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So, what happened?

Start: Paris attack Friday 13/11

Eyes on Brussels

Terror alert Brussels

Brussels lockdown



Tracking online?

• We tracked with Synthesio the conversation online 
about following words: our destinations (Brussels, 
Flanders, Belgium, Antwerp, Bruges, …) in 
combination with words like: safety, unsafe, 
anxious, dangerous, …
Ø88.000 mentions between 13/11 and 31/11

• Tracking in 12 languages



What was the buzz?
Eyes on Brussels

Source: Synthesio

• The facts
• Europe, Brussels and Belgium
• Football
• Japanese?

High attention in Spain
Due to 1 influencer



Where was the buzz?

Source: Synthesio

Buzz on tourism and 
hospitality 
communities is 
small:
Tripadvisor is biggest 
one (51 posts) with 
concerns about 
Bruges, London, 
Berlin



Where was the buzz (and where not) the first days?

Source: Synthesio

Country Mentions 
since 13/11

Social reputation 
score (/100)

United States 16.553 47

France 10.789 9

Spain 8.051 57

Italy 5.951 33

Brazil 4.470 36

Mexico 3.005 55

United Kingdom 2.797 41

China 2.693

Canada 2.621 37

Japan 2.009

Russia 971

India 489

More linked to Turkey –
Russia tensions

Germany and Netherlands?

They were talking about 
Molenbeek



- An official request from the federal police to the people to refrain 
from disclosing information on social media. 

What happened on Sunday 23rd? 

Reaction of the people:
In a surreal display of solidarity, cat tweets flooded the 
#BrusselsLockdown, which had nearly 200 k mentions on Sunday 
evening 



What happened on Sunday 23rd?

Source: Synthesio





Where was the buzz?

Source: Synthesio



- Together with a professional film crew we got on the streets of 
Brussels and made a movie refering to the cats.

- Belgian style * Belgian humor * Belgian people 

What did we do?



Results video

- In just a few hours, the video was shared numerous times and was
picked up by national press and international press 

- > 700.000 views

- > 2.700 mentions online

- Twitter reach (sum of the followers of each tweeter) about the video: 
18 million in 5 days

- The SRS of Brussels safety rose by 22%





Crisis management overview

1. Monitor and measure (continiously)
2. Communicate (continiously)

PHASE 1 – situation on highest treath level

1/Informative communication = objective information: 
Constantly updated information on the website, providing    

touroperator (assocations) & press with information. 
Working closely with national security & foreign affairs.  

2/Communicate those things you can communicate: showing the 
local situation or the locals, by building on their reaction 
(LOCATmovie) or by interviewing them ≠ tourism promotion





Come out of your comfort zone in unusal situations

- A tourist board is used to communicate only positive news
- Also in unusal situations visitors need information and turn to 

you 

- Therefore: 
- make sure you have all crisis information from first hand
- make sure you are consistent in spreading this information
- make sure you have a crisis communication ready



Show leadership in usual and unusual situations

- Don’t wait for others, take the lead!
- A tourist board has a lot of tourism stakeholders: hotels, taxi’s, 

venues, guides,…
- Make sure you bring them together IMMEDIATELY when there is 

a crisis 
- Involve, listen, inform and help them by sharing information and

communication



Crisis management overview

FASE 2: no longer in crisis, but perception is still there

Restart tourism communication:
Eg. by using ambassadors or influencers







CONCLUSIONS & THOUGHTS

- A crisis is perceived different in each market

- Use opportunities to communicate

- Look beyond tourism, think about nation branding

- Keep on communicating in line with the listening

- Learn from others J


