
     Using social media during a crisis 
 



CDPHE’s social sites 

Facebook 
is features 
 
Twitter 
is news 

Presenter
Presentation Notes
Think of a tweet as a title or headline.You can automate your Tweets to Facebook, or copy/paste your posts to other social sites for more coverage. [Twitter settings, apps tab, connect to Facebook]We use Facebook to post longer messages,  usually with images.



Instagram is a compelling 
photo. 
 

Pinterest is an image gallery. 

Presenter
Presentation Notes
Instagram – when we have time and an image worth sharing, such as CDPHE holding it’s electronics recycling event, Bike to Work Day, etc.Pinterest – Gallery based on our strategic priorities and other concerns. Again, we update it when have time.The difficult thing about Instagram is that there is no desktop version for posting (viewing only), so if you’re going to use it, be comfortable posting on a tablet or mobile device.Before we started using Instagram and Pinterest, we established placeholder accounts to save our preferred name. �



Tips & tricks 

 Lots of 
images; 
size them 
correctly. 

 

Make 
Facebook links 
your own. 

 

Tag your 
partners 

Presenter
Presentation Notes
-- Professional and pleasing to the reader. Using relevant photos or videos normally increases engagement on all sitesSquare images you size for Facebook work nicely on Instagram as well. The Instagram app sizes it down properly. -- You can easily change the link message to one that better suits your objective and sometimes get rid of ugly photos. Show --  [http://www.ready.gov/kit  On Facebook, change link text to What’s in a basic disaster kit? Having these supplies ready to go will make you better prepared to assist your loved ones.” Change photo. Tag Boulder County Public Health and Jefferson County Public Health]-- Tagging your partners brings their attention to your post and can help increase followers and engagement. Lists are especially helpful during an emergency. Show -- [Tweet: How to build a basic disaster kit: http://www.ready.gov/kit @TCHDEmergency, @weldgov @ElbertCountyOEM]�



 Shrink those 
unsightly URLs 
 
 

http://thelongestlistofthelongestst
uffatthelongestdomainnameatlong
last.com/wearejustdoingthistobest
upidnowsincethiscangoonforevera
ndeverandeverbutitstilllookskinda
neatinthebrowsereventhoughitsab
igwasteoftimeandenergyandhasno
realpointbutwehadtodoitanyways.
html 

http://goo.gl/XeHx or 
 

http://bit.ly/1gZ33zV 

Presenter
Presentation Notes
-- Long urls  -- whether short or long is best practice is a matter of opinion.-- Use goo.gl to show how.-- Twitter automatically shortens long urls to shortened 22 character urls. URLs take 22 characters regardless of their actual length
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We love to wash our hands 
and hope you do, too. 

The Colorado Department 
of Public Health and Environ- 
ment promotes the process of 
proper hand hygiene among 
its employees,  partners and 
stak… 

Write lean and clean 

Presenter
Presentation Notes
… For a link, sometimes no extra words are necessary. Remember, you can change the link text to suit your needs.-- Avoid  “Don’t panic.”-- Please RT. Thanks for the RT-- Write like you talk�-- The fewer words, the better. -- Use personal pronouns-- Write in positives. “Boil water, ”not “Don’t drink the water.”-- Ask for retweets. Say please and thank you.-- Avoid technical terms and jargon.



Presenter
Presentation Notes
Social during a crisis. Focus on Twitter.  Remember, you can link your social accounts during an emergency to make sure your message goes to all channels, or you can copy the same message into various channels – connecting them means less work for you, ensures double coverage.



Floods, 2013 

Presenter
Presentation Notes
2013 Floods.	-- First time using social in any real way during an emergency.-- First messages were immediate: Stay out of the water the water. Boil water (specific instructions how). Posted health/safety information that could be followed without looking at a link. People only retain a little information when they are anxious.-- Later messages about public health during cleanup, tetanus shots, sanitizing with bleach, etc.-- We tweeted an error on sewer breach in Boulder County. We corrected it 1 tweet later. Some studies show that while social media spreads true and false statements during crisis, it tends to be self-correcting. 



Ebola, 2014 

Presenter
Presentation Notes
-- Not a real emergency, but reassurance was demanded. The public wanted to know we were “ready to respond” and what actions in Colorado was taking. We did a lot of posts about resources online and a lot of posts about how Ebola NOT spread. Used hashtag #FactsNotFear. Heavy posting through October, then interest seemed to subside until January, when the media got word of a person being evaluated for Ebola at Denver Health. Posted throughout the day with updates about testing, ended with “patient doesn’t have Ebola, is not a risk to others.”



