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Louis Capozzi : Crisis Management in the Age of Social Media (Public Relationa Collection)  before purchasing 
it in order to gage whether or not it would be worth my time, and all praised Crisis Management in the Age of Social 
Media (Public Relationa Collection): 

Social media has fundamentally changed the contract between institutions and the public. Today, people expect a 
conversation, not a one-way diatribe. That, combined with the speed of the Internet, changes the game for many 
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companies in anticipating, managing, and ultimately avoiding an ldquo;instant crisisrdquo;mdash;an instant crisis 
example is when Verizon added a $2 charge for all their customers; one hour later 100,000 signatures appeared on a 
Twitter petition, and soon Verizon was in the middle of a huge public relations crisis. Inside this book, yoursquo;ll 
learn just how to manage this type of situation and meet the challenges of social media. Each chapter includes a 
description of a crisis, the timeliness of a good response, the effectiveness of this response, and an assessment of what 
works and what doesnrsquo;t. Some examples of social media crises include Apple Computer, Netflix, JetBlue, Bank 
of America, Fed Ex, and public figures such as Anthony Weiner, Ashton Kutcher, and Jon Bon Jovi.

About the AuthorNew York, NY; Adjunct professor; NYU 


