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Introduction to Crisis
Communication Across

"Messaging Platforms
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In today's fast-paced world, crisis communication can mean the difference between control and
chaos. Whether responding to a natural disaster, public health crisis, or corporate emergency,
clear and timely messaging is essential to guide people, reduce confusion, and ensure safety.

Crisis communication can indeed mean the difference between control and chaos, as clear and
timely messaging is vital during emergencies. Whether it's a natural disaster, public health crisis,
or corporate emergency, well-managed communication ensures safety, reduces confusion, and
provides guidance during uncertain times.

Here are some statistics that emphasize the importance of clear and timely messaging in crisis
communication:

Natural Disasters

Research shows that effective crisis communication can reduce fatalities and improve disaster
response. For instance, during Hurricane Katring, the lack of timely messaging contributed to
public confusion, hampering rescue operations and worsening the crisis

Public Health Crises

In public health emergencies, such as the COVID-19 pandemic, the CDC emphasizes that proper
messaging_about safety protocols, vaccinations, and public behavior directly influences
outcomes. Accurate information dissemination helps mitigate panic, increase compliance, and
save lives

Corporate Emergencies

According to the 2024 BCIl Emergency & Crisis Communications Report, 85% of organizations
agree that rapid communication with stakeholders can prevent business losses during crises.
Companies increasingly use crisis communication strategies and tools to ensure operational
continuity, with clear internal and external messaging essential to maintaining trust and control
during disruptions

These examples highlight the need for communication strategies that are proactive, transparent,
and fast, ensuring that individuals and organizations are prepared to respond efficiently in any
crisis.
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With mobile phones at the center of daily life, digital messaging platforms like SMS, WhatsApp,
Viber, Zalo, and LINE offer powerful tools for immediate, direct communication.

Unlike traditional media such as TV and radio, these platforms provide:

e |Instant delivery of text, images, videos, and links

e Real-time interaction with recipients

* Broader reach, catering to different demographics

e High open and read rates, ensuring the texts get the attention they need

A multi-platform strategy is key for effective coommunication. For example:

e SMS is ideal for reaching remote areas or older populations without internet access.
* WhatsApp and LINE are more suited for younger, tech-savvy audiences who prefer
multimedia content.

However, it's not just about using the right tools—success depends on employing the right
strategy. This means ensuring:

Consistency across channels

Personalization for different audience segments
Timely delivery of messages

Compliance with privacy regulations

In this ebook, we'll explore five essential tips for leveraging SMS, WhatsApp, Viber, Zalo, and
LINE to enhance your crisis communication efforts. By following these strategies, you'll be able
to deliver messages that are clear, targeted, and secure, helping your organization respond
swiftly and effectively in any emergency.
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Master Crisis Communication: Why SMS, WhatsApp,
Viber, Zalo, and LINE Are Your Ultimate Tools

In a crisis, speed and clarity are paramount. These messaging platforms—SMS, WhatsApp, Viber,
Zalo, and LINE—are ideal for delivering real-time updates to diverse audiences, each with unique
strengths. Here's why each platform is vital for crisis communication:

SMS

SMS is one of the most reliable channels because it works without internet access. In emergencies
where connectivity may be unstable, SMS ensures that vital information reaches people, even in
remote areas.

WhatsApp

With over 2 billion active users worldwide, WhatsApp offers multimedia capabilities like text,
images, videos, and voice notes, making it a versatile tool for crisis communication. Its Broadcast
feature also allows for broader outreach and engagement with audiences in real time.

Viber

Popular in Eastern Europe and Southeast Asia, Viber's end-to-end encryption makes it a highly
secure platform, essential when privacy is crucial during a crisis.

Zalo

With over 2 billion active users worldwide, WhatsApp offers multimedia capabilities like text,
images, videos, and voice notes, making it a versatile tool for crisis communication. Its Broadcast
feature also allows for broader outreach and engagement with audiences in real time.

LINE

Widely used in Japan, Thailand, and Taiwan, LINE's chatbots and notification features are ideal for
automating crisis responses and managing high volumes of inquiries, freeing up your team to focus
on more pressing tasks.
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Tip 1: Ensure Consistency
Across Channels

- ||

In times of crisis, conflicting information can lead to confusion or panic. Ensuring consistency
across all platforms—SMS, WhatsApp, Viber, Zalo, and LINE—helps maintain trust and clarity.

Why Unified Messaging Matters:

e A consistent message ensures your audience receives clear, actionable, and non-
contradictory information, regardless of the platform they use.

e Crisis situations are often overwhelming, and mixed messages can add to the stress. Unified
communication minimizes the risk of confusion.

How to Achieve Consistency:

* Create a master message template: Design a core message that can be adapted to each
platform. Ensure it maintains the same tone, instructions, and urgency across channels.

e Use scheduling tools: Utilize automation tools to manage the timing of messages on different
platforms, ensuring consistent delivery.

Pro tip: 8x8's campaign management platform, 8x8 Connect, provides templates and powerful
scheduling and automation features to help streamline message consistency and manage large-
scale communication across multiple channels easily.
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Tip 2: SegmentYour
Audience for Targeted

Messaging

Not all audiences are affected by a crisis in the same way. To communicate effectively, it's crucial
to tailor your message to the specific needs of each group.

Why Segmentation is Essential

* Personalized messages increase engagement, ensuring the right information reaches the right
people at the right time.

e Audience segmentation ensures that your communication is relevant and timely for different
regions, demographics, or user behaviors.

