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Topics 
Covered

●Crisis strategy
●Developing an organizational command structure/who to have 

on your social “team”
●What protocols to have in place
●Collaborating with other teams: web, media, administration, 

creative, etc.

●Real-world campus crisis examples: national, smaller-scale 
and the unthinkable
●How to navigate your way through these

●How to develop a listening strategy
●Developing a listening strategy
● The value of listening tools
●How to determine the best listening tool (paid and free)



Agenda
●How to manage a crisis on social media (Nicole)
●#HigherEd Social Crisis Communication (Kelly)
●Break!
● Interactive session



HOW	TO	MANAGE	A	CRISIS	ON	SOCIAL	MEDIA
By:	Nicole	Carlone	Losi

ncarlone@kent.edu
@nicolecarlone



@nicolecarlone	|	#SMSSummit



AGENDA

Crisis	strategy
Organizational	command	

structure
Social	media	assets

Listening	plan	and	tactics
Response	strategy

Real-world	
examples

Recap Interactive	session

@nicolecarlone	|	#SMSSummit



STRATEGY



ORGANIZATIONAL	COMMAND	STRUCTURE

• Determine	your	chain	of	command
• Who	is	approving	content?

• Consider	creating	a	social	media	command	center
• Social	lead
• Content/community	manager
• Monitoring	lead	
• Data	analyst	

• Utilize	your	internal	community	to	disseminate	consistent	messaging	
across	all	brand	accounts

• Provide	training	on	their	role	in	a	crisis
• How	can	they	best	support	your	efforts?

• Determine	how	to	best	structure	your	team
• Who	will	cover	for	you	when	you’re	on	vacation?
• Regularly	review	and	update	your	social	media	crisis	protocol	
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ORGANIZATIONAL	COMMAND	STRUCTURE:	templates
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ORGANIZATIONAL	COMMAND	STRUCTURE:	social	crisis	deliverables
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SOCIAL	MEDIA	ASSETS

• Develop	a	social	media	policy	and/or	guidelines	
• Manage	social	media	assets	in	a	secure	manner

• Regular	password	updates	
• Store	passwords	in	secure	location
• Know	who	your	admins	are	on	all	brand	accounts

• Regular	crisis	planning	and	practice
• Review	existing	templates	and	materials
• Add	new	potential	crises	to	planning	documentation
• Debrief	and	store	detailed	after-action	reports

• Define	your	levels	of	crisis	and	have	protocols	for	each
• Train	internal	community	on	their	role	in	a	crisis

@nicolecarlone	|	#SMSSummit



LISTENING	PLAN	&	TACTICS

• The	importance	of	listening/monitoring	
• Navigate	a	crisis
• Identify	a	crisis	before	it	becomes	an	issue

• Create	proactive	keyword	searches

• Tactics	to	determine	when	you’re	in	a	crisis
• Monitor	sentiment	and	mentions	
• Search	locations	on	Snapchat
• Search	brand	hashtags	on	Instagram

• Determine	the	right	listening	tool
• Paid	vs.	free
• How	listening	streams	are	structured	

• Modify	keyword	searches	
• Determine	what	is	important	before	choosing	a	tool
• Determine	access	

@nicolecarlone	|	#SMSSummit



RESPONSE	STRATEGY

• Every	response	will	be	different
• Have	a	defined	crisis	protocol,	if	possible	

• Determine	the	level	of	each	crisis	
• Prepare	templated	responses	in	advance

• Hold	crisis	drills	/	rehearse!	
• Dark	sites	

• Tips:
• You	do	not	have	to	respond	to	every	single	
tweet	or	inquiry;	pin	your	tweet	instead

• When	the	statement	is	too	long,	post	to	
website	and	direct	traffic	to	the	URL
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SHOTS	FIRED

STUDENTS	EXPELLED	FOR	
POKEMON	GO

SHREDDING	APPLICATIONS

EBOLA	SCARE

300+	POLICE	OFFICERS	ON	
CAMPUS



• Shots	fired	between	buildings	filled	with	
nighttime	classes

• Police	arrive	and	find	blood	at	the	scene

• Campus	is	locked	down	as	emergency	texts	are	
sent	to	nearly	40,000	students

• More	than	100	area	police	officers	swarm	
campus	along	with	a	dozen	TV	stations

ACTIVE	SHOOTER:	the	incident
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ACTIVE	SHOOTER:	the	incident
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ACTIVE	SHOOTER:	social	media	explodes
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Messaging:	replicated	official	notifications	
• Seven	official	texts	sent	over	four	hours	of	lockdown
• Coordinated	with	web	team	and	media	relations	to	ensure	message	

clarity	and	consistency	across	all	channels

Monitoring:	listened	across	channels	for	real-time	information
• Corrected	misinformation	and	addressed	rumors
• Collected	useful	information	to	help	the	efforts

Managing:	maintained	contact	with	key	leaders	for	information	updates	
• Prepared	for	contingencies
• Drafted	potential	posts	and	messages

ACTIVE	SHOOTER:	social	media	response
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What	would	you	do?

