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Crisis 
Communication 

in the age of 
Social Media 



R. Grant Rampy 
 

•  The Babbler, Editor (Lipscomb) 

•  The Nashville Banner, intern 

•  1986, NBC intern 

•  Journalism/Mass Comm, ACU, 1987 

•  KTAB, Abilene, TX 

•  WBKO, Bowling Green, KY 

•  WANE, Fort Wayne, IN 

•  CLTV News, Chicago, IL 

•  KDNL, St. Louis, MO 

•  Fox News Channel, Chicago, IL 

•  Tribune Broadcasting, Washington, DC 

•  Director of Public Relations, ACU 

 







Our mission is to educate students for Christian service and leadership 
throughout the world.  ACU is a national leader in Christian higher education 

and a place where students, faculty, staff and alumni change the world. 



Initial report: 
  

*  ACU Athletics bus (golf team) 
*  Crash occurred in Dallas 

*  Minor damage to the bus 
*  No injuries 

 

 



In the first hour… 
  

 





*  Assembled ERT 
*  Altered homepage 
*  Activated emergency blog 
*  First social media post 
*  Arranged 6 p.m. news conference 
*  Deployed president, sr. leaders 
          to five hospitals in four cities 
*  Planned 9 p.m. prayer vigil 
*  Alerted legal, insurance 

 



What do these 
men have in common? 









 
Keillor, Twain 

and Christ 
 
 
 



 
Keillor, Twain 

and Christ 
= 

GREAT STORYTELLERS 
 



Tell your story 
 
 
 



Tell your story 
or someone will make 

one up and tell it 
for you 
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*  There was an accident 
*  We lost Anabel, others were hurt 

*  We will keep you informed 
*  We’re a family 

*  We’ll get through this 



















































By the numbers: 
  

*  Blog:  240K hits in one week 
*  Facebook:  190K views in five days 

*  900 news stories 
*  Web traffic to homepage 

up 250% 

 



RESPONSE WEAKNESSES: 
  

*  Send representative to ax scene 
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RESPONSE WEAKNESSES: 
  

*  Send representative to ax scene 
*  Hyper-vigilance with data 
*  More table tops, exercises 

 
 

 



 
*  More careful use of language 

re insurance issues 
  

“How can we help you at this time?” 
  

 instead of 
  

“We’ll take care of everything.” 



RESPONSE STRENGTHS: 
  

*  Good first hour 
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RESPONSE STRENGTHS: 
  

*  Good first hour 
*  Great team work 

*  Excellent use of available tools 
*  Effective interaction with media 

*  Protection of our president 

 





The world 
has changed. 

 



“The wireless music box has no 
imaginable commercial value. 
Who would pay for a message 
sent to nobody in particular?” 

 



“The wireless music box has no 
imaginable commercial value. 
Who would pay for a message 
sent to nobody in particular?” 

 
David Sarnoff’s colleagues, c. 1920 



“I don’t know what use any one 
could find for a machine that 

would make copies of 
documents. It certainly couldn’t 
be a feasible business by itself.” 

 



“I don’t know what use any one 
could find for a machine that 

would make copies of 
documents. It certainly couldn’t 
be a feasible business by itself.” 

 
Head of IBM to inventor of Xerox 



“But what is it good for?” 



“But what is it good for?” 

Engineer at IBM 

commenting on the microchip, 1968 



“There is no reason anyone 
would want a computer 

in their home.” 



“There is no reason anyone 
would want a computer 

in their home.” 

Founder of Digital Equipment 

Corp., 1977 



The world has changed. 
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The world has changed. 
  

  *  Decline of print 
*  Rise of 24 hour news nets 

*  Emergence of the web 
*  Spread of broadband 

*  Ubiquity of mobile devices   

 
 



The power dynamic 
has been completely upended. 

 
OLD = Info from on high 
NEW = Info from all over 

 
 



The power dynamic 
has been completely upended. 

 
OLD = Authority figures 

NEW = No control 
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We must be… 
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The world has changed. 
We must be… 

FAST 

TRANSPARENT 

LOVABLE 
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Reporters are your friends 

• They’re a bother 

• They willfully lie, shade 

• All about the story 

• All about ego 

• Contemptuous 

• Gotcha! 

• They’re free 

• They’re busy, human 

• All about the story 

• Proxy for victims, family 

• Misunderstood 

• All the above 



We must be… 

LOVABLE 







Q & A 




