
REASSURE!



May 4, 2007

Wanted: Crisis 
President
By PAUL FAIN
Colleges turn to leaders who can deal with mayhem and the media



1. “Crisis management continues to 
grow in importance among the skills 
(wanted)”

2. “Media savvy is often lacking in new 
presidents”

3. “Colleges should be able to move as 
fast as corporations, the military and 
other big institutions”





NIU RESPONSE TIMELINE

3:06 Shooting begins, police called
3:06:29 Two campus officers arrive
3:07:59 Eight more arrive
3:20 Campus alert
3:40 Campuses and classes closed
3:50 Shooting confirmed, don’t come
4:10 Scene secure, hotline number
4:14 Danger passed





http://www.time.com/time/photogallery/0,29307,1872244_1826421,00.html�




SPEED



Bank





Speed
1. “Crisis Management is  

common sense at lightning 
speed.” 

2. General MacArthur…
“Too Late!”

3. Patton: “A good plan…”
4. Most crises smolder.
5. What is the “truth?”









S.F. Zoo Official 
Overstated Height of 

Tiger Enclosure's Walls
The sheer wall was 12 1/2 feet high, not 18 
feet as stated after fatal attack Tuesday.
By Charles Piller and Tim Reiterman, Los Angeles Times Staff Writers 
December 28, 2007 

SAN FRANCISCO -- -- The director of the San Francisco Zoo said 
Thursday that he had overstated the height of the sheer wall in the tiger 
grotto -- and that the tiger that killed a teenage visitor…
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Social 
Media Team 

Website 
(and blog?)
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Crisis Team

Social 
Media Team 

Website 
(and blog?)

Traditional 
Media

Facebook

YouTube

KOL’s

Twitter



Social Media Minimums
1. Be active on social media sites

2. Identify key online opinion leaders 
and establish a relationship

3. Monitor the Internet 24/7



So When & How Do You 
Respond to Social Media 

Attacks? 





Public Comment “Rule of 
Thumb”

1.Pro & Con – okay
2.Only Con - bad



Online Response 
Extremes

Case 1 – Unleash the lawyers
Case 2 – Let the fans defend 



Avoid anonymous online 
responses

1. You’re trackable
2. Transparency & credibility 

count
3. It’s high-risk



So When & How Do You 
Respond to Social Media 

Attacks? 



PRINCIPLES



Primary Goal – Do the 
Right Thing, and Say
the Right Thing to the 

Media…

Crisis Management



…and to Internal 
Audiences

Crisis Management







I. Take care of the victims or perceived victims.
(The victim is where the story is.)

II. Fix the problem. (When did you learn about 
it, and what did you do about it?)

III. Notify stakeholders of your actions (Act 
fast and do not use the media in most cases.) 

IV. Acknowledge the situation to the media 
quickly and provide information (Strive to 
respond in the first story).

Crisis Management 
Principles



V. Rehearse critical press interviews.

VI. Don’t make it worse.

VII. Get it over with.

VIII. Tell the Truth.

IX. REASSURE!

X. Follow your crisis communications 
plan.

Crisis Management 
Principles



Catholic Church









Dunkin Donuts





1. Your role with the news media...
Make Department look good.
2. News is...
The abnormal
3. Reporters distinguish 

themselves by...
Being first

Why is there conflict 
with reporters?



DON’T CATCH 
SPEARS…



THROW A 
MESSAGE



1. Express regret/concern

2. Order an investigation

3. Intend to fix problems 
discovered, if any

3 Great Messages



Duke





Expect Uncertainty



Adapt



REASSURE!
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