Start	responding

Nothing	/	wait	for	guidance	from	media	
relations	team

Monitor

Let	the	text	alerts	and	emails	be	the	primary	
form	of	communication
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• Dallas	nurse	(Amber	Vinson)	who	cared	for	
Ebola	patient	showed	symptoms	upon	
returning	home	from	a	visit	to	Ohio	

• Three	Kent	State	employees	came	in	contact	
with	Vinson	during	her	visit	to	Ohio

• Vinson’s	mother	works	in	Kent	State	
administration	

• Homecoming	scheduled	for	upcoming	
weekend

EBOLA	SCARE:	the	event
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EBOLA	SCARE:	social	media	explodes
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Messaging:	replicated	official	notifications
• Various	social	media	messages	pushed	via	university	channels,	
president’s	Twitter	account,	media	relations,	etc.

• Coordinated	with	web	team,	media	relations,	CDC	and	Portage	
County	Health	Department	

Monitoring:	listened	across	channels	for	real-time	information
• Corrected	misinformation	and	addressed	rumors
• Collected	useful	information	to	help	the	efforts
• Collected	and	grouped	into	topics/themes	due	to	volume	of	
information/inquiries	

Managing:	maintained	contact	with	key	leaders	for	information	
updates	
• Drafted	potential	posts	and	messages
• Provided	internal	social	community	with	social	media	talking	
points	and	statement

EBOLA	SCARE:	social	media	response
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EBOLA	SCARE:	social	media	response
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What	would	you	do?

Set	up	monitoring	streams

Hustle	to	the	war	room

Activate	media	call	center

All	of	the	above
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@nicolecarlone	|	#SSU2019



• Kent	State	released	Snapchat	story	around	
Pokemon	Go	to	join	the	conversation	

• Student	photoshopped	Kent	State’s	office	of	
student	conduct	web	page	and	tweeted	it

• Photoshopped	web	page	indicated	that	
students	who	play	Pokemon	Go	on	campus	
will	be	expelled

• Web	page/tweet	went	viral

POKEMON	GO	GONE	WRONG:	the	issue
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POKEMON	GO	GONE	WRONG:	social	media	explodes
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What	would	you	do?

Check	in	with	Student	Affairs

Start	responding	about	this	being	untrue	

Don’t	respond;	let	this	fizzle	out	on	its	own	

Laugh	and	call	it	a	day
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Messaging:	responded	quickly
• Responded	via	university	channels
• Coordinated	with	Student	Affairs	and	media	relations	

Monitoring:	listened	across	channels	
• Corrected	the	misinformation	and	addressed	the	rumor

Managing:
• Provided	internal	social	community	with	information	to	
release	via	their	channels	if	they	received	inquiries	

POKEMON	GO	GONE	WRONG:	social	media	response
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POKEMON	GO	GONE	WRONG:	social	media	response

@nicolecarlone	|	#SMSSummit





• Someone	not	affiliated	with	Kent	State	
tweeted	about	shredding	applications	of	
conservatives	

• Tweeter	changed	Twitter	name	to	“Kent	State	
Admissions	Office”

• Tweeter	told	people	she	was	recently	
promoted	and	had	a	long	day	ahead	of	her

• People	believed	her	and	her	tweet	began	to	
go	viral	

SHREDDING	APPLICATIONS:	the	issue

@nicolecarlone	|	#SMSSummit



What	would	you	do?

