OHey! IOm
Nancy,
letOs get

startedO!

Crisis Communications for
Nonprofits : Internal, Public &
Social Media Considerations




Types of Crises

OHave plans for both

internally and ~) Y
externally trigg,ered - \ )
crises.O

Internally Triggered: Externally Triggered:

Crisis Management Crisis Communication

Product or service failure Natural disaster
Community/client service National/international event

Marketing Local tragedies

Public relations High profile deaths
Governance Nefarious acts




Meet the Moment: Crisis Comms PESTEL Analysis
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Political

Externally Triggered

| @ washingtonpost @ - Follow NatiOIlal CASA LOSES FEdel‘al Funding
b Original audio . . . .
Amid Trump Administration’s Cuts to
washingtonpost & 3d .
A group of dancers performed_ outside Hundreds Of Nonproflts

the Kennedy Center and the Lincoln

Memoarial on Presidents' Day in protest
of the killings of Renée Good and Alex
Pretti by federal immigration officers in

April 23, 2025

Minneapolis. Broadway and former National CASA/GAL federal funding terminated

Kennedy Center dancers were a part

of the performance, according to NEWS

Playbill. SEATTLE, Wash-On April 22, the U.S. Department of Justice (DOJ) issued over 360 notices of termination of federal grant awards, National CASA/GAL

was one of the organizations that receiw otices. According to the notices, the three grants to National CASA/GAL are being terminated because they
“no lenger effectuate the pragram goals or agency priorities,” which includes “protecting American children.” Since that is in fact the mission of the

The team of dancers shared on social
media that they were able to complete
the full performance near the Lincoln
Memorial, but were shut down by
authorities outside the Kennedy
Center midway through the dance.

e April 22, 2025, "the use of award fund r
n pursuant to closeout responsibilities”, .

ist take immediate action. Tomorrow, April 24, 2025,
i K

tiffanydloftin @ 3d E -es and st funded by QIDP 1o the CASA/GAL network to across
o ‘ v 5 the c'juntn National CASASGAL is appealing the award terminations ar (i) |
Artist speak truth to the times. ) continue to offer to the CASA/CAL network,

This was awesome. ¥ | pr—

Q 198k Q 12k ¥ [N Court Appointed Special Advocates

3 days ago Guardians ad Litem

FOR CHILDREN




Externally Triggered

Political

As millions of Americans struggle with
SNAP lapses, food banks are swamped
with demand

NOVEMBER 7, 2025« 3:41 PM ET
HEARD ON ALL THINGS CONSIDERED

By Tovia Smith

When the Government Stops Funding
SNAP, Who Steps In to Fill the Gaps?

As the Trump administration cuts food programs, community-driven organizations
keep people fed and cared for.

BY ANNEMARIE DOOLING

February 18, 2026

Food banks are in ‘disaster response
mode’ due to shutdown and SNAP
cuts, leaders say: ‘The damage gets
worse and worse’ every day

Published Fri, Nov 7 2025+11:55 AM EST » Updated Fri, Nov 7 2025+8:24 PM EST




Economic

Externally Triggered

Most Americans aren't making
year-end charitable
contributions, poll finds

Nation Dec 22 :

NEW YORK (AP) — Most Americans aren't making end-of-year charitable giving plans,
according to the results of a new AP-NORC poll, despite the many fundraising appeals
made by nonprofits that rely on donation surges in the calendar's final month to reach

budget targets.




Economic

Externally Triggered

Do More 24 raises over $2.5M for nonprofits, GivingTuesday Hit Record $4 Billion
breaks record iy | e bl

# JAREK RUTZ / @ MARCH 10, 2025 / MHEADLINES, RCULTURE

Ny
32 542 719

\—}

#GIN¥ING
TUESDAY

THIS YEAR'S DO MORE 24 BROKE THE RECORD FOR MOST FUNDS RAISED EVER DURING THE 24-HOUR ANNUAL EVENT

Do More 24 Delaware, the state’s largest day of giving, has set a new record with the most successful

fundraising day ever.



