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Influencers have the potential 
to make mistakes too. It is our 
job to come up with creative 
ways to minimize their crisis 
to ensure minimal long term 
effects. While also learning 

from other exigencies.



Influencer crisis in the process of being 
“done right”...



Jaclyn Hill Cosmetic 
Lipstick Line Launch 
Failure

Current Subscribers: 5.9M

Beauty Influencer and 
Entrepreneur Jaclyn Hill

https://www.youtube.com/user/Jaclynhill1

https://www.youtube.com/user/Jaclynhill1


Crisis Summary
Shortly after the launch of Hill’s cosmetic lipstick line, customers shared defects of the product on social media. Defects 
of the product included bumps, holes, plastic particles and hair strands. Disappointed with their purchases, customers 
expressed their feelings on social media. Hill responded in an offensive manner.

Customer complaints about the product continued to be posted over multiple social media platforms. After a month of 
continual backlash from customers interpreting Hill’s response video as unapologetic, Hill resorted to deleting all of her 
social media accounts.



Cutting off communication ended up 
working in Hill’s favor because it 
allowed time for the situation to die 
down. It also gave her time to show 
the actions taken towards 
improvement.

Actions Taken to Rebuild Trust

First Video

She publicly apologized while 
providing information about what 
was causing the issues and how her 
team planned to prevent them in 
the future in the video.

Deactivate Social Media Second Video

Humanizes herself in full vulnerability by 
confessing the background of her 
process throughout the crisis. She also 
addressed the reason for deleting her 
accounts. Invites her subscribers to be a 
part of her rebuilding process through 
transparency



Effective Tactics Used

Transparency
Proactive from the beginning: 
Once Hill recognized her 
mistake in making harsh 
comments towards her 
customers and making defective 
lipsticks, she was quick to 
respond and take responsibility.

Take Responsibility
Apology: it was not in the way 
some subscribers anticipated, 
an apology is always better than 
no apology at all.

Encouraging communication 
between the customer and 
provider: Allowing the customer 
to be heard.

Be Strategic
Thinking strategically before 
responding: In Hill’s case, 
providing information up front 
and following it with a break to 
backup the information with 
actions before responding 
again.

Focus on the loyal subscribers

Sticking to initial response and 
offering alternatives, such as full 
refunds or reshipments



What could have been done 
differently and could be 
applied in the future?

Before indicating her plan to fix the problem, she should have 
apologized. Waiting to apologize until the end indicated a 
defense mechanism for salvaging her brand, making her 
apology less sincere. If the first video followed a different plan 
she could have prevented her social media purge and allowed 
her to keep some of her lost subscribers.

Moving Forward...
Hill is still in the process of rebuilding, the steps taken to 
recover are allowing her to head in the right direction, evident 
in her maintained 5.9 million subscriber count on YouTube. 
She succeeded in preserving the trust of most of her 
followers. It is up to her to follow through with the actions 
stated so as to show she is serious in putting her customers 
and subscribers first and preventing this from happening 
again. Considering her YouTube subscribers did not 
tremendously decrease, her vulnerability, transparency and 
actions taken during the rebuilding established trust and will 
continue to restore loyalty.



Influencer crisis in the process of being 
handled poorly...



College Admission 
Scandal

Current Subscribers: 1.9M
Current Instagram Followers: 1.4M

Beauty Influencer and 
Youtuber Olivia Jade 
Giannulli

https://www.youtube.com/user/oliviajadebeauty



Crisis Summary
Beauty Influencer Olivia Jade Giannulli’s parents Lori Loughlin and Mossimo Giannulli were involved in a college 
admission scandal involving Olivia and her sister Bella. Prosecutors accused the parents of bribing the University of 
Southern California with money to help Giannulli. Giannulli, in light of this, turned off the commenting function on her 
Instagram page and has ghosted all of her social media platforms until recently. Because of this, Giannulli lost 
sponsorship deals with TRESemma and Sephora.

Giannulli continues to avoid the crisis and remains quiet over all of her platforms (with the exception of a recent 
birthday post on Instagram dedicated to her mother). Although her follower counts have not dramatically decreased 
and she still has sponsorships, her choice to avoid the situation will not help her as an influencer in maintaining trust. 
Apologizing for how the scandal has affected her subscribers, without providing information about the scandal itself. 
This could have disassociated her from her parents’ mistakes and salvaged more of her follower count. 



Moving Forward: Maintaining Trust

Reach out to sponsors - acknowledging how the 
employer-employee bond has been violated, and 
provide ways she plans to rebuild trust.

Transparency is always a good strategy when 
moving past a scandal and maintaining a following. 
It’s best for the public and Giannulli’s loyal 1.4 million 
subscribers and 1.9 million followers to receive 
information from the source (her) before the media.

Acknowledgment Damage Control
Taking constructive steps in the face of a crisis would 
help her character as a person, influencer and role 
model to others. As of right now, the Google 
algorithm will force all negative news associated with 
her name and the scandal to appear within the first 
search results. Enforcing more positive stories 
through action would produce more optimistic 
stories for top searches. 



Moving Forward
Closing Thoughts on Giannulli’s Scandal

Giannulli does not need to apologize for being involved in 
her parents’ scandal. However, she should take 
responsibility by acknowledging how her association with 
the scandal affected her subscribers, which would help 
rebuild trust. Considering her parents are still taking the 
matter up in court, it is in Giannulli's best interest to do 
the aforementioned in moving forward. That way, despite 
her parents being declared guilty or not, she will have 
distanced herself from the situation and appeased her 
follower base. Should she keep the public in the dark, she 
will be more harshly criticized, not only for her association, 
but also for her assumed involvement.
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