Mini Social Comms Crisis Plan: Social Media

Not every online complaint is a crisis.

A post about a board member, staff member, or student gains traction

IS this a (shares, comments, local group chatter).

‘', 1 7 The post includes false information or personally attacks an employee
M, or board member.

It's starting to impact morale, community trust, or disrupt learning
(calls/emails to the school, local media interest, staff anxiety, etc.).

Roles & Responsibilities

Superintendent Serves as lead decision-maker. Confers with communications director and possibly
board president. Determines if/when to respond to offender or perhaps publicly.

Communications Monitors the situation, advises superintendent, drafts messaging, coordinates response
Director timeline, and considers tone and accuracy. Screenshots and documents online activity.
Locks down social posts/pages, if needed.

Board President If it's another board member, contacts targeted member to offer support, encourages
other board members to reinforce unified message & no public comments

Targeted Individual Consider not engaging publicly. Communicates privately with communications director,
principal, or superintendent about any threats, emotional impact, or misinformation.

Building/Dept Keep internal staff informed with basic “we are aware” messaging if the issue affects
Leaders morale or rumors are circulating. Redirect questions to an administrative office.
Legal Counsel, Double-checks any messaging. Advises if posts cross lines into defamation,

if needed harassment, or threats.

Key Crinciples

One voice: Only the superintendent or designee speaks publicly for the district.

Facts first, feelings next: Start with what's true, then acknowledge emotions and community concern.

No engagement: Encourage staff to not fight a battle online; if so, only offer facts and no emotion.
Private support, public calm: Handle reassurance and care internally; model professionalism externally.

After-action reflection: Debrief the response: what worked, what could improve, what can be prevented next time.




Step-by-Step Response Flow

Step 1: Discovery

The communications director or administrator identifies the post.
Capture screenshots, date/time, and context.
Quickly notify the superintendent, principal/director, and communications lead.

Step 2: Assessment (Within 1-2 Hours)

Determine scope: Is it spreading? Is misinformation involved? Is it a “repeat offender?”
Decide: Monitor only or Respond publicly?

If media outlets or elected officials are tagging the district, escalate immediately.

(Step 3: Internal Coordination (Within 4 Hours) \

Superintendent and comms director meet or call the board president.

You may need to communicate internally (e.g., to principals or central office staff): “You may see posts
about [topic]. Please avoid engaging online and direct any questions to [comms contact].”

A statement may not be needed. But, if so, prepare a short factual statement:
“We are aware of concerns circulating on social media. Our district is reviewing the situation and will
provide accurate information through official channels.”

Notify the targeted individual privately and offer support. Possibly get a sub or cover duties.

J

(Step 4: Response (Within 6-12 Hours) \

If misinformation is spreading, post a calm, factual correction on the district page, not a debate.
If the issue is more opinion-based or emotional, direct people to appropriate channels:
“We encourage community members to share feedback directly through [email/contact form] so we
can respond appropriately.”
If a staff member or board member is personally attacked, do not mention names publicly. Keep the
kresponse focused on values: respect, empathy, and professionalism. j

(Step 5: Support and Follow-up (Next 24-48 Hours) \

Check in with the targeted individual...yes, again.

Monitor ongoing conversations and tone.

If tension lingers, plan a proactive post or newsletter item emphasizing district values,
kcommunication channels, or the positive work being done. j
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