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THREE FUNDAMENTAL CHANGES:

DIGITAL AGE CRISES: NEW CONTEXT

Growing public 

skepticism of 

institutions of 

authority

Dizzying speed of 

communication

Mass access to 

digital media



www.rockdovesolutions.com/the-new-rules-of-crisis-management

Get Your 

Free Copy

http://www.rockdovesolutions.com/the-new-rules-of-crisis-management


1. The need for speed

2. Brands must be authentic in good times and bad

3. Understand the new role of ‘old’ media

4. Collaboration between communications & legal

5. Employees are one of your most important audiences

6. Empower the crisis team with digital tools & resources

7. Data & Analytics guide crisis response

8. Brands must anticipate social, cultural & political issues

9. The soundbite is even more important

10. Have an up-to-date crisis plan



The 10 most important 
digital age crisis lessons 

for  EVERYONE



LESSON #1

You are not 
ready to respond 
nearly as quickly 
as you think



• 31% say they would be alerted 
in the morning.

• 17% say they would not be 
aware until the working day 
begins.

SOURCE: CRISP/PR NEWS SURVEY, JUNE 2019

A PR issue affecting your 
brand occurs at 3am. 

What happens?



UNITED 
AIRLINES

According to FORTUNE 

magazine, United Airlines’

stock dropped $1.4B in the 

immediate aftermath of Dr. 

Dao video going viral.

(April, 2017)



PR Week noted:  "Boeing lost control of the public narrative 
and appeared to be reacting to public pressure” - (April 2019)



LESSON #2

Your chance of 
facing a crisis is 
much greater 
than you think



Nearly 60% of organizations  
believe they face more crises 
today than 10 years ago.

80% of organizations worldwide 
have had to mobilize their crisis 
management teams at least 
once in the past two years.

SOURCE: DELOITTE 2018 CRISIS SURVEY



LESSON #3

Your crisis preparedness 
plan is too long, complex, 
and inaccessible

You’ve got one, right?



KFC’s cheeky – but brand 
authentic – apology won 
acclaim from consumers 
on social media (and a 

Golden Lion at Cannes).

(February, 2017)



LESSON #4

The frustration of 
pitching the massive 
crisis plan is over



“Equifax disclosed on Thursday the 

breach it discovered on July 29…       

(Equifax) has not said specifically 

how attackers were able to break in 

or why it did not disclose the breach 

sooner… 

Twitter users on Friday reported 

customer service representatives 

were difficult to reach”

(SOURCE: FORTUNE, SEPTEMBER 8, 2017)



LESSON #5

It’s now all about 
smart protocols



“Over the past year, and 
particularly in the last half of 
2016, sales of the brand have 
steadily declined to the point 

where it didn't make good 
business sense for us to continue 

with the line for now.”



LESSON #6

You cannot have 
too much social 
medial tools, 
resources and 
training



Following Southwest’s first on-

board fatality, management 

had instant access to videos 

posted by passengers. 

(April, 2018)
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LESSON #7

You will try to 
say too much –
and no-one will 
listen



BP's $93 million spent on 
advertising after Gulf oil 
spill is questioned
Posted Sep 1, 2010

By Bruce Alpert, NOLA.com | Times-Picayune

http://connect.nola.com/staff/balpert/posts.html




LESSON #8 Employees are your greatest asset in a 
crisis that you will forget to deploy



Starbucks closes 8,000 
stores to put every 

employee through racial 
diversity training

(May, 2018)



“Sephora closes all stores for an hour for diversity 
training after singer SZA tweets about racial profiling.”

(June, 2019)



LESSON #9

A crisis is no 
longer always 
a crisis



People burned 
Nike shoes – but 

was it a crisis?

(October, 2018)



and this is not a 
crisis either…

Patagonia v. Trump
The outdoor retailer has 
supported grass-roots 
environmental activists for 
decades. 



LESSON #10

What you are 
doing now is as 
important as 
what is done in 
the moment



Introduced a new 
crisis preparedness 

approach with an all-
day training workshop 

for more than 200 
participants.



❖ Be prepared, run drills and 
training workshops

❖ In first 12 hours of a crisis, 
social drives everything. Your 
preparations must be social-
centric

❖ Be ready and able to move 
fast. If you are not driving the 
story, someone else is
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