
MONITOR

IMPROVE RESPONSE TIMES

Immediately get alerted on any changes to  
brand KPIs and stay ahead of the conversation 
by identifying all mentions on high risk issues.

ACT WITH CONFIDENCE

Make informed decisions by quickly and  
accurately determining how customers are  
responding to an issue and decide whether  
you need to act.

KNOW THE RIGHT WAY TO ENGAGE

Know how customers are talking about the  
crisis – understand the emotions and behaviors 
on underlying issues to craft the best response.

PROTECT BRAND REPUTATION

Actively track in real-time how your response has 
defused the crisis or identify additional actions 
that need to be taken.

KEEP STAKEHOLDERS INFORMED

Keep stakeholders informed throughout the 
process with real-time executive dashboards 
and scheduled reports.

CREATE A SCALABLE FRAMEWORK

Utilize this consistent repeatable process for 
all crisis situations to ensure a crisis never 
spirals out of control.

28% OF CRISES SPREAD INTERNATIONALLY WITHIN 1 
HOUR1

During a crisis, timely alerts and accurate insights are of the utmost 
importance. Accurately understanding the magnitude and speed at 
which an issue spreads help determine when and when not to respond. 
Additionally, understanding the emotions and behaviors customers are 
expressing helps brands get the right context to understand if the issue 
needs to be addressed, how to respond, and the effectiveness of the 
response.

CRISIS MANAGEMENT BEST PRACTICES

Activate Alerts to Identify Anomalies: Strategically leverage the  
NetBase alert suite to immediately identify mentions of known issues 
and unexpected changes in conversation.

Determine the Severity of the Issue: Compare the volume and virality 
of crisis conversations to your overall brand conversation and previous 
crises to dictate if a response is needed and if necessary, who should 
deliver the response.

Know Who is Talking: Segment conversations by promoters and  
detractors and learn about their characteristics such as profession,  
interest, geography, and influence level of those involved to help  
better formulate a strategic response and response.

Identify Themes to Formulate Messaging: Understand the tone and 
emotions expressed in customer conversation to determine the type  
of response that will resonate with those affected.

Measure the Effectiveness of Response: Determine the effectiveness 
of your response by performing before, during, and after analysis to 
understand shifts in volume and sentiment toward your brand. 
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ABOUT NETBASE

NetBase is the award-winning social analytics platform that global companies use to run  brands, build businesses,  
and connect with consumers every second. Its platform processes millions of social media posts daily for actionable  
business insights for marketing,  research, customer service, sales, PR, and product innovation.

RELATED NETBASE CASE STUDIES

Ames Scullin O’Haire – Learn how Ames Scullin O’Haire and the Georgia Aquarium used NetBase to quickly address 
the concerns of the public and protect their brand reputation in a time of crisis.

Camp + King – Learn how Camp + King used NetBase to avoid fanning flames into an inferno following the Sacramento 
Kings logo leak.

James Madison University – Learn how James Madison University increases campus safety and accurately crafts re-
sponses to avoid crises with NetBase.
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P: 650.810.2100
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Santa Clara, CA 95054

CRISIS MANAGEMENT WORKFLOW

ESTABISH AN ESCALATION PROCESS

Identify emerging issues quickly and formulate an appropriate response to mitigate the risk to brand reputation.

1. Execute preemptive measures

2. Execute diffusive measures

3. Execute containment measures

An often overlooked piece of crisis management is establishing a process for when emergencies occur. When laying out a 
process, determine who owns each stage of the process and which departments need to be involved based on issue type 
or issue severity. As a starting point, it is best to check with your internal PR or Communications teams who typically have 
pre-defined rules for handling certain types of crises.
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NEW CANDIDATES
Gate 1: Do we preempt,
track, or dismiss this issue?

KNOWN THREATS
Gate 2: Is this issue getting
amplified and if so do we 

INCREASING THREATS
Gate 3: Is this issue going out-of-
control and spreading globally,
if so which response is triggered?

PAST THREATS
Gate 4: Is the issue contained?

Monitoring Tracking Escalating Responding


