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Emotional judgment of an 
organization’s credibility and 

performance on issues of 

importance.

Emotional judgment on an 
organization based on how it 

lives up to the expectations

that the person has for it.
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CHARACTER: How well the organization acts 
and behaves with integrity and transparency

COMPETENCE: How well the organization 
performs and its capabilities to do so

AN ORGANIZATIONS EARNS REPUTATION BY INSPIRING STAKEHOLDER 

LOYALTY BECAUSE OF BOTH ITS CHARACTER AND COMPETENCE

6



An issue or event that 
has the potential to erode 
brand equity, damage 
reputation or negatively 
impact the organization’s
bottom line. 

Never underestimate the 
crisis potential of an 
issue. Always assume 
that an issue or incident 
could become a crisis.
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People now empowered to bypass public authorities

Increasingly engaged in private networks

Socially constructing their own reality

Using a new collective voice to make sense for each other

Banding together around shared beliefs
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TODAY’S REALITY:
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Managing Negative 

Events

Contingency 

Planning

Issues Monitoring

Senior Counsel

Anticipating & 

Managing Risk

Running Live Crisis 

Simulations

Media Forensics

Real-time, Data-

informed Insights

+

+

+

+
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• Response team (members, roles and 
responsibilities)

• Risk level evaluation and escalation 
guidance

• Response process

• Media monitoring and social media listening 
and triage

12



13

• Scenario-specific triggers and 
considerations

• Mