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What	we’ll	cover…
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• Social	Media	Crisis	vs	Social	Media	Issue

• SM	Crisis	Commonalities

• SM	Crisis	Communications	Plan

• To	Respond	or	Not	to	Respond



• Using	social	media	in	a	
crisis	is	a	powerful	tool

• Social	media	provides	a	lot	of	
information	to	the	public	fast!

• With	the	good	comes	the	bad	
and	the	ugly



• Cyberbullying,	online	conflicts
• Public	ridicule,	shaming
• Negative	posts
• Embarrassing	or	inappropriate	photos,	video	&	info
• Rapid	&	widespread	communication	of	crisis-related	
rumors	or	false	info	about	what	happened	&	who	was	
involved

Social	Media	Fire:	The	Risks



The	first	step	in	knowing	how	to	deal	with	
a	crisis	is	to	understand	what	is	a	crisis?



A	social	media	crisis	is	an	online	incident	that	
has	a	negative	impact	on	an	organization	(school,	
district)	or	persons	(employees,	students).

Often	triggers	strong,	negative	emotions	that:
• Outweigh	common	sense
• Elicit	anger	or	create	backlash	with	stakeholders,	
community

• Provoke	viral	behavior

Social	Media	Crisis



Characteristics	of	a	Social	Media	Crisis

1. School	does	not	know	more	than	
the	public	about	an	issue
• Students	report	scary	sightings	&	
threats	from	“creepy	clowns,”	then	
employees	see	images,	posts	on	social	
media	sites



Characteristics	of	a	Social	Media	Crisis

2. A	decisive	change	in	the	norm
• Social	chatter	vs	markedly	different	

line	of	criticism



Characteristics	of	a	Social	Media	Crisis

3. Potential	or	actual	material	impact	on	a	school	or	district
• Scope	and	Scale

o Student	snapchat	of	a	loud	
cafeteria	during	lunch	isn’t	a	
crisis.	

o A	fight	in	the	cafeteria	
involving	students	being	
videotaped	on	a	cellphones	
is	a	social	media	crisis



Characteristics	of	a	Social	Media	Crisis

4. Incident	has	a	clear	impact	on	school’s	
reputation
• Posting	a	threat	on	Snapchat	is	today’s	

version	of	pulling	a	fire	alarm	25	years	ago



A	social	media	is	less	serious,	but	must	be	
addressed	and	resolved	in	a	prompt	manner,	or	
run	the	risk	of	the	issue	escalating	into	a	crisis

Examples:
• Negative	comments,	discussions
• Unacceptable	staff	comments	tied	to	school,	
district

• Negative	stakeholder	experiences
• Negative	media	coverage

Social	Media	Issue







Commonalities	Among	Impacted	Sites

Lack	of	…

• Professionals	schooled	in	social	media	&	crisis	response
• Proper	internal	education

o Social	Media	Policy
o “Use	of”	guidelines	to	prevent	misuse	of	&	misinformation	on	social	media

• Crisis	response,	communication	plan



Are	you	ready?
Don’t	wait	for	a	social	media	
crisis	to	happen.	Plan	ahead.



Social	Media	Crisis	Plan

1. Monitor:	Listen	&	keep	an	eye	on	activity,	conversations



Social	Media	Crisis	Plan:	Monitor

• Use	your	eyes	and	ears
o One	of	the	most	important	elements	of	a	social	media	crisis	

communications	plan
o To	effectively	manage	your	social	media	presence,	must	be	tuned	to	the	

conversations	&	posts,	especially	after	a	crisis	or	unplanned	event
o If	a	negative	comment	or	complaint	is	posted	to	a	school,	district	or	

community	(grapevine	network)	page,	be	prepared	to	engage	(correct	
misinformation	and	rumors).



Social	Media	Crisis	Plan

1. Monitor:	Listen	&	keep	an	eye	on	activity,	conversations
2. Identify:	Who,	What,	Why	&	How	(to	resolve)



Social	Media	Crisis	Plan:	Identify

• What	is	being	said?
o Seriousness	of	the	issue	drives	the	response

• Who	is	saying	it?
o Influence	or	authority	of	initiator	may	give	weight	to	post	or	comment;	

left	unattended,	a	crisis	is	likely

• How	often	is	it	being	said?	
o Visibility,	volume	and	velocity	provides	an	insight	into	whether	the	

issue	is	growing,	peaking	or	going	away



Social	Media	Crisis	Plan

1. Monitor:	Listen	&	keep	an	eye	on	activity,	conversations
2. Identify:	Who,	What,	Why	&	How	(to	resolve)
3. Consider:	Is	there	a	need	to	respond?



Social	Media	Crisis	Plan:	Consider

• Is	there	a	need	to	respond?	
o At	times	the	best	action	is	to	simply	not	respond.	
o If	crisis/issue	is	minimal,	short-lived	or	going	away,	making	a	comment	

is	likely	to	give	air	to	a	flicker	of	flame.	
o Threats,	serious	incidents	that	may	impact	a	person,	organization	

requires	a	timely	response.



Guide	for	Responding	Online

Response	Considerations

• Respect	Privacy
• Respect	Ownership
• Be	Credible
• Be	Appropriate
• Be	Timely



Social	Media	Crisis	Plan

1. Monitor:	Listen	&	keep	an	eye	on	activity,	conversations
2. Identify:	Who,	What,	Why	&	How	(to	resolve)
3. Consider:	Is	there	a	need	to	respond?
4. Respond:	Be	quick.	Be	honest.	Be	complete.	Be	transparent.	

Be	prepared.



Social	Media	Crisis	Plan:	Respond

1. Respond	first	in	venue	where	crisis	broke	(others	as	necessary)

2. Acknowledge	in	a	timely	manner	(primary	source	of	information)

3. Details	(employees	first)

4. Specific	action	steps	to	address	crisis	(updates	based	on	additional	or	
ongoing	feedback)

5. Real	or	potential	impacts	on	organization,	people	(short- &	long-term)

6. Procedural	changes	to	prevent	future	occurrence

7. Reaffirm	social	media	policies,	“use	of”	guidelines



How	NOT to	Deal	with	a	Social	Media	Crisis

• Denial
• Blaming	others,	staying	silent	are	social	media	equivalents	to

throwing	gas	on	a	fire
• Silence	is	not	golden,	it	reflects	uncertainty,	passivity

• Censoring	negative	comments
• Consider	engaging	with	an	angered	online	populous	offline

• Deleting	page
• Akin	to	sticking	one’s	head	in	the	sand	with	a	pride	of	lions	closing	in



Social	Media	Crisis	Plan	
Next	Steps
1. Assess	impact	on	organization,	

employees	&	stakeholders
2. Evaluate	crisis	communication	plan
3. Keep	your	promises
4. Engage	stakeholders	in	same	manner	

as	before	crisis
5. Update	social	media	policies	&	

“use	of”	guidelines



Parting	thought…

Properly	responding	to	and	managing	a	social	media	fire	
will	cost	relatively	little,	but	if	you	get	it	wrong	it	can	be	
very	costly.	In	the	digital	era,	it	is	critical	school	systems	
have	a	well-developed	social	media	crisis	management	and	
response	plan	for	when	bad	stuff	happens.



We’d like to hear 
from you!



Rick J. Kaufman, APR
612.518.5498

rrkaufman154@gmail.com

Ryan Ta
Regional Director
858.997.2117 x117

ryanta@peachjar.com



Thank you!
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