Crisis response on a
shoestring budget
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@kate rawlins

Specialist in crisis preparedness and digital
communications across a range of industries,
including:

Local and central government

Security: counter-terrorism & major incidents
Oil and gas

Manufacturing and distribution

Banking and finance
Worked on the crisis communication responses
for:

Grenfell fire (United Kingdom)

Panama TR4 disease (Australia)




5 lessons learnt over
the past 12
months...




Low cost and no cost
responding

Investment of time

Prepared to be critical of
trialing new approaches

Willingness to change
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1. Strengthen the
capacity of teams
and tools



Spring clean the resource cupboard




Knowing the skills of
the team

Skills with applications/tools
Languages

Geographical knowledge

Could you host this intel on the
intranet?
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Saying ‘no’ when it doesn’t look right




Or when it doesn’t sound right...

No faith in humanity @twinfold - Jan 21 v
\3!' vg' @brisbanecitygld When did George St around Queens Wharf project

become 1-lane in both directions?

Brisbane City @ @brisbanecityqld - Jan 21 v
Replying to @twinfold

Hi, these lane reductions relate to the Queens Wharf Project. The project
is an initiative of the Qld Gov and is being carried out by Destination
Brisbane Consortium, who are responsible for all enquiries about the
closures. They can be reached at queenswharfbrisbane.com.au/contact/.
Thanks

Contact - Queen's Wharf Brisbane
&’ queenswharfbrisbane.com.au
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Monitoring reports

Who monitors at your
organization?

What tools do you have
available?

Where does the reporting
go?

What does the data tell us?

Tumisu, PixaBay
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2. Fight the good fight
for audience attention



Balancing press and digital narratives

WMailOnline

Home L0700 US, | Sport | TVAShowbiz | Australia | Femail | Health | Sciance | Money | VI
Latest Hoadines | UK Eleotion 2018 | Reysl Family | Prince Andrew | News | World News | Ants | Heaalines |

THE AR TIMES

RNLI funding burkinis for Africans
while cutting jobs

Leo’s homelessness could end with you “

RNLI buys burkinis for Africans as it [
axes 100 UK jobs: How £3.3million of
donations to lifeboat charity are spent
abroad including aid for Tanzania

swimmers and creches in Bangladesh

+ Chief executive Mark Dowie warned the charity was ‘facing major challenges’
« It made loss of £6.3million last year as demand for their service at record levels
« But the charity still intends to increase its annual spend on foreign projects




Balancing press and digital narratives

Sarah Goddard 5

@FundraiserSarah

Sending huge twitter love to @RNLI today. You're doing
amazing work at home and abroad. #ThankYou from a lifelong

supporter!
stefan peterson Vv
e @stefanswartpet
Replying to @martinmckee and @RNLI
We @UNICEF proud to collaborate w @RNLI to save
. Institute of Fundraising children’s lives worldwide
'''' @ loFtweets

713 PM - Sep 15, 2019 - Twitter for iPhone

We stand with @RNLI in their response to the unfair criticism
they've faced — and are heartened to see lots of members
responding in solidarity. The public reaction shows that lots of
people care and continue to be generous with their support.
#RNLI|_disgrace #RNLI twitter.com/RNLI|/status/11...



Thinking beyond the press for audience
attention

Canterbury
People and power = Community Group

IR 4
Election influencers: fight

About

Discussion

for Canterbury plays out e

s e Events
on social media s
Photos
Some call it toxic, but a lively local Facebook Recommencations
group has brought young and old together to Watch Party

trade memes and debate | e Mors

Search this group



Prioritising influence over celebrity

Canterbury | +wmoow L -

Community Group ,

@ Public group ; |
g Edd Withers

About t Works at Edd Withers

Discussion '

Local
influencers

Becky Horsbrugh
@BeckyRLH

Indu Stry ‘ Freelance Journo: Ch4News/AlJaz. Past: AP Asiadesk. |

. Drowning prevention campaigner. Swimming before it was
influencers trendy. 1st Brit to swim Bangla Channel. Bit deaf

© Hackney, London Joined June 2009



Becky Horsbrugh v
@BeckyRLH

It's swimming schemes like this one in Bangladesh the
@RNLI has helped devise. A country where around 40
children drown every single day. They work with local
groups and use their expertise to teach others essential
skills. They should be admired not criticised
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For the cost of a
coffee...

Ask your Strategic Comms
team of influencers they
work with

Approach these influencers
in peace time and start
building a collaborative
relationship on social

Opportunity to gain an allies,
share resources and
establish a network of
trusted voices

!nelkehui_ziqg, PixaBay.
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Create accessible content for your audience

Language

Protect yourself from getting sick *&

@ WHO Thailand @ @WHOThailand - Jan 22

Jasnuanasnmeiiuiie

Protect yourself from
getting sick

Avoiding unprotected

contact with sick

people (including

spitting in public,

touching one's eyes, Dl
nose or mouth) and e (“1 )
with live farm or wild P
animais
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Remember...

