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67% of American 

adults get news 

on social media. 
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People trust 
messages from 
friends 5x more 
than brands. 
   
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60% of users post content  

they haven’t even read. 
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47% of social media 

users surveyed have 

used these channels to 

access information 

during an emergency, 

disaster or severe 

weather event. 
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More than half (55%) of 

respondents would use 

social media in an area-wide 

emergency to let friends and 

family know they were safe. 



Public’s Expectations  
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36% believe it should take less 

than 1 hour for help to arrive after 

posting a need on social media. 
 



    In general, many users… 

 Want immediacy, relevance and transparency. 

 Get at least some of their news from social media. 

 Trust what their friends say more than what you do. 

 Don’t always read what they pass along. 
 Are RIGHT. (And you are WRONG.) 
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The Challenge 
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Given today’s social media  
landscape, how can we best  

manage a crisis? 
 

• Prepare • Respond • Recover 
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 Monitor regularly. 

 Cultivate strong, loyal communities. 

 Build relationships with influencers. 

 Help your communities prepare. 

 Anticipate the most common issues. 

 Identify your crisis response team. 

 

 

Prepare 
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Digital Volunteers:  

help during disasters 
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Respond 
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 Be part of the solution. 

 Publish regular updates. 

 Listen and respond to audiences. 

 Share insights with stakeholders. 

 Empower your online communities. 

 Don’t feed the trolls. 
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1. Information 

gap? 

2. Battling 

rumors? 

3. They don’t 
believe you? 

Seek greater 

context with 

verified sources. 

Be part of the 

solution. 

Locate the source. 

Let people know 

you’re taking it 
seriously. 

Mobilize your 

supporters and 

share third-party 

opinions. 

Cheat Sheet 



 Offer advice on recovery. 

 Provide updates on progress. 

 Show stories of those we’re helping. 
 Share how audiences can assist. 
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Recover 
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