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ABSTRACT

On the Internet, rumors, misinformation, leaks, smear campaigns, rogue Web sites, and other
high-profile postings are epidemic. Companies and the issues that affect them are being publicly
discussed by more than 30 million people worldwide. There are, however, no editors in
cyberspace. Communication is direct, unfiltered, and fast.

The initial reaction to an adverse situation on the Internet is panic, fear, and a strong desire to
shut them down. The reality is that these situations are opportunities for companies to publicly
demonstrate their character by resolving customer problems that may have gone unresolved, or
by getting their side of the story across in a way that were not possible before.

There are two points of origination for Internet crises. The first is crises that originate in
traditional media but jump to the Internet. They grow quickly and require less work on the part
of the organizers to build support. Unlike traditional media however, where the journalist serves
as intermediary and filter, the Internet enables both sides to tell their stories directly to the
affected audiences.

The second is an attack that begins and stays on the Web. The Internet possesses the ability to
catalyze, organize, and polarize large numbers of people quickly. Companies that monitor the
electronic bulletin boards on the Internet and on commercial online services such as Prodigy,



CompuServe, Microsoft Network, and America Online routinely discover the postings of
disgruntled customers, employees, investors, and other activists seeking to build grassroots
support for their causes.

Herein lies the opportunity to resolve the situation, before it grows to a scope that costs a
company serious dollars and reputational damage. This monograph discusses three strategies for
identifying and neutralizing potentially destructive, widely disseminated Internet rumors and
misinformation: Diagnosis, Prescription, and Treatment.
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If this Abstract has been helpful and you wish to acquire the entire text, please visit
www.Amazon.com.
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