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• More than half (61%) of Fortune 500 CEOs have no social media 

presence whatsoever.

• Only 60% of CEOs who have Twitter accounts are actually tweeting.

• Barriers include lack of time, questions over ROI and FEAR. 

Be Part of the Conversation



• Social media connects organisations to a wide range of stakeholders –

Including staff, volunteers, donors, service users or members, key 

influencers (e.g. government, journalists) and board members. 

• Not just a ‘thing for young people’: Today, 83 percent of parents are 

friends with their teenager on Facebook.

• Social media is well placed to address the varied and demanding 

requirements non profits face.

• Social media is cost effective.

Be Part of the Conversation







When a Crisis Hits

• ACKNOWLEDGE the issue.

• APOLOGISE and state the actions you’re taking to resolve the issue.

• TAKE IT OFFLINE – If dealing with a negative comment that’s a 
legitimate complaint, encourage a discussion via private message, 
email or phone. Then state publicly what action you’ve taken and the 
outcome. 

• KEEP ENGAGING – Listen, Talk, Listen again and take cues from your 
audience about when it’s time to ‘move on.’



Case Study: Tripod Farmers Group



Case Study: Tripod Farmers Group

• Published optimised updates regarding outbreak response on 
website and linked to these via Facebook.

• Responded promptly to customer concerns via Facebook –
Answered questions and corrected misinformation. 

• Empathised with the audience – Talked to them, not at them.



Case Study: Tripod Farmers Group



Case Study: Dan from Optus



Case Study: Dan from Optus



Case Study: Dan from Optus



Summary

• Have	a	clear	guidelines	 for	how	your	organisation	communicates	
online	 (include	your	expectations	for	key	staff	and	their	personal	
social	media	accounts).

• Empower	your	team	to	act	swiftly	when	a	crisis	hits.

• Be	authentic,	empathetic	and	demonstrate	credibility	and	
professionalism	 in	your	online	conversations.
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