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Communicating during a crisis



Correcting erroneous information



Twitter followers
May 2012:  1003 followers

August 2012:  2045 followers



Example tweets



Responding online
•Comments appear directly below problem story, rather 
than a later correction or letter to the editor

•Unfiltered:  In general, comments are not edited, vs. 
corrections or letters to the editor

•Always identify yourself as a spokesperson for the client

•Remind employees of company public communication or 
social media policies

•Public communication is likely already covered by existing policy
•May require a slight revision to include pseudo-public venues, 
such as Facebook