4:06 o ? -

< New post

Tag people

Add location

Share

Founders' Hall St Bartholomew the Great, West.

Facebook
Twitter

Tumbir

To include information in graphics in the text — or add ‘alt text’

BRANDED CONTENT

Tag business partner
Allow business partner to promote

abhel t ! pDOSt and s ré< its met S with yol nan
"

the Ads library and your abllity to edit the post will be limit

Learn More
PREFERENCES

Share your posts to Facebook

aticaly share your photo and 0 posts to Facebaook

ACCESSIBILITY

Write alt text




Remember...
To use emojis appropriately

Stay healthy while travelling!

*= When coughing & sneezing cover = & . . with flexed elbow or tissue
- throw tissue away immediately & wash hands

“= If you choose to wear a face mask, be sure to cover # & . . - avoid
touching mask once it's on

@ World Health Organization (WHO) & @WHO - 4h v

#coronavirus #travel

> -

flexed elbow or tissue - throw [ % 5
tissue away immediately and e
wash hands

If you choose to wear a face mask, be
N sure to cover mouth and nose -
: avoid touching mask once it's on

Immediately discard single-use mask
after each use and wash hands after
removing masks



3. Give people what
they want to see



Pre-prepared graphics
& @

7 SUMMER SAFETY TIPS

DogsTrust

Walk your dog
when it’'s cooler;
early morning
or late evening

If you can‘t hold
your hand on
tarmac for seven
seconds, then it's
too hot for your
dog’s paws

=

Ensure your
dog has plenty
of water and
shade all day




Have templates at the ready

Q social graphics X

Social Graphic
Templates

Boost your profile as a pro marketer
with stunning templates for Facebook,
Twitter, Instagram and more. Quick
and easy to customize, allowing you to
create more high-quality graphics than
ever before.

Instagram Post  Facebook Post  YouTube Thumbnail  Pinterest Graphic  Twitter Post  Facebook 2 )



We’re a visual world...
@ Riraona o v

devastating. & #Australia

Images and videos perform
well on social media

That doesn’t mean we need
to create graphics if it's not
our place

... but someone else
probably will

So how do we limit
misinformation?




Publishing data in
raw formats

s GOV.UK Performance HEil

Services data Getadashboard

Make correct information

: Dashboard
openly available Pet passports
HOSt It Online in raW formats This dashboard shows information about how the Pet passports service is currently
like .CSV and .RTF PaC RS
If that’s what the data is, Why  qansactions peryear
hide it? Invest time in 83.1k
explaining the narrative that 0ct 2016 to Sep 2017

supports the reality +1.64% A July 2016t June 2017



Don’t use content
that’s not yours

Use royalty free images:
PixaBay
Unsplash
Pexels
Pixnio
There are bots that troll for
copyrighted images

Check where stock images
have been used before...

David M, Green &
@David_M_Green

Hey @Optus, | just learned you are using an image of my
driver’s licence as an example on your website without
asking me. Can | have some money please?

Licence expiry date

26/01/2021

Please check that the driver's licence
number and state of issue or passport
number and country of origin have been
entered correctly. Incorrect entry may

delay the assessment.




4. Understand the
narrative - and be
forward focused



Understanding underlying issues

Rio Tinto & @RioTinto - Jan 4 v
We have donated a further A$750,000 (for a total of A$1M) to the

@RedCrossAU for bushfire disaster relief & recovery efforts. Our thoughts
remain with everyone affected by the devastation, and those helping the
fight. riotinto.com/news/releases/...

-
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Thinking beyond the reply

Bato @_Bato_- Jan 5 v
Replying to @RioTinto and @RedCrossAU

Thanks but $750k is tiny in comparison to what you spend on climate
change denial special interest groups. You need to do more and do it
quickly.

O () QO 2 Y



Dark sites

bp

Who we are

STEM education

Vatasan peograma

B Foundation

Gulf Commisment

Gulf eervitormaental

restoration

Gult economic

restoration

Dweprwater Horizon

accidant and responia

Where we operote

-

What we do

Community

Media room

BP: GBp 31

Careers

BP Global




Landing pages

Frequently asked questions

Homa  Relunds  Fraquently asked questons

Fraguently asked questions for Thomas Cook refunds u

Refunds

| 'was abrosd on 23
Seplember

| 'was due 1o bavel and
booked directly wih
Thomas Cook

I 'was due to Yavel and
did nat book directly with
Thomas Cook

Fraud

What happsns whan |
maka a csim?

