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When something bad happens, you have three 
choices – you can: 
 

1.  Let it define you 
2.  Let it destroy you, or 
3.  Let it strengthen you. 

















Active Intruder Preparedness 









Domestic Terrorism at Mass Gatherings 



“The reputation of a thousand years may be 
deterred by the conduct of one hour.” 

     Japanese Proverb 
 
 









Five Steps to Success 

1.  Execute a solid communications plan (& social media 
strategy) 

2.  Be the first source for information 
3.  Show competence and expertise 
4.  Remain honest, open and truthful 
5.  Express empathy early 



Common Sense Principles 

1.  Acknowledge the crisis asap 
2.  Put people first 
3.  Decide on key messages 
4.  Take responsibility for, and ownership of the crisis 
5.  Deliver solutions from the top 
6.  Make a promise and deliver on it! 



Accuracy of 
Information 

+ 
Speed of Release 

Empathy 
+ 

Openness 

CREDIBILITY 

+ 

TRUST 

= SUCCESSFUL  
COMMUNICATION 

Be First, Be Right, Be Credible 







Show you care! 

Especially if you/your 
business/your clients or 
customers are affected. 
 
But, where appropriate, 
even if you are not. 



Reach out – be human 

•  “How are you doing?” 
•  “Let us know how we can help.” 
•  Retweet messages of support 
•  DIRECTLY respond to your followers 
•  DO SOMETHING to help (i.e. If there is a power failure, 

offer your business or store as a place for people to go.) 
•  Consider signing with a name on your posts. Use “I” and 

“we” 



Opportunity! 

•  How do you want your company/organization to be seen 
during and after the crisis?  

•  After the crisis is over, what will people think about your 
response? 
•  Did only what was necessary 
•  Businesslike/official 
•  “They weren’t there for me” 
•  “They listened and responded to me” 
•  “They cared” 



Key Communication Decisions 

•  What to release 
•  When to release  
•  How to release 
•  Where to release 
•  Whom to release it to 
•  Why release it 



The Ten Steps of Crisis 
Communications 

 



1. Anticipate Crises 



2. Have a Trained Crisis Communications Team 



3.  Have a Crisis Communications Plan 



4. Identify and Train Spokespersons 



Establish No,fica,on Systems
5. Establish Notification Systems 



Monitor Tradi,onal and Social Media
6.  Monitor Traditional & Social Media 



7.  Identify and Know your Stakeholders 



Develop Holding Statements
8.  Develop Holding Statements 



Finalize and Adapt Key Messages
9.  Finalize and Adapt Key Messages 



Perform a Post-Crisis Analysis
10.  Perform a Post-Crisis Analysis 



What is #SMEM? 



Emergency Managers are NOT  
Social Media Gurus and Vice-Versa! 

 



Why do we need to incorporate  
social media within our crisis 

communications plans? 





•  One way 
•  Talking to, talking at 
•  Sharing information 
•  Broadcast 

•  Conversation 
•  2 (or more) way 
•  LISTENING 
•  Responding 
•  “We’re in this together” 

Traditional Communication vs Social Media 



The Pros and Cons of 
Social Media

The Pros and Cons of 

Social Media 



What about those who aren’t “connected”? 

•  Additional way of getting EM messaging out, not only way 
•  May not be connected to social media, but listen to 

traditional news (who get much of their info from SM) 
•  Most have family or loved ones who are connected and 

would promptly share emergency information directly 



YOU’VE BEEN HACKED!

YOU’VE BEEN HACKED! 



YOU’VE BEEN HACKED!

YOU’VE BEEN HACKED! 



YOU’VE BEEN HACKED!

YOU’VE BEEN HACKED! 





Visual Rumors

Visual Rumors 



Rumor Control 

•  FEMA had web page solely dedicated to Hurricane Sandy 
rumor control 

•  FEMA tweets to correct misinformation via #Sandy RUMOR 
CONTROL: 
•  The rumor that FEMA is offering $300 cash cards for food 

is FALSE  



Fact or Fiction?   
 
