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• When bad things go viral

• Free strategies to boost 
your reach

• Prioritizing influencers

• The power of brand 
affinity

• The perfect amount of 
funny

• Rethink how you provide 
customer service

#Trending Tips  
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Before Jumping In
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• Take the time to workshop 
your brand

• Find your agency’s tone

• Be authentic to your brand

• Don’t be who you aren’t

• Be savvy, but not juvenile



Set the Tone
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• Optimistic, not 
exuberant

• Human, not elitist

• Competent, not 
cerebral

• Accessible, not edgy

BART is



When Bad Things Go Viral

• Acknowledge it and be really obvious about it

• Pin a statement to your profile

• Explain what’s being done and where you will provide updates

• Correct inaccuracies and engage
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When Bad Things Go Viral
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When Bad Things Go Viral

• We shared the original post and offered comments: “We want to make sure 

our riders know we are aware of this deplorable video.”

• Call to action: “Any witnesses and the victim are asked to contact BPD.”

• We offered an alternative narrative: “The video captures an unfortunate, ugly 

scene. However, several things went right despite the belligerent and bigoted 

actions of one individual.”

• We used it as an educational tool: “BART will move forward with seeking a 

prohibition order that would ban this person from the system.”

• We provided time-stamped updates.

• We engaged in the thread- even if off topic.
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774 
Engagements 
on the 
Facebook 
post



Strategy to Boost Your Reach (For Free!)

Step 1: 1pm- Send out a 

tweet or thread

Step 2: Pin to your profile

Step 3: Engage with 

comments

Step 4: 7pm- Retweet 

another user’s quote tweet 
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Strategy to Boost Your Reach

Step 6: 10am- next day-

Retweet your original 

Tweet 

Step 7: 4pm- Quote tweet 

your original tweet with 

something new to say 
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Then Create a Twitter Moment

Step 8: 8am (3rd Day)- Create 

a Twitter Moment 

Step 9: 9pm- Retweet 

someone’s quote tweet of 

the Twitter  Moment

Step 10: 11am (4th day) 

Retweet your Twitter Moment
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1 Tweet = 10 bites 
at the apple!



Playing Off Others
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A well played quote tweet is often more successful than a tweet



Playing off others 
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+ 3,500 new Twitter followers



Playing off others
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Follow @LawrenceKS_PD



People Love Data 
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Prioritize Influencers
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Use topics that elicit brand affinity and take advantage of 
accounts with a large following

260,072 impressions
665 profile clicks



Prioritize Influencers
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Jump at Customer Service Opportunities
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Fold in Media Relations
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Iphone Video
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Always Think About The Visual
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1.3 million impressions
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Quality Tweets Get Earned Media
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The Great AirPod Rescue Miracle of 2018
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Contact Me
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Alicia Trost

BART - Communications Department Manager

atrost@bart.gov

510-464-6154

@AliciaTrost

linkedin.com/in/aliciatrost