Economic

Externally Triggered

IMPACT OF THE COVID-19 PANDEMIC

ON FOOD PANTRY OPERATIONS
October 2021

[P TRk
=

' lei”@

Food pantries across the United States
experienced a surge in donations, volunteers,
and guests in 2025.




Economic

Externally Triggered

Many US nonprofits hit by government funding cuts,
disruption

About 1 in 3 U.S. nonprofit service providers experienced a disruption in their government
funding in the first half of 2025. Some lost a grant or contract, some faced funding delays or
freezes and some dealt with stop-work orders. Many contended with more than one of those
kinds of funding disruptions.

Disruption Percentage

Faced funding delays or freezes
Lost a grant or contract 21%
Experienced stop-work orders | 6%

Findings based on nationally representative survey data from 2,737 nonprofits. Survey conducted in April, May and
June 2025.




Social

Internally / Externally Triggered

NEWS DESK

HOW AN ELITE
UNIVERSITY RESEARCH
CENTER CONCEALED

ITS RELATIONSHIP WITH
JEFFREY EPSTEIN

New documents show that the M.1. T Media Lab was aware of
Epstein’s status as a convicted sex offender, and that Epstein
directed contributions to the lab far exceeding the amounts

M.LT. has publicly admitted.

By Ronan Farrow

September 6, 2019




Social

Internally / Externally Triggered

ECONOMIC

h v h
Billionaire philanthropists Bill Gates (left), Howard Lutnick (centre) and Richard Branson (right). Photos by, from left to right: Fabrice
Coffrini/AFP. Fabrice Coffrini/AFP, and Patrick T Fallon/AFP.

Billionaire philanthropists Bill Gates, Richard Branson and Howard
Lutnick are among the wealthy names listed in a slew of newly released
documents about serial sex offender Jeffrey Epstein.




Social

Internally / Externally Triggered

@ labelology_ & - Follow

i Las Vegas, Nevada . . .

-' ’ Girl Scout cookies contain heavy metals
labelology_ & 7w beyond safe limits, lawsuit alleges

&Y Girl Scout Cookie season is upon
us!
Suit seeking $5m based on study finding controversial
This post doesn't even go over the herbicide and lead in most cookies across 25 US states
ingredients that ARE listed on the
label.

L. . . - For the full test results and article,
What'’s really inside America’s favorite treat? comment COOKIES and you will be
sent a link.

GI RI s‘ OUF 24 out of 25 samples tested positive
for lead.

22 out of 25 contained all five toxic
"é H“Jz # metals.

These substances are not harmless

trace minerals. Scientific research

links heavy metal exposure and
glyphosate exposure to:

naliralanical damana harmana

Q 32 Q11? A




Social

Internally / Externally Triggered

Thursday, February 6, 2025

An Important Update for Our

Members and Supporters A recent report claimed that our Girl Scout Cookies contain certain levels of

glyphosate and heavy metals. We want to address these allegations and share
the facts:

Girl Scout Cookies are made with ingredients that adhere to food safety
standards set by the FDA and other relevant authorities.

e QOur trusted bakers remain committed to compliance with all food
safety standards and regulations set forth by the U.S. Food and Drug
Administration (FDA), the Environmental Protection Agency (EPA),
and other relevant health authorities.

* These standards ensure that food products are safe for consumption.

For over 100 years, Girl Scouts of the USA has been dedicated to building girls of e As a result. Girl Scout Cookies are safe to consume and are
courage, confidence, and character, who make the world a better place. An ’

important part of this mission is the iconic Girl Scout Cookie Program, which is manufactured in accordance with all food Safety regulations.
the largest girl-led entrepreneurial program in the world. The cookie program

teaches valuable life skills like goal setting, decision making, people skills,
money management, and business ethics ensuring that girls can become
leaders in their communities.




S - I dl, Holly Troxel & @HollyTroxel - Feb 20 o e
O C I a. If you were really concerned about Georgia voters' private information, then
you would fight for the removal of the machines and the centralized voting

rolls with ERIC.
() ) Q ihi 18 [

Internally / Externally Triggered

k‘ KrisFromMerrCo @KrisFromMerrCo - Feb 20
Thank you, @NAACP, for all you do to protect civil rights.