Who has my money?

Whan you boaked your hollday, you paid Thomas Cock or an appanted travel agant and, when the company ceased trading, your money 'was lost
Fortunately, bacause Thomas Cook's package hokdays were ATOL prolecied, we are abla to reimburse you the money you paid for your Thomas Cook
hofiday from the ATOL scheme's compensation fund.

What is and isn't covered by ATOL?

The ATOL schame provides fnancial protection for package holldays, When & lour operator selis a packege hollday, this must inchude flights, shong win
accommodalion, bansfers andior car hire 1o be ATOL profected. On occasion some excursions or tours are included n the ongnal package, however
this woukd have bean made clear when you arignally bocked and would appear under one booking on your Thamas Cook booking documents. Many

oplional extras may nol be included within the original package and herafore woukl not be reimbursed by the ATOL schams,

What do | do If It has been longer than 60 days and | have not recelved an emall or my money?



H

Thinking ahead: how
and why?

All crises evolve — listening
and forecasting is key to
owning the narrative.

Consider having two

response group: one dealing
with the now, another

focused on recovery

What will the record say
about the response in years
to come?



5. Have the right
rocesses

and know what to do with them)



Knowing how to contact your people

Creating a WhatsApp group
of key contacts

A Health alerts: Bushfire smoke

3
# Queensland Government

Being honest about the
knowledge of contacts with
other areas of the
organisation

Website (banners etc.)

IT

Marketing

Queensland Health

Public health & wellbeing Clinical practice Health system

Press



Log in

usiness Money Opinion Tech Life Style Travel Cultu

See all Tech

f  Technology Intelligence

WannaCry cyber attack cost the NHS £92n
as 19,000 appointments cancelled

Knowing how to access
your information

Can you function off the
network? (online only) S |
I:f sltare"’} ‘ y f f@/) D

Save

Who has the logins?
Social media accounts
Media centre
Websites




Approved responses for social media

Our Appoved Channels

Twitter: @channel1 @channel2
Facebook: Channal 1 Channs! 2

LAST APPROVED: 09/12/2018 @ 18:00 by Kate Rawlins: Group Crisis Leader (Sunday)
Due for Revision: 10/12/2018 @12:00 by Tim Lioyd: Group Crisis Leader (Monday)

Topic
Lovewm (psum dolar s amel, consectaiie
adipiscing ot Aangan convnoedo Boula
aget dolor

Lorew (psum dolar skt amet, consactete”
adipisting eft. Acnean comvnedo Dpuls
ager dolar

Lovem (psum Jolar s amel, cansestenlie
adipiscing efit. Aangan commodo Ipufa
aget dolor

Twitter response (280 characters)

Larem ipsum dolor sit amet, consactetuer adpesang ein
Aangan commaodo Boula aget dolor. Aengan massa, Cum s0088
ratoque penatibus et magnis dis parturient mantes, nascetur
rdicstus mus, Donec quam felis: https:shortink couk

Lorem ipsum color sit amet, consectetuer aopisdng eit
Aenean commmodo hguls eget dolor. Asnsan masss, Cum soors
ratoque penatibus et magnis dis parturiant mantes, nascetur
ridiosius mus. Danec quam felis: https:shortinkcco.uk

Lorem ipsum dolce it amet, consactetuar adipiscing el
Acnean commodo Bgula eget delor. Aensan massa. Com socis
ratoque peratibus et magnis dis pacturient montes, nascetur
ridicuis mus, Donec quam fells: s sherink couk

Facebook response

Lorem ipsum dalor st amet, consectetuer adipong elit
Aeraan commado ligula eget dolor. Aenean massa. Cum socis
rateque peratibus et magnis dis parturiert montes, nasoetur
ridiculus mus, Donec guam feks, ultnices nec, pellentesque =y,
pretium quis, sem. Nula consequat massa guis enim, Donec
pade justo, fringilia vel, diguet nec, vulputate eget, arcu. In
enim justo, rhoncus ut, imperdiet 3, venenatis vitae, justo
Nularm dictum fels eu pede mollis pretium

Lorem Ipsum dolor sit amet, consectetuer adipiscing elit
Aenean commedo liguls eget dolor. Aenean massa, Cum socis
natoque penatibus et Mmagnis dis parturient montes, rascetur
ridiculus mus. Donec quam folis, ultricies nec, pelientesque eu,
pretium quis, sem. Nula consequat masss guis envm, Donec
poche pasto, fringite val, aliguet nec, vulputats eget, arcy. In
enim justo, rhoncus ut, impardiat a, venanats vitae, justo
Nulam dctum fels eu pede mollis pretium.

