
“To me, achieving 
Accreditation in Public 

Relations was more about 
the process than passing a 

test. The APR process 
provides substantive 

training and a rewarding 
experience that helps you 

hone your skills, think 
beyond today's brushfire 

and strengthen your ability 
to provide thoughtful, 

valuable and measurable 
communications counsel.” 

Readiness Review Case 
April 27, 2011 Tornadoes: Utilizing  
Social Media to Communicate  
Outage and Restoration Information  
For Alabama Power Company 

Research: Annual Strategic Issues poll of APC customers revealed: 
•  No. 3 most important issue in determining the 'overall value' 

customers receive from APC is restoring power quickly after 
storms; No. 1 issue is providing reliable power. 

•  Almost 80% of APC customers have Internet access, and now a 
majority use social media (up 15% in a single year).  

Objective: To maintain or increase current APC customers'  
favorability scores through major restoration efforts that follow  
natural disasters. 

Planning/Implementation: To deploy social media and  
Internet-based communications in new ways to manage expectations of APC  
customers affected by the April 27,2011 tornadoes. •  Website: Disseminate key external messages and information 

swiftly and effectively through specially designed crisis pages 
and new, web-based graphic tools 

•  Twitter: Increase Twitter activity and expand Twitter-based and 
other social media-based messaging and interaction with 
customers and media 

•  Intranet: Provide key messages to employees through specially 
designed intranet crisis page and e-mail notifications 

•  News conference: Disseminate key messages to customers, 
stakeholders and employees directly from APC president and 
CEO in real time via media outlets, internet and social media 
platforms 

Evaluation: 
•  In the 3 weeks following the storms, sentiment analysis of APC 

social media "hits" showed positive messages outnumbered 
negatives by more than 3 to 2, while analysis of the busiest day 
(May 4) showed positives outnumbered negatives by more than 
2 to 1.  

•  APC realized 74% growth in Twitter followers (2,064 to 3,600) 
over 5 days following the tornadoes; more than 10% of added 
followers were completely new to Twitter. 
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