Q 0 V) il 8 R a
NAACP & @NAACP - Feb 19 (A -

i & it % i Ly KFB @KFB@3635592 - Feb 20 & B
NAACP is taking a stand to protect the private information of millions of B ot orvede ot woasey theywwoiiiHh e i asongaswears
Georgia voters. Following the DOJ's recent seizure of election records, around.
we’ve filed a motion to ensure sensitive voter data is not misused. O &) 1 ihi 1 &

. Justin Thyme @JThyme20147 - Feb 20 & =
We didnt get civil rights by filing motions.

"Our democracy heavily depends on people feeling safe to utilize their right
to vote. The Court must set clear boundaries to protect voters' privacy and
to maintain confidence in our nation's election system." —Janette
McCarthy-Wallace, NAACP General Counsel

naacp.org

NAACP Files Court Order to Protect Georgia Voters ...
Over the weekend, the NAACP National Office, the
Georgia State Conference of the NAACP, and the ...

Q 26 10 147 Q 331 thi 4.2K A& w EXPECT BETTERFROM YOU




CathProlifer € @ProliferCath - Feb 8
Incredible song!

Social

Internally / Externally Triggered

- Turning Point USA .+ @TPUSA - Feb 8 & S
B \Watch now — The All-American Halftime Show ==

Q70 1139 Q 552 ih 63K (I

Zane Archer® ™= =" (he/him) & @Z Archer25 - Feb 8 [ B
Sometimes white people are an embarrassment.

DIDIIDIIDIDDII

Q52 mn O 554 il 20K 0 &
9 23 eBronchitis#f 7 % o° & @BronGotGame - Feb 8 [ & B
actual drones watched this?
Qa tl1 360 ihi 526 | P
HALFT
ki ; ’ Joe @ @JoePetty918 - Feb 8 &
b ROCK o ERSEEE “‘“”»' B PESIOE - 8 ARRIERRERL 'S YouTube shows 4.7 million watching TPUSA halftime show - =3
Click Here To Watch E . . E ﬂ E E Q36 1110 Q 444 ihi 15K o1 IR,
From youtube.com A Julia 88 & @Jules31415- Feb 8 | & B
%4 ie - i =

O 10k 17 13K © 110K i 17 m 2 For Charlie - and for America. ¥

(X7 1116 2 209 1hi 12K H &




Social

Internally / Externally Triggered

He sent it to me as a joke and then it turned into something
extraordinary.”

hallenge, filmed herself dumping a bucket of ice water over her head "to generate
i the challenge to three of her girlfriends.

yn, it was pretty unbelievable,” she remembered.
llenge started in Anthony and Jeanette's hometown, it

Quinn. Pat was diagnosed with ALS in March of 2013,
thday. "My network was linked by just one person to

Then came Pete Frates, who was diagnosed with ALS

in 2012 at the age of just 27. Pat and Pete had

connected over social media shortly after Pat was

diagnosed with the disease. "From there he passed it to Pete and his network really

: : e L took off with it," Jeanette said.
£ : 2 faka S o =% =" ‘b r s
25 Ry T ] i

Boston City Councillor Tito Jackson, right, leads about 200 people in the ice bucket challenge at Boston's Copley

Pete's family and friends were determined to spread the Challenge as far and wide as
Square on Aug. 7, 2014 to raise funds and awareness for ALS. Elise Amendola, AP

possible to raise awareness and funds for ALS. "Pete’s family was commenting, liking,

and sharing for the first couple nights straight through,” Pat said.




Technological

Internally Triggered

The Crucial Role of
Cybersecurity for Nonprofit
Organizations in 2025

ARTICLE  {J 5 min read @ @

As we step into 2025, the importance of cybersecurity for nonprofit organizations cannot be
overstated. The digital landscape is fraught with evolving threats that pose significant risks to
the operations, reputation and financial stability of nonprofits. This article aims to highlight the
critical importance of cybersecurity for nonprofits, backed by recent statistics and trends, and to
persuade executives and board members to prioritize this issue. Additionally, we will explore
how BDO can assist in navigating these challenges and how artificial intelligence (Al) will play a
pivotal role in defending against cyberattacks.

The BDO Benchmarking industry surveys noted that mitigating cybersecurity is in the top tier of
IT challenges for 2025.

MNEWS & March 2025

Nonprofits Face Surge in

Cyber-Attacks as Email
Threats Rise 35%




Technological

Internally Triggered

ShopGoodwill. Com Data Was Breached

2, The Nonprofit Times | () January 18, 2022

| B SHOPGOODWILL,, e — A o o

CATEGORIES FEATURED NEWLY LISTED MY SHOPGOODWILL ETORIES

ONLINE THRIFT SHOPPIN ITH MEANING

SHOP#GOOD

EVERY PURCHASE SUPPORTS THE GOODWILL™ MISSION

FEATURED ITEMS

McLaren Health Care

McLaren Health Care, a nonprofit health system based in Michigan, has experienced two major cyberattacks within two years. Ina
recent incident, McLaren confirmed that a ransomware attack last summer led to the compromise of sensitive data belonging to over
743,000 patients. The attack, which targeted both McLaren'’s core operations and its Karmanos Cancer Institute, highlights the growing
vulnerability of healthcare providers to cybercriminals. While McLaren was able to restore its IT systems relatively quickly, the
extensive forensic investigation delayed the notification of affected individuals, with letters being sent out nearly a year after the

breach was detected.

Scale of the Breach: The data breach impacted 743,131 individuals. The organization began notifying affected individuals in June 2025,
with the investigation into compromised files having concluded the month prior.

Type of Data Exposed: A wide range of sensitive personal and medical information was exposed, including: Names and Social Security
numbers, Driver’s license numbers, Health insurance information, Medical information, such as billing and claims information, diagnosis,

and medical record numbers.
r

More than 300,000 customers of ShopGoodwill.com were impacted by a recent data breach. The data exposure impacted 14% of

the total ShopGoodwill.com customer base.




Technological

Internally Triggered

American Red Cross

*)
(‘:“z, @RedCross

Ryan found two more 4 bottle
packs of Dogfish Head's Midas
Touch beer.... when we drink we
do it right #gettngslizzerd



Environmental

Externally Triggered

/‘j girlscouts ® - Follow e

‘ girlscouts @ «= On behalf of all Texas Girl Scout Councils «

Environmental Impact of Al

As you are making decisions about the use of Al in your classroom, it is important to

understand the environmental impact of Al's use.
With heavy hearts, we join together in mourning the tragic loss
of life in Central Texas following the devastating flooding of
the Guadalupe River.

By: National Education Association
Amaong those lost were beloved members of our Girl Scout
sisterhood—bright, brave young girls who embodied the very
spirit of courage, confidence, and character. Our hearts are
broken alongside their families, friends, and the entire
community.

il fune 20, 2025

s from the US,

nent from fall 2023 is that the Linited States is warming
the world due to human activity. Negative impacts of climate

One of the major take slobal Change Research Program’s Fifth

As recovery efforts continue and loved ones remain
unaccounted for, we stand with the entire region in hope,
grief, and solidarity.

Mational Climate

faster than the rest of

change have undue and unequal consequences on Native People and People of As Girl Scouts, we are united not only by mission but by an
unshakable bond of sisterhood. Today, and in the difficult days
to come, we hanor the lives of the Girl Scouts who were taken

far too soon and hold space for all who are grieving.

Color, under-resourced urban and rural communities, people with disabilities, and

girls and women. It is important that decision-makers and policymakers

acknowledge, consider. and confront the environmental impacts of artificial
intellizence and cloud technology. W May their light forever shine in the lives they touched and
the trails they blazed.

“In the race to produce faster and more-

accurate Al models, environmental ﬁ la_negraflor Las abrazamos con todo nuestro corazon, 11 o)
sustainability is often regarded as a second- e R |
class citizen,” noted University of Florence

Assistant Professor Roberto Verdecchia. ‘.?,?42 likes




Environmental

Externally Triggered

How Nonprofits Build Trust And Sustain Impact
After Disaster

Directly after a natural disaster, nonprofits receive a surge of
donations and funding. A Texas A&M University professor says it's
essential for nonprofits to utilize these initial resources strategically

to ensure long-term support.




Environmental

Externally Triggered

Help Thirsty Koalas Devastated by Recent Fires

f\)
£
8

’ Donate now
- ‘% Brenton Hall
= $10-44d
f ’@ Jessica Larkin
$15.12d
S %3 Ayaka Kayama
$10-26d
3 Team fundraiser
C_..J' \:1;' Port Macquarie Koala Hospital and 58 others are organizing this fundraiser on Don Riseborough
behalf of Port Macquarie Koala Hospital. 2 $100 - 1mo

%',3 Joanna Bourne

-O Donation prutuchd-._:'
= —— —— $50 - 1mo

— L R -y ol o 3 .
LA B 3 f!:\ . i $8,004,097 AUD
. . _ ' raised
525,000 goal - 162.9K donations

TIKTOKS PROVIDING RESOURCES IN THE WAKE OF HURRICANE HELENE:

nore exciting videos © ( Watch now ‘)

@americanredcross &

Replying to @Dani & We are working
around the clock to support an ...See more

JJ original sound - American Red Cross




Externally Triggered

There are, to date, two Executive Orders (EQs) from President Trump related to DEL. It is important to note
here that Executive Orders, while they have the force and effect of law, are not legislation or law. Rather, they
are the President directing the federal government to act in a certain way. Only Congress can create or change

federal law.

e “Ending Radical and Wasteful Government DEI Programs and Preferencing” (released Jan 20, 2025),
directed all federal agencies to terminate all DEI offices, positions, and programs in federal agencies,
including equity-related grants to entities outside the federal government like nonprofits. The EO failed
to define “equity-related.”

¢ Ending lllegal Discrimination and Restoring Merit-Based Opportunity (released Jan 21, 2025), in part
requires every federal grant or contract to certify that its work is compliant with “anti-discrimination”
laws and does not operate any programs promoting DEI that violate “anti-discrimination” laws. It
directed a federal office (OMB) to review all processes, directives, and guidance, and remove all
references to DEI “under whatever name they appear” and terminate all related mandates,
requirements, programs, and activities. This, along with several of the other executive order directives,
led OMB to call for the pause of all federal funding (often called the funding freeze) to undergo a
“comprehensive analysis” of the funding.




Internally Triggered

Wounded Warrior Project Spends sl 25, 2086

Lavishly on Itself, Insiders Say JACKSONVILLE, Fla. — In 2014, after 10 years of rapid growth, the
Wounded Warrior Project flew its roughly 500 employees to
Colorado Springs for an “all hands” meeting at the five-star
Broadmoor hotel.

£ sharetullarticie &> [] 0 CJizk

They were celebrating their biggest year yet: $225 million raised
and a work force that had nearly doubled. On the opening night,
before three days of strategy sessions and team-building field trips,
the staff gathered in the hotel courtyard. Suddenly, a spotlight
focused on a 10-story bell tower where the chief executive, Steven
Nardizzi, stepped off the edge and rappelled toward the cheering
crowd.

William Chick, who was fired from the Wounded Warrior Project in 2012 after a dispute
with his supervisor. He said the charity swiftly fired anyone that leaders considered a
“bad cultural fit." Tamir Kalifa for The New York Times




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 founderOs 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

Boar's Head @
September 13- @

For the latest updates, please visit: https://boarshead.com/products-recall-2024

Boars@ Head

You have our promise that

we will work tirelessly

to regain your trust.

1.9K comments

OThe listeria outbreak
Is an example of
internally triggered
social media crisis
management.O




Product or Service Failure

Amtrak Cascades Train 501, operating from Seattle and Portland, derailed south of Tacoma, Wash. There were approximately 80 passengers and five crew members on board. Local
emergency responders are on the scene. 0

We are deeply saddened by the loss of life and injuries due to the derailment of Amtrak Cascades Train 501 south of Tacoma this morning.