Loram ipsum dolor sit amet, consactetiuer adipiscng alit
Aenean commodo ligula eget dolor. Aenean massa. Cum sccls
natoque peratibus et magnis dis partunert montes, Pasoeur
fdiculus mus. Donec quam falis, ultricss ned, pellntasque au,
pretium quis, sem. Nula conscquat massd quis enim, Donec
pade Justo, fringlia vel, diguet nec, vulputate eget, arcu. In
ervm Justo, rhoncus ut, imperdiet &, venenats vitse, justo
Nulam cictum fels au pade mollis pretium,

irect message respon

Lorem ipsum dolar s amet, consactetuer sdipiscng &it, Aenean
commodo Sgula eget dolor. Aenean massa. Cum sodis natoque
penatibus ot magns dis parturient montes, nascetur ridiculus
mus, Donec quam fels, ultrices nec, pelertesque eu, pretium
Quis, sem. Nulla consaquat massa quis enim. Donec pede psto,
fringilia vel, alicuet nec, vulputate eget, arcu. In enim justo,
rhonous ut, imperdiet 3, venenatis vitae, jJusto. Nullam dictum
fels au pede maollis pretium, [Integer tincdunt. Cras dapbus
Vivamass @ementum sempar nisi. Aengan vulputate elefend
tellus. Acnean leo

Lorem Ipsum dolor st amet, consectetuer adipiscing olit. Aencan
commodo igula eget dolor. Aenean masss. Cum sodis natoque
penatius ot magns ¢is pacturient montes, nascatur ridiculus
mus. Donec quam feds, ultrices nec, pelertesque eu, pretium
quis, sem. Nulls cons=quat massa quis enim. Domec pede Justo,
fringilin vol, aliguet nec, vulputate eget, arcu. In enim justo,
rhonous ut, impardiet a, venanatis vitaa, justo. Nullam dictum
felis eu pede maollls pretivm. Integer tincidunt. Cras depdbus
Vivamus elementum semper nisi. Aenean vulputste elefend
wilus, Aenaan leo

Loram ipsum dolor st amat, consectatuer adipiscing ofit, Aanean
commoedo igula eget dolor. Aenean massa. Cum sodis natoque
penabibus &t magns s parturient montes, nascetur rdicubus
mus, Donec quam feds, Wrices nec, palertesque &y, pretium
quis, sem. Nulla consequat massa quis enim. Donec pede justo,
fring!ita vei, aliguet nec, vulputate eget, arcu. In enim justo,
rhancus ul, imparchet &, verenalis vitas, Justo, Nullsm dictum
falis ey pade mollis prétivm, [neger tincidunt. Cras dapus
Vivamus efementum semper nisl Agnean vulputate elefend
tellus, Aenean leo




Pausing marketing & BAU

YOUR 1 i o .
RN Gatwick Airport LGW & (" Fotow ) ~
Gua. @Gatwick_Airport . /

Know who to ask _ o
Unconfirmed reports of a drone sighting led

Remind them to ask to runway suspension for a total of 14 mins.
Operations fully resumed and police
partners/stakeholders investigating.

1:04 PM - 2 Jul 2017

23 Retweels 30 LKes o ‘ 0 0 - ” g . -,

Q 17 11 23 Q 30 =

(;\ Gatwick Express & v
@GatwickExpress
¥ ! Have you been affected by the #drones at Gatwick
<t 2 If your travel plans have been changed, we've made
the following arrangements to help get you on the move
without any further hassle.

n Info here = gatwickexpress.com/travel-informa...



Paid for content

Know the process for
purchasing paid for posts on
social

Know who has the
authority/power to switch a
campaign off

Australia has already
lost 95% of their koala

Paid for by WWF UK






Wash-ups

Be critical and specific
What worked?
What didn’t work?

Challenge why things were
unsuccessful

Prioritise making changes

) a "
FreeBRiotos, Pixabay W



Keeping a diary

High level details of
performance
Times: receiving and actioning
People
Context
Decisions

Provide enough detail to allow
you reflect and recall, later.




Final pieces of advice...



v’ Current contact directory v Off-network collaboration

- core staff - Google Drive/Dropbox

- marketing/campaigns

T - WhatsApp v Social media response

el @artine v" Social media monitoring template

- partners dashboards v’ Staff skills directory
Y Access to logins v’ Access to darksites and organization chart

- social channels :

: landing pages v" Response role
- website
- media centre description cards

Go bag ‘essentials’ Upgrades



To recap...

You can respond well on a budget, if you’re willing to invest time
Preparing starts today

A need to be critical of trialing new approaches

Willingness to change

Practice your response capabilities



Thank you.

Free helpful resources:

www.helpfuldigital.com/PublicSectorComms

Kate Rawlins
07429263952
@kate_rawlins__

kate@helpfuldigital.com

=

¢

-