Steps to Segment Your Audience

1. Geography: For example, an emergency flood alert will be most relevant to people in a specific
region. Use location-based segmentation to target affected groups.

2. Demographics: Segment based on age, gender, or profession. For instance, updates on
reopening services might target different groups.

3. Behavior: Tailor messaging based on how users engage with your platform. For example, send
more detailed instructions to users who have interacted with your content frequently.

Platform Features

e Tools like WhatsApp and LINE allow for group segmentation, enabling you to send
personalized, targeted broadcasts based on user needs.

Pro tip: You can easily personalize and target crisis communication across different channels, using
8x8 Connect's contact management tool.
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Tip 3: Optimize for
Urgency and Clarity
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During a crisis, people don't have time to wade through lengthy, complex messages. Your
communication needs to be clear, concise, and above all, urgent. Ensure that the information you
provide is easy to understand and actionable.

Key Elements of a Clear Crisis Message

e Urgent Headline: Grab attention immediately with phrases like “Important Update” or
"Emergency Alert."

e Clear Call to Action (CTA): Directly tell recipients what they need to do—whether it's
evacuating, staying indoors, or reporting an issue.

e Time-Sensitive Information: Always include deadlines or timeframes, like when people should
take action or when to expect further updates.

e Contact Information: Provide a clear point of contact, such as a hotline or website, for people
to seek more information.

Practical Example

e SMS Version: "Emergency Alert: Evacuate now! Flood risk in your area until 3 PM. More info:
[Hotline/Website]."

e WhatsApp Version: A similar message, with added images, videos, or voice notes to clarify
further.

Platform Consideration

For platforms like SMS, WhatsApp, or Viber, where brevity is key, make sure to prioritize the most
critical information in the first few words.

Pro tip:
Leverage automated workflows, pre-built templates and imported contact lists to enable quick
and easy mass updates with 8x8's Proactive Outreach Alerts.
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Tip 4: Leverage

Automation and
Analytics

In a crisis, every second counts. Automation tools ensure that your messages are sent swiftly, while
analytics help you measure effectiveness and adjust strategies in real time.

Why Automation Matters

e Speed: Automated systems can instantly send out pre-scheduled messages, ensuring your crisis
communication reaches people without delay.

» Efficiency: Automated replies, such as chatbots, can handle routine inquiries, freeing up your
team to focus on more urgent tasks.

How to Use Automation

e Pre-schedule key messages: Have alerts ready to go when certain thresholds are met (e.g.,
weather alerts, security breaches).

e Use Chatbots for FAQs: Platforms like WhatsApp and LINE offer chatbot functionality, which
can automatically respond to common inquiries and reduce the load on your support teams.
8x8's Automation Builder also enables you to build automated response workflows easily with
drag-and-drop widgets.
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Why Analytics are Critical

e Real-time Feedback: Platforms like Zalo and Viber allow you to track message engagement

—who opens, clicks, or responds—giving you critical insights into the effectiveness of your

communication.

e Adjust on the Go: Analytics allow you to make real-time adjustments, optimizing your strategy

based on the response rate.

* |Integrate with CRM: By integrating messaging platforms with CRM systems, you can enrich

your data, gaining a holistic view of customer interactions and tailoring your crisis

communication strategy to be more effective.

Pro tip: With 8x8 Connect, you can view advanced analytics to track engagement, making your

crisis communication more efficient and data-driven.
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Tip 5: Ensure Security

and Compliance

In a crisis, sensitive information must be handled with care. Ensuring your communications are
secure and compliant with local regulations is vital to protecting both your organization and your
audience.

Key Security and Compliance Considerations

e Data Privacy: Make sure your messaging complies with data privacy laws, like the Generall
Data Protection Regulation (GDPR) in Europe or the Personal Data Protection Act (PDPA) in
Singapore.

e End-to-End Encryption: Platforms like WhatsApp and Viber offer end-to-end encryption,
which prevents unauthorized access to your messages.

Steps for Ensuring Compliance

1. Obtain Consent: Before sending out any communication, ensure you've obtained proper opt-in
consent from your audience. This is especially important in regions with strict data protection laws.

2. Know Your Local Laws: Familiarize yourself with regional regulations and ensure your
messages comply with local legal requirements.

Building Trust

By safeguarding sensitive information and adhering to regulations, you build trust with your
audience, which is critical during a crisis.

Pro tip: Leverage 8x8's platform which is backed by robust security and compliance features,
ensuring your communications are encrypted and adhere to regional privacy laws.
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Mastering Crisis Communication: Turning
Challenges into Opportunities

In a crisis, communication connects organizations with employees, customers, and the public.
Mobile messaging platforms like SMS, WhatsApp, Viber, Zalo, and LINE enable direct and efficient
information sharing.

To use these platforms effectively, organizations should implement a comprehensive
communication strategy. This includes maintaining consistent messaging across all platforms,
allowing for clear information delivery. Audience segmentation enables personalized messaging for
different groups. Clear and urgent communication helps recipients understand immediate actions,
while automation and analytics streamline delivery and measure effectiveness. Compliance with
data privacy and security regulations is essential for maintaining trust.

Successful crisis communication relies on speed, accuracy, relevance, and security. By following the
tips in this ebook, organizations can develop a robust crisis communication strategy that maximizes
the capabilities of these messaging platforms. The goal is to provide timely information to
safeguard lives, maintain order, and minimize crisis impact. With the right tools and planning,
organizations can respond effectively to emergencies.

Find out more about 8x8 communication solutions or contact us today.
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