Qur first concern is taking care of everyone that was on board Train 501. We have established a Passenger Reception Center to work closely with families of individuals on the train, as well as
have established an Amtrak Incident Hotline. Families with questions about individuals on the train can contact 800-523-9101. We will do everything in our power to support these passengers,
our employees and their families. We are committed to taking care of them and providing the highest level of assistance possible during their time of need.

There is a thorough investigation underway to determine what happened. The investigation will be conducted by NTSB, and we will cooperate fully with all authorities, At this time, we will not
speculate about the cause, and we encourage others not to speculate as well,

We want to extend our sincere appreciation to Washington State Patrol, Pierce County Sheriff's Office, Pierce County EMA, American Red Cross, Joint Base Lewis-McChord, and all responders
and medical professionals for their assistance.

Amtrak & . 4
@Amtrak

Latest update regarding the incident involving train 501 :
bit.ly/2kHmEOb
Q 125 8:44 PM - Dec 18, 2017




OSocial media monitoring is the process

POOr CUStomer SGI’Vlce of identifying and determining what is
. being said about an organization,
EXpeI‘IenCE individual or product through different
social and online channels. One way to
monitor social media is to track direct

mentions of your foundation.O

" @united mis- handled my bags ona fl:ght from SEA to IAH and are refusing
to credit back my $40 bag fee. Customer Service won’t respond. Help!

i 1
United Airlines # @united - 4f

Hi there. We want to look into this. When you have a moment, please DM
your bag tag number. *VK

( B9 Send us a private message




Poor Marketing
(AKA Self -Inflicted Crisis)

~ SNOWED IN __
A kamncj /
[ % SLEND'cANDLE

e""'

OHow many people at
Bath and Body Works
signed off on this and
thought it was a good
idea?!?0




Poor Marketing
(AKA Self -Inflicted Crisis)

riteaid & m

Baby oil shortage? Not at Rite Aid. §-¥
Q1o Q71 (35 V32

' poptartsus & 138h
@

we're a brand, of course we're gonna be late to a
trend because of approval processes!

Yok Qe6 ()39 V21

ODonOt hop on a trend
without researching it!

DonOt be like Rite Aid.
Be like Pop TartsO

> (=

A= R

-



Poor Marketing

: . OSeriously, Kenneth
(AKA Self -Inflicted Crisis) Cole? You didnOt

learn the first
m @KennethCole time?O

Millions are in uproar in #Cairo. Rumor is
they heard our new spring collection is
now available online at
http://bit.ly/KCairo -KC

":. @KennethColePR

Jeffrey Dahmer would have eaten up our
spring collection! #KennethColeTweets




Poor Marketing
(AKA Self -Inflicted Crisis)

OttcringeO

(]

DIGIORNO

P DiGiorno Pizza

X +2. Follow

A million apologies. Did not read what the
hashtag was about before posting.




Poor Marketing
(AKA Self -Inflicted Crisis)

E @Entenmanns

Who's #notguilty about eating all the tasty
treats they want?!

Sorry everyone, we weren't trying to
reference the trial in our tweet! We
should have checked the trending
hashtag first.

g, Entenmanns

Entenmann's

Ol have no words.O




Poor Marketing
(AKA Self -Inflicted Crisis)
@ o

New emojis are alright but where's the
bleach.

YUMeR9 L A s r s .
P RELYLIE 09 Erivieid 0 KT

OWho approved
this?1?0




Poor Marketing
(AKA Self -Inflicted Crisis)

OAmerican 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
didnOt understand where the image
was from or the significance.O




Poor Marketing (AKA Self -Inflicted Crisis)

Automated replies and repostskE

f&-ﬁ, British Airways shared Virgin Atlantic's post
% 19 mins - € . AmericanAir
murphmarkd Thanks for your support! We look forward to a
& Virgin Atlantic ‘ bright future as the . bit.ly/ARRIVING
L ( - ) at B070n €
There's never been a better time to visit London. Book today with Virgin S murphmarkd
Atlantic 0 a8 Congrats to “‘americanair and “'usairways on creating the
’ largest, I airline in the world.

@

i



Public Relations

4 | .
> 1 21 hours

ala
e

(4}

Just an overall poor experience

Response from the owner |
Hopefully you also gave your barber a 1 star review...

woof!l!




Public Relations

OGreat example of
1 month ag how to handle a
negative review!O

It seems as though their 24/7 emergency service is
more of a "when we are available" kind of service. Been
trying to contact a technician to fix a leak in our hot
water heater for hours with no response. Left a
message on their system and have yet to have a
technician call back.

9 Like «, Share

Response from the owner 10
Sara, sorry for not getting back to you. Because of

your review we double checked our system and
found there was an error that was not allowing the
calls to get through to the on call technician this
evening. If you are willing to try one more time our
on call technician is awaiting your call. Please call
425-827-9997. | apologize for the issue. Thanks.




Poor Governance

Theranos N
e m BradleyClifford & ©

Why the tweets stop. Hmmmmm Maybe due to massive fraud. @Walgreens

Theranos Listed on IEEE's Patent Power List: bit.ly/2rD1cR2 -
one of many victims! @US FDA

Good bye bunch of frauds: engadget.com/2018/09/05/the...

( Slope of Hope & fH¢ 2018
! Uh-huh. Oh, and this: Theranos CEO Ellzabeth Holmes Charged By SEC

With "Massive Fraud @ KT & @kutran ar 26. 201¢
'Y L2 v | & You should just deactwate the account.

4} INPUBLIC.FUN &
" Is the voice real?

%=l Nick Escobedo &
This tweet can't be real...




Externally Triggered:

Social Media Crisis Communication




Natural Disaster

ville Florida

w

OJEA proactively
addressed Hurricane
Milton by providing
information to their

customers.O




National / International Event

. JEWISH & PALESTINIAN COLUMBIA PROFESSORS ON
CO-TEACHING AS ISRAEL-HAMAS CONFLICT CONTINUES

NS
SUBSCRIBE

Columbia professors co-teach class on complexities of Israel-Hamas conflict



National / International Event




Local Tragedies

OWhen
tragedy
strikes, take

your social
media dark.O




High Profile Deaths



High Profile Deaths



High Profile Deaths

OAlso self -inflicted b

Ulta overstepped

after Kate SpadeOs

untimely death by
hanging.O




Event Response

Be prepared by
having these plans
and policies in place.

These are living
documents.

Escalation Policy

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.




Crisis Communications

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

OBe ready to go as a
crisis will happen at
some point.O




Crisis Communications

Roles and Responsibilities

Who will take ownership for the overall strategy
assigning tasks?

Who is responsible for identifying and monitoring
potential crises?

WhoOs going to inform management and/or key
stakeholders?

Who will manage social media and respond to
guestions?

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

Which executive will act as a spokesperson for the
media?

OEnsure your crisis
communications plan is
documented and stakeholders
have signed off.O




Crisis Communications

Run social media crisis simulations

I Identify potential weak spots

Listen carefully

I Monitor volume at least three times a day

Set crisis thresholds
I Less than five negative mentions per hour
I More than five negative mentions per hour

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

OVolume speaks
volumes. Monitor
mentions and keywords
at least three times a
day for spikes.O




Crisis Communications
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Crisis Communications

I Act fast

| Take accountability

I Be transparent

| Let people have their say
I DonOt argue

I Communicate internally

| Debrief

028% 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.O




Crisis Communications

OCrisis management is a
spectator sport that isnOt
I Certainty : State the facts you know about winning;
about the crisis itOs about damage
control.O

I Compassion :Express empathy for
those affected by the crisis

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

I Collaboration : Explain that you are
working with key stakeholders

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




Crisis Communications

During the Crisis

Regain control
Go dark

Publicly
acknowledge

Get your crisis team
on the case

Post an official
response




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

For more information about me or
Epic Marketing Consultants, please check
out our website and social channels.

Epic is where genius and positivity converge to deliver exceptional result




