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http://witter.com/SouthwestAir/status/1607905087074013185?ref_src=twsrc%5Etfw%7Ctwcamp%5Etweetembed%7Ctwterm%5E1607905087074013185%7Ctwgr%5E6919c09a867a836f22d62065b6caba80ab7c6874%7Ctwcon%5Es1_&ref_url=https%3A%2F%2Fwww.npr.org%2F2022%2F12%2F29%2F1145996040%2Fsouthwests-meltdown-social-media


https://www.tiktok.com/@jcn7vc/video/7181844803028569390?is_from_webapp=1&sender_device=pc&web_id=7117958365817783854


Hurric a ne  I ke : Se p t e m b e r 2 0 0 8

During September 2008, Hurricane Ike battered parts of 
Cub a  a nd  Te xa s , c a us ing  ha voc  on  in fra s t ruc t ure  a nd  
a g ric ult ure . 



THEY W ERE 
FO R THIS 
DENTIST







BUT NO NE 
O F THAT 
MATTERED 
AFTER THE 
BRITISH 
NEW S 
MEDIA 
BRO KE THE 
STO RY. 
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THEN THE 
STO RY HIT 
TW ITTER...

P RESS ACTIVISM



3  Ke ys  t o  Su rvivin g  Pu b lic  
Pu s h b a c k



I HAVE A CO NFESSIO N TO  
MAKE...



I'VE CHANGED MY 
MIND...



THE NEEDS O F SP ECIAL INTEREST 
GRO UP S HAVE CHANGED...



THE TRICK TO  DEFENDING YO UR 
DECISIO NS AND SURVIVING P UBLIC 
P USHBACK CO MES DO W N TO  THIS:



IS UNDERSTANDING THAT THERE IS A 
MISMATCH W ITH W HAT VICTIMS 

W ANT AND 
W HAT THEY GET.  



Why Directors and 
Management Have 
Difficulties with 
Victims

Ma na g e m e n t  t ra in ing  in  e t h ic s  a nd  
e m o t io na l c o m m unic a t io ns  is  m in im a l. 

P e rc e ive s  vic t im  b e h a vio r  a s  ir ra t io n a l 

Re luc t a n t  t o  a s s um e  b la m e  o r re s p o ns ib ilit y 



W HAT DO  VICTIMS 
W ANT?



VICTIMS WANT:

Vis ib ilit y 

Va lid a t io n  

Vind ic a t io n

Ac t io n : Firing , a p o lo g y, a b o u t - fa c e , 
a d m is s io n  o f fa u lt  





P RESS ACTIVISTS



P RESS ACTIVISTS



F R A Y



A P R CRISIS IS ABO UT 
VICTIMS



W HAT IS A P R 
CRISIS?



DISASTER CO MMUNICATIO NS



DISASTER CO MMUNICATIO NS
• P O W ER O UTAGES 
• MAJ O R STO RMS
• MAJ O R ACCIDENTS 
• P ANDAMICS 
• TO RNADO / HURRICANE/ W ILDFIRE
• CHEMICAL SP ILL 
• ADVERSE NATIO NAL EVENT  



O P ERATIO NAL 
CRISIS



O P ERATIO NAL 
CRISIS

• Cyb e rs e c u rit y b re a c h
• Em p lo ye e  m is c o n d u c t  
• Le a d e rs h ip  m is c o n d u c t  
• In ju ry/d e a t h
• In it ia t ive  n o t  g o in g  a c c o rd in g  t o  

p la n : ra t e  c h a n g e  ro llo u t
• Un io n  n e g o t ia t io n s  
• So c ia l m e d ia  c r is is
• Ac it ivis t / s p e c ia l in t e re s t  g ro u p s



Vulne ra b ilit ie s

W he re  is  yo u r c o - o p  e xp o s e d ?

• Status quo thinking 
• Culture 
• Forgetting the cooperative principles 
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• Un d e r s t a n d  w h y  m e m b e r s  a r e  
p u s h in g  b a c k



Ta ke  t h e  t im e  t o  lis t e n  
a n d  u n d e rs t a n d  t h e ir 
p e rsp e c t ive .

P RIORITZE THE ISSUE

GUT CHECK: W HAT'S OUR ROLE IN THIS?

CHECK YOUR INTERNAL SOURCES: THEY'LL TELL 
YOU THE ISSUE





2. St a y  c a lm ; d o n 't  t a k e  it  p e r s o n a lly .



David Aldridge
Sep 14, 2022

https://theathletic.com/author/david-aldridge/


Ack n o w le d g e m e n t  
Em p a th y

Va lu e s
Ap p r o a ch  

Co m m itm e n t  





W HEN YO U 
SHUT DO W N 
THE CANCEL 
MACHINE

0 1

0 2

0 3

Take back control of your 
reputation

Repair your reputation

Come out looking better 
than before



INDESTRUCTIBLE 
P R 
RESP O NSE 0 1

0 2

Ta k e
Co n t ro l

Own It

Explain It

0 3 Promise It
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AP P ROACH 

COMMITMENT 
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Stay Calm in the 
Face of Criticism

Do n 't  le t  e m o t io ns  g e t  in  t he  w a y o f  
ra t io na l d e c is io n . 

Re m e m b e r, it 's  b u s in e s s  - n o t  p e rs o n a l. 

Find  a  s o lu t io n  w he re  e ve ryo ne  fe e ls  he a rd . 



R ES P O N S E



I'VE CHANGED MY 
MIND...



TR US T
...a n d  ca r e



3 . Ha v e  a  p la n  
in  p la c e .



Defending your 
decsion with a plan 
in place

Ha ve  re s o u rc e s  in  p la c e  fo r yo u r t e a m . 

Ha ve  a  t e a m  in  p la c e  a n d  in  s yn c  w it h  
yo u r  t h in k in g .  

Ne e d  a  p la n  in  p la c e . 



USE IN 

CASE OF

EMERGENCY
REP UTATIO N



REP UTATIO N 
CRISIS
P LAN 0 1

Kn o w  Yo u r  
Sit u a t io n

Build an Exposure Map
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REP UTATIO N 
CRISIS
P LAN 0 1

0 2

Kn o w  Yo u r  
Sit u a t io n

Build an Exposure Map

Minimize Access

0 3 Make sure you know who 
is talking about your 
board and management



REP UTATIO N 
CRISIS
P LAN 0 1

0 2

In s t a ll
P ro c e d u re s

Create a Social Media Policy

Have a spokesperson at the 
ready

0 3 Have someone on staff 
who understands the 
social media landscape



MOLLYMCP HERSON.COM/CRISISTEMP LATE



TR US T



MOLLYMCP HERSON.COM/CRISISTEMP LATE
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