Don’t believe everything you 
see/read on the Internet! 





@sbcrisis	



Social Media Strategy
Social Media Strategy 



What to Include in Your Social Media Strategy? 

•  What your organization will try to achieve through its use of 
social media 

•  To what level your organization will engage in social media 
and in what context this level may change during different 
phases of an emergency (eg. Level 1 – monitor only, Level 
2 – monitor and respond to select posts, Level 3…) 
•  Consider levels of activation and de-activation 
•  Decide in advance what your organization will/won’t 

respond to 



What to Include in Your Social Media Strategy 

A	content	strategy	outlining	what	types	of	informa7on	will	be	
shared	and	how	o9en	(if	applicable)	
	
Any	formal	links	your	organiza7on	will	make	with	other	related	
organiza7ons	(including	guidance	on	how	informa7on	will	be	
shared	between	organiza7ons	and	who	has	authority	to	do	what	
	
	



Include Your Employees on the Plan 

•  During an emergency, your employees can help push your 
messaging out to the public 

•  Let employees know ahead of time what is expected of 
them during an emergency 



Include Your Employees on the Plan 

• Seek out those staff who are more familiar with social 
media platforms on a personal level 

 
• Train them in social media communications roles they 
will undertake during an emergency 

 
• Encourage employees to familiarize themselves with 
your organization’s Twitter account, Facebook pages, 
etc… 



Staffing for Social Media 

•  Who will engage in social media? 
•  Consider staffing requirements before an 

emergency and train where necessary 
•  On-the-job training and experience before an 

emergency is key  
•  Include a social media component in any EM 

training provided 
•  Run pre-event tests of your use of social 

media (incorporate within existing simulation 
exercises) 





Managing Resourcing Issues

•  Train	as	many	staff	as	your	resources	permit		
• Where	feasible,	partner	up	with	other	related	
organiza7ons	
•  Take	advantage	of	local	or	interna7onal	volunteers	(if	
appropriate),	par7cularly	for	monitoring	and	gathering	
info	during	response	phase	–		
•  The	Virtual	Opera7ons	Support	Group	lists	ac7ve	teams	of	
volunteers	across	the	world:	hIp://vosg.us/ac7ve-vosts/	
• Use	social	media	management	tools	(HootSuite,	
Tweetdeck)	

@sbcrisis	



Managing Resourcing Issues 

•  Train as many staff as your resources permit  

• Where feasible, partner up with other related organizations 

•  Take advantage of local or international volunteers (if appropriate), 
particularly for monitoring and gathering info during response phase  

•  The Virtual Operations Support Group lists active teams of 
volunteers across the world: http://vosg.us/active-vosts/ 

• Use social media management tools (HootSuite, Tweetdeck) 



1.  FEMA’s online Social Media in Emergency Management 
course: https://emilms.fema.gov/is42/index.htm 

2.  bernsteincrisismanagement.com 

3.  The Use of Social Media for Disaster Recovery: http://
extension.missouri.edu/greene/documents/PlansReports/
social%20media%20in%20disasters.pdf 

A Few Resources 



1.  Any credible organization should have a tried and tested 
Crisis Communications Plan and Social Media Strategy 

2.  If you don’t already have one, start working on a social 
media component to add to your current Crisis 
Communications/Emergency Response Plans 

3.  Harness the power of social media to hear and be heard 
4.  If you learn the rules and understand the tools, you can use 

social media to your great benefit 

In Summary 



Suzanne Bernier, CEM, CBCP, MBCI 
President of SB Crisis Consulting & Author of Disaster Heroes 

Toll-free phone: 1-866-577-7373, ext. 101 
suzanne@sbcrisisconsulting.com 

suzannebernier.com 
@sbcrisis 

 
 
 
 
 

BE SAFE. BE PREPARED. BE A HERO. 
 

Thank You! 


