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Emergency and Crisis Communications ®

Activity 
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SMEM from 50,000 feet 
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Define Your Relationship 

Love it! Hate it!
Social what?

Love/Hate
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News & Technology 
 •  Myth of the “news cycle” 
•  24/7 
•  Smart phones 
•  “Citizen” journalism 
•  Convergence  
    journalism 
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Hudson River Plane Crash 
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Most Common Platforms  

•  Twitter 

•  Facebook 

•  YouTube 

•  Blogs 
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1.  Situational Awareness 

2.  Information Dissemination 

3.  Media Monitoring  

Why Do We Care? 

Emergency and Crisis Communications ®

•  Ground Truth 

•  Pictures and videos 

•  Requests for help 

•  Questions/concerns 

•  Life safety issues 

•  Public opinion/sentament 

1. Situational Awareness on SM 
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Life safety issues 
•  Being trapped or injured 
•  Looking for missing loved ones 
•  Needing food, water or other resources 
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2011 Virginia Earthquake 
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Crowdsourcing 
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•  Policy Decisions 
•  Operational Decisions 
•  Messaging 

›  Trends 
›  Shared concerns 
›  Rumors 
›  Public focus/interest 
›  Agency priorities 

Social Media Can Inform:  
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2. Information Dissemination 
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Boston Marathon 
Bombings 
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Twitter 
•  Create your own hashtag or work with a 

popular one that everyone knows 

§  #nospaces 
§  Often used for abbreviations 
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Facebook 
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Facebook 
“When residents of Sayreville, N.J., had not 
received assistance five days after landfall, they 
used Facebook to let us know,” she said. “We 
were able to route this information to our 
operations on the ground and get some service 
delivery going in an area we just hadn’t identified.”  

• Suzy De Francis – American Red Cross 
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YouTube 
Ways to Use Video Sharing Website 
• Create “How To” videos  

• Show video of response activities  

• Tell “your side” of a story 

Less “produced” videos are 
perceived as more authentic 
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Blogs 
Augments material 
available on official 
websites and helps 
humanize leaders and 
personalize response 
efforts. 
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Blogs 
Blogger/WordPress 
•  Post op-eds from boss or call to action 
•  Do Q & A with a SME 
•  Share success stories or lessons learned 
•  Post pictures with caption and links 
•  Video blog 
• Readers can leave comments (If permissioned) 
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Social Media Messaging Strategies 
•  Delegated authority 

•  Ideally, designate one account per platform as 
the primary account and direct media/public to 
those accounts 

•  Encourage partner agencies to re-tweet/share 
messages 
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Tweetdeck/HootSuite -  
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3. Media Monitoring 
•  Are our messages being received? 
•  Are posts from constituents? 
•  Is information accurate? 
•  Does it require a response/ignore? 
•  What Critical Insights can we identify? 
•  Reactive vs. Proactive messaging 
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Hand in hand 
1.  Situational Awareness 

2.  Information Dissemination 

3.  Media Monitoring  
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Final Thought About Policy  
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Questions? 
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Break – be back by 3:30pm 
•  We’re almost done! 