Animas Spill, 2015 

Presenter
Presentation Notes
-- There was a JIC in this case, so information vetting and release was a little slower. -- Drive traffic to partners when they are the ones giving out the most current info. San Juan Public Health had information before we did, so our first tweet referred followers to them.-- If you’re not ready on the scene and will release information as quickly asto post specific information, you can get your agency’s voice out there, even if it’s just to show the agency is on the job and aware of the situation: “We’re  we can.” Images are very reassuring. Ask for them and use them! 



Social shouldn’t be an afterthought 

Include the social media manager! 

Presenter
Presentation Notes
Questions to answer for a looming crisis:-- Are you the lead agency? If not, repost to drive followers to the right place.-- How are you using social? To spread health and safety information before news releases or statements are vetted and issued or to reinforce and reiterate messages after that? Accuracy is easier when you are following the news releases, but sometimes messages need to get out more quickly.--  Which sites will you use? Again, recommend using Twitter and posting back to Facebook or other sites.          -- Do you have a process for people to send social messages to the social media manager? To avoid garbled messages or mistakes.  We have a half-pager to explain that to people.-- How will your messages be vetted? You can normally go ahead and post health and safety facts without vetting.Include the social media manager in status meetings!!



Tips and tricks 

 Research and develop a stockpile of 
factual heath/safety messages. 
 

 Determine the right hashtags.  
 

 Determine partners and create a list for 
that specific emergency. 

#ready 

Presenter
Presentation Notes
Research and develop a stockpile of factual health/safety messages.-- Include links for more information. -- Try shorten direct instructions to fit in a single post. -- Anticipate and develop likely answers to public questions. -- Draft initial messages.Determine the right hashtags-- If in doubt, use more than one. -- Use Twitter search to try your tags to see what’s taking.  Show: [Show twitter advanced search: search #coflood, advanced search hashtags, account and dates]-- Check media outlets.Determine partners/create a list-- Tag partners. -- Ask for retweets.-- Create a list of partners for the specific crisis.



#relax 

 Accurate and credible is more important 
than “first.” 

 

 Misinformation will be circulated.  
 

 You won’t keep up with everything. 
 

 You may get left out of the conversation. 
 

 Do your best. 

Presenter
Presentation Notes
Accurate and credible-- Get the facts right and repeat them often.-- Use simple nontechnical terms. -- Be honest.Misinformation-- Correct it with your own factual posts, and ask for reposts. -- Social media can be self-correcting as the network quashes false posts and promotes true ones.You probably won’t be able keep up-- There’s no great automated process for monitoring all that misinformation and chatter.  You may get left out-- In the heat of a crisis, people may forget to include you or forget to follow a process for sending social messages.Do your best-- You may use the wrong hashtag or feel like you’re spending too much time looking stuff up. You’re unlikely to tag all the relevant partners. Things change rapidly. Be flexible, and do what’s in your control. 





S   Social media exercise 
 



Scenario 
On Oct. 7, Adams County hosted a large sporting event with approximately 20,000 people in attendance. In preparation for the 
sporting event, the complex held two mandatory training days for all 150 event staff on Oct. 4 and 5. Event staff were being trained 
to perform customer service tasks such as ticket handling, food preparation or service, direct sales of tickets, or leading people to 
their seats. Small groups of trainees would work closely with a trainer to learn each task, and the trainees mingled freely sharing 
smokes and drinks with one another during breaks.  
 
On the afternoon of the first day of the pre-event training (Oct. 4), one member of the event staff, John Smith, suddenly became ill 
with fever, headache, cough and chills. John told his co-workers that the week prior to the mandatory training (Sept. 21-28), he 
spent time at his grandparent’s farm helping his grandpa clean out an old barn with a history of rodent infestation. His grandpa told 
him the squirrels at the farm had been dying recently. John had a cat on the farm, who lived mainly outside. The cat had recently 
seemed sick, but John had allowed him inside and onto the couch with him. John really needed the job so he continued with the 
training though he felt quite ill. 
 
By the second day of the pre-event training (Oc. 4), John’s symptoms had worsened. He became nauseated and was coughing 
frequently. His supervisor took him to the hospital where he was diagnosed with pneumonia. Tests for viruses came back negative 
and it was unclear what infectious agent was causing the pneumonia. With the exception of the supervisor who drove the employee 
to the hospital, none of the other event staff paid much attention to their sick co-worker, and everyone else completed the two day 
training. 
  