Call	in	sick

Report	the	Twitter	account

Alert	leadership	and	craft	a	response	

B	&	C
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SHREDDING	APPLICATIONS:	social	media	explodes
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SHREDDING	APPLICATIONS:	social	media	response
Messaging:	responded	quickly
• Quote	retweeted
• Coordinated	with	media	relations	and	
leadership

• Reported	account

Monitoring:	listened	across	channels	(for	over	a	
month)
• Corrected	the	misinformation	and	addressed	
the	rumor

Managing:	
• Provided	internal	social	community	with	
information	to	release	via	their	accounts
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• Heavy	police	presence	on	campus	keeping	the	
peace	as	recent	graduate	organized	an	“open	
carry	walk”

• Opposing	groups	planned	to	attend	

• Social	media	chatter	increased

• Inquiries	from	students,	parents,	etc.	
regarding	safety

300+	POLICE	OFFICERS	ON	CAMPUS:	the	issue
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300+	POLICE	OFFICERS	ON	CAMPUS:	social	media	response
Messaging:		
• Coordinated	with	media	relations,	web	team	
and	leadership

Monitoring:	
• Listened	across	channels

• Including	Facebook	Live	videos,	Facebook	
events,	Snapchat	locations	

• Collected	useful	information	to	help	the	efforts

Managing:	
• Provided	internal	social	community	with	
information

• Live-streamed	press	conference	to	Facebook
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What	would	you	do?

Say	nothing

Choose	sides	on	the	issue

Coordinate	with	leadership

Tell	everyone	to	stay	away
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RECAPRECAP



KEY	TAKEAWAYS

1. Practice!
2. Be	responsive
3. Develop	an	organizational	structure
4. Develop	a	listening	strategy
5. Develop	a	crisis	procedure	
6. Utilize	your	internal	community	
7. Remain	consistent	
8. Manage	your	assets	
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QUESTIONS?
ncarlone@kent.edu
@nicolecarlone
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BREAK



#HigherEdSocial
Crisis Communication FAQ’s

Compiled by: Kelly Bennett

Kelly.Bennett@miamioh.edu
@KellyABennett

























Miami University’s Crisis Comm Plan
● Inform key leadership

○ VP of Marketing and Communications
○ Director of News
○ Dean of Students/Student Life

● Identify action steps 
○ Monitor activity on social media (screenshot mentions and put into a google doc)
○ Direct media inquiries
○ Craft a statement if needed (general counsel is often involved)

● Respond when needed
○ Gauge if a response is necessary or if a statement suffices
○ Try to take extreme responses offline (send us a DM, or “contact our Dean of Student Life…”)

● Live and Learn
○ Adapt the plan as needed moving forward.



Group Activity
30 minutes



Learning from each other

● Break into groups of 5ish
● Share examples of crisis communication at your university/brand
● What were the learnings?



Learning from each other

● Choose one example to share with the room.



Recap

● Have a plan
● Know who needs to be involved
● Each scenario is unique
● We’re in this together -- reach out for help in the #HigherEdSocial Facebook group



Questions?



Break!



Interactive Session



SOCIAL	MEDIA	CRISIS	CHECKLIST

1. Where	is	this	issue	occurring?	What	channels?
2. Is	it	a	safety	threat?	
3. How	many	inquiries	have	you	received?	
4. Have	the	media	inquired	yet?	If	so,	who	spoke	with	them	and	what	were	they	told?	
5. Are	the	police	(and/or	other	authorities)	involved?	
6. Do	you	need	to	activate	your	social	media	response	team?	
7. How	will	you	disseminate	the	social	media	strategy	/	response	to	stakeholders?	
8. Think	ahead:	what	challenges	do	you	foresee?	
9. Will	social	media	be	the	primary	channel	used	to	respond?	Other	channels?
10. What	will	your	social	messaging	look	like?
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SCENARIO	1
A	major	newspaper	has	an	article	in	this	morning’s	
edition	saying	that	a	report	is	naming	your	client	as	
having	purposely	violated	state	and	federal	laws.		The	
headline	clearly	names	your	client	and	puts	you	in	a	
bad	light.	The	Associated	Press	has	amplified	the	

story	and	sent	it	out	to	all	of	its	affiliates.	In	reality,	it	
was	your	top	competitor	who	is	accused	in	the	report,	

but	the	local	newspaper	mistakenly	named	your	
company.	Social	media	is	already	slamming	your	

company	by	the	time	you	walk	in	the	door.	

WHAT	DO	YOU	DO?	
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SCENARIO	2
A	student	who	works	in	dining	services	is	showing	
symptoms	of	the	measles.	This	student	lives	in	

one	of	the	residence	halls	on	campus.	She	goes	to	
the	health	center	and	has	a	confirmed	case	of	the	
measles.	Four	other	students	are	now	reportedly	

showing	symptoms	of	the	measles.

WHAT	DO	YOU	DO?	
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SCENARIO	3
A	high-profile	student-athlete	on	your	campus	

has	been	accused	of	sexual	assault.	This	person	is	
denying	the	allegations,	is	taking	to	Twitter	and	

speaking	poorly	of	the	university.

WHAT	DO	YOU	DO?	
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Questions?


