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Over 300 homes flooded

56 households evacuated



60 businesses flooded



Communications
• Online and offline
• Traditional & social 
media

• Internal & external
• Liaison with 
customer services, 
housing & 
emergency plan 
staff



Social Media
• Social media monitored 18 hours a 

day through the worst of the flooding
• Presence in emergency centre to 

help communication in both 
directions

• Huge boost to follower numbers
– Twitter increased by 18%
– Facebook increased by 29%



Reassuring Communities
• Updates on 

everything
• Updates 

when 
nothing’s 
happened

• Core hours 
are irrelevant



Gathering local 
intelligence & 
facilitating the 

response
• Social media monitoring
• Social media as 

customer services
• Completing the loop
• Maintaining relationships



Customer feedback



Key Advice & Lessons 
Learned

• Plan
• Get to know your area
• Be in the emergency centre
• Social media isn’t everything
• Big picture
• Look after each other!



louisesmith@maidstone.gov.uk

twitter.com/maidstonebc

facebook.com/maidstoneboroughcouncil


