approved 

this?!?Ó 



Poor Marketing 
(AKA Self -Inflicted Crisis)

ÒAmerican Apparel used THIS image 
(Shuttle Challenger exploding) as an 

image in a tweet about a new clothing 
line. The agency is not US based and 
didnÕt understand where the image 

was from or the significance.Ó 



Poor Marketing (AKA Self -Inflicted Crisis)

Automated replies and repostsÉ



Public Relations



Public Relations
ÒGreat example of 
how to handle a 

negative review!Ó



Poor Governance



Externally Triggered: 
Social Media Crisis Communication



Natural Disaster
ÒJEA proactively 

addressed Hurricane 
Milton by providing 
information to their 

customers.Ó 
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Local Tragedies
ÒWhen 
tragedy 

strikes, take 
your social 

media dark.Ó 
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High Profile Deaths

ÒAlso self -inflicted Ð
Ulta overstepped 
after Kate SpadeÕs 
untimely death by 

hanging.Ó 



Be prepared by 
having these plans 

and policies in place.

Escalation Policy

Social Media Decision Tree Event Response

Crisis Communications Policy

These are living 
documents.

They requires ongoing 
updates.

As channels and 
environment change, so 

must the policies.



















Event Response

Level 1: Self -inflicted
This is all down to the organization/business.

Level 2: Unanticipated error
This could be financial or a technical data error.

Level 3: Public misinformation
Inaccurate information coming from outside 
the organization/business. 

Level 4: Outside force
Some problems come from outside the 
organization/business.

Level 5: Emergency
Failure of product or service resulting in injury 
or death.

Listen
Ensure social listening tool is monitoring for 
brand mentions, C -suite names, etc.

Identify
What happened? Why did it happen? How 
will you solve it?

Review
Ensure tone matches level of crisis. Respond 
quickly, honestly, and transparently.

Respond
Post reply or apology to all relevant 
channels.



Crisis Communications
ÒBe ready to go as a 
crisis will happen at 

some point.Ó Have a Plan

! Guidelines for identifying the type and 
magnitude of a crisis

! Roles and responsibilities for every department

! A communications plan for internal updates

! Up -to -date contact information for critical 
employees

! Approval processes for messaging 

! Any pre -approved messaging, images, or 
information

! A copy of the company -wide social media policy



Crisis Communications ÒEnsure your crisis 
communications plan is 

documented and stakeholders 
have signed off.Ó 

Roles and Responsibilities

! Who will take ownership for the overall strategy Ð
assigning tasks?

! Who is responsible for identifying and monitoring 
potential crises?

! WhoÕs going to inform management and/or key 
stakeholders?

! Who will manage social media and respond to 
questions?

! Who will be handling messages that come in 
through other channels?

! Which executive will act as a spokesperson for the 
media?



Crisis Communications ÒVolume speaks 
volumes. Monitor 

mentions and keywords 
at least three times a 

day for spikes.Ó 

Run social media crisis simulations

! Identify potential weak spots

Listen carefully

! Monitor volume at least three times a day

Set crisis thresholds

! Less than five negative mentions per hour

! More than five negative mentions per hour

! More than 10 negative mentions per hour, for 
more than three consecutive hours



Crisis Communications

ÒThis is not a 
drill!Ó 
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Crisis Communications Ò28% of crises spread internationally 
within one hour and yet, it takes an 

average of 21 hours before 
organizations are able to issue 

meaningful external communications 
to defend themselves.Ó 

! Act fast

! Take accountability

! Be transparent

! Let people have their say

! DonÕt argue

! Communicate internally

! Debrief



Crisis Communications
ÒCrisis management is a 
spectator sport that isnÕt 

about winning; 
itÕs about damage 

control.Ó 

! Certainty : State the facts you know 
about the crisis

! Compassion : Express empathy for 
those affected by the crisis

! Concern : Show that you take the crisis 
seriously by outlining your strategy

! Collaboration : Explain that you are 
working with key stakeholders

! Control : Describe what you are doing 
to reduce harm and establish safety



Crisis Communications

Before the Crisis

! Build a crisis team

! Define a crisis

! Establish key 
message

! Define 
communication 
guidelines

! Monitor

During the Crisis

! Regain control

! Go dark

! Publicly 
acknowledge

! Get your crisis team 
on the case

! Post an official 
response

After the Crisis

! Assess impact on 
organization

! Review response and 
update plan

! Continue to be 
proactive



Digital Takeaways

Scan the QR codes to download the digital 
takeaways for the social media decision 
tree and a crisis comms checklist. 
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Thank you for joining me for 
Meet the Moment .

Epic is where genius and positivity converge to deliver exceptional result s. 

For more information about me or 
Epic Marketing Consultants, please check 

out our website and social channels.


