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Nearly all brands are now present on so cial me dia, and while this could pro vide many ben e -
�ts, let’s face it—there will be negative feed back, and worse, trolls. Some of the com ments
should be taken as con struc tive crit i cism, which is wel come, but what could we do about
those who seek to dam age or ma lign our brand?

We asked Con nie Kala gayan, our re source per son on is sues and cri sis man age ment, to shed
some light on how best to deal with this very mod ern dilemma.
How should we deal with trolls on so cial me dia?
What ever en gage ment a brand’s so cial me dia ac count gen er ates should al ways be viewed as
a feed back mech a nism. It is a cause for con cern only if it is pestered by trolls be cause it
means that a cer tain group of peo ple has an agenda re gard ing or to wards the brand. Only re -
act to cred i ble in �u encers and re spond to them through a pm or pri vate mes sage. Drown the
negative com ments of trolls with pos i tive mes sages. Trolls should be ig nored. They have
their own vac uum and their negative com ments just bounce o� among them selves. Re mem -
ber that a virus or a vi ral mes sage is only vi ral to those in fected.
If our cus tomer posts a negative com ment and it goes vi ral, do we keep si lent?
The best strat egy is to al ways reach out to the ag grieved cus tomer. Find out de tails of his/her
com plaint and re solve the is sue. It is also best to cor rect any mis con cep tions that are writ ten
about the prod uct. Present the facts, show con cern and re it er ate your brand val ues. Keep ing
si lent is tan ta mount to ad mit ting guilt.
How ever, weigh the is sue be cause there are some cases when you need to let go and just ig -
nore it es pe cially if it has not gained trac tion, or there is no truth to the ac cu sa tion and the
cus tomer is just try ing to at tract at ten tion. Al ways an a lyze the is sue, take a step back and
look at it from the out side look ing in, rather than from the in side look ing out.
How do we pre vent an em ployee whose video goes vi ral, which could then neg a tively a� ect
or de stroy our brand image?
If your em ployee is in volved in a vi ral video and af ter your in ter nal in ves ti ga tion proves that
he/she is in the right and/or is not at fault, stand by your em ployee and de fend him or her. If
how ever proven that he/she is at fault, the com pany should con demn the act and say that
this be hav- ior is not tol er ated and does not rep re sent the val ues of the com pany. Ask the
em ployee to apol o gize and set tle with the vic tim or o� ended party.
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Should we screen our em ploy ees’ so cial me dia ac counts from time to time? If they are rant -
ing about the com pany, what should wedo?
First, it is im por tant that a com pany should have a So cial Me dia Guide line that ev ery em -
ployee should know and fol low. Sec ond, a com pany should have a so cial me dia man ager who
is al ways “on.” Part of the task of the so cial me dia man ager is to mon i tor closely all pub lic
so cial me dia ac tiv i ties and do “lis ten ing” and “an a lyt ics.”
It is un eth i cal for an em ployee to rant against his/her own com pany. By us ing the com pany’s
So cial Me dia Guide line, a com pany can dis miss an em ployee for vi o lat ing this rule or pol icy.
Kala gayan will be fa cil i tat ing an other run of “Is sues and Cri sis Man age ment: Re spond ing to
Me dia in Times of Cri sis” on Aug. 1-2, 2018.
This in ter ac tive pro gram is de signed to help pro fes sion als gain a valu able skill: the abil ity to
re spond to tra di tional and so cial me dia in times of cri sis.
Trolls should be ig nored. They have their own vac uum and their negative com ments just
bounce o� among them selves
The In quirer Academy is at 4168 Don Chino Ro ces Ave. cor ner Ponte St., Makati City. For
more in for ma tion about the work shops or if you would like to add your in put on the ar ti cle,
you may email ask@in quir era cademy.com, call (632) 834-1557 or 7712715 and look for Jer -
ald Miguel or Judy Bon doc, or visit the web site at www.in quir era cademy.com.