On the day of the sporting event (Oct. 6), 6 of the 150 event staff called in sick (including the supervisor who had taken John to the 
hospital) but the remaining staff showed up for work. People began pouring into the stadium, interacting with the staff. Some of the 
event staff who were working weren’t feeling well and were coughing. A few of them even had to leave work as they felt too ill to 
continue. 
  
After the sporting event, local area hospitals and clinics noticed a significant increase in patients presenting with fever, chills, and 
exhaustion. Some of these patients also had respiratory and pneumonic symptoms. Influenza testing was negative in these patients, 
and hospitals struggled to identify the agent causing the illness. Since the disease had a respiratory component and appeared to be 
transmissible person-to-person, hospitals began to enforce their applicable infection control protocols related to controlling the 
spread of the disease including the use of personal protective equipment (PPE) and appropriate patient isolation. 



New information 

Hospitals have officially identified the 
agent causing the illness as coughmonic. 
 

FAQ 
What are the symptoms of coughmonic? 
Symptoms occur 1-2 days after exposure and are similar to pneumonia: shortness of breath, chest 
pain, coughing, headaches , fever and possibly bloody or watery mucus. 
 

How many people are ill with coughmonic? 
There have been 5 confirmed cases of coughmonic. 
 

Is there a vaccine for coughmonic? 
There is no vaccine, but the illness can be cured with antibiotics. Those infected should finish their 
prescriptions to ensure it is effective. 
 

How to prevent spread of coughmonic and stay healthy.? 
Practice good hygiene. Wash your hands frequently. If soap and water isn’t available, use alcohol-
based hand sanitizer.  Avoid being around sick people, and if you are sick with a fever, stay away 
from others until your fever has gone away. See your doctor if you are experiencing symptoms. 



Rumor 

@9NEWS 20,000+ attendees of Oct. 
7 sporting event infected with 
#coughmonic; @hickforco among 
them. #viralguv 



Notes 
Using images correctly 
 

 http://sproutsocial.com/insights/social-media-image-sizes-guide/ 
 Google “free image resizing tools.” 

 

Shrinking urls 
 

 Use goo.gl or https://bitly.com/ or 
 Google “url shorteners.” 

 

Searching hashtags 
 

 https://twitter.com/search-home  
 https://www.hashtags.org 
 

Writing 
 The fewer words, the better.  
 Use personal pronouns 
 Write in positives. “Boil water, ”not “Don’t drink the water.” 
 Ask for retweets. Say please and thank you. 
 Avoid technical terms and jargon. 
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Presentation Notes
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Notes 

shannon.barbare@state.co.us | 303-692-2028   juliann.bertone@state.co.us | 303- 692-6307 

Questions to answer 
when a crisis is looming 
 
 Are you the lead agency? 

 If not, repost to drive followers to the right place. 
 
 How are you using social? 

 To spread health and safety information before 
news releases or statements are vetted and issued 
or to reinforce and reiterate messages after that? 

 
 Which sites will you use? 

 
 Do you have a process for people to send social 
messages to the social media manager? 

 CDPHE’s guide for sending social posts 
 
 How will your messages be vetted? 

 
 Include the social media manager in status meetings! 

#Ready and #relax 
 

 Research and develop a stockpile of factual 
heath/safety messages. 

 Include links for more information. 
 Try shorten direct instructions to fit in a single 
post. 
 Anticipate and develop likely answers to 
public questions. 
 Draft initial messages. 
 Disaster social media library 

 
 Determine the right hashtags. 

 If in doubt, use more than one. 
 Try your tags to see what’s taking. 
 Check media outlets. 

 
 Determine partners and create a list for that specific 
emergency. 

 Tag partners. 
 Ask for retweets. 
 Create a list of partners for the specific crisis. 

Facebook  |  Twitter  |  Instagram  |  Pinterest 

https://www.facebook.com/CDPHE
https://docs.google.com/document/d/1-bfEPFyyMb2pz8ppp6ixsx6XjuLM6UqAmb9Q5nJoXiA/edit
http://publichealth.drexel.edu/research/research-centers/center-for-public-health-readiness-communication/social-media-library/
https://www.facebook.com/CDPHE
https://twitter.com/CDPHE
https://instagram.com/cdphe
https://www.pinterest.com/cdphe/
https://www.facebook.com/CDPHE
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