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Welcome & Agenda 

• Chris Hernandez = communicator & 

connector, 20+ years TV news journalist 

• Your moderator today 

• Hello to Kevin Lahner & Terrence Moore! 

• Holiday party video: 



Chris Hernandez  
Director of City Communications, KCMO 

• Case Studies: 

– The Twitter ‘Frenemy’ 

– The Blog turned ‘media source’ 

– When things snowball. 

• Solutions, ideas for addressing difficult 

communications issues 

 



The Twitter “Frenemy” 

Definition: (Noun) 



The Twitter “Frenemy” 



Twitter ‘Frenemy’ solutions 

1.Rapid Response 
2.Educate & Engage 
3.Communicate & Counsel 



Blog turned ‘media source’ 



Blog Sites - Issues 
• To engage or not engage?  

• Opinion vs. facts 

• Influence on Mainstream Media Outlets 

• Takes time to check or correct facts, respond to 
rumors & inaccuracies 

• Readers are distrustful of government sharing or 
correcting of information—even when the 
information is factual. 



Blog Sites - Solutions 

 

 

• Focus on the Facts 

• Educate & guide 
mainstream media 

• Know the landscape 

• Anticipate postings 

KCMO Rumor Page 



BEWARE: The Social Media Snowball 

#SocialSnowball 



Toronto: #DeadRacoonTO 
One Concerned Citizen: 
@311Toronto There’s a dead raccoon on the sidewalk outside 
819 Yonge (at the SE corner of Church).  

The City :  
@jasonwagar Thank you for letting us 
know. This was reported a short while ago 
and Animal Services has been notified. 

@311Toronto Excellent, thanks! Poor fella had 
a rough night. 

https://twitter.com/311Toronto
https://twitter.com/jasonwagar
https://twitter.com/jasonwagar
https://twitter.com/311Toronto


#DeadRaccoonTO  
Citizen Engagement: 
“Rest dear raccoon. Help is on the way from 
the City.” 

#DeadRacoonTO  

Drake’s 
Reaction 

#DeadRacoonTO 
donations 

The City  
FINALLY arrives! 



#SocialSnowball-Solutions 

• Rapid Response online & IRL 

• Educate about regular procedures 

• Elected official vs. staff response 



Questions/Comments? 

Chris Hernandez 
City of Kansas City, Mo. 

 

chris.hernandez@kcmo.org 

816-513-3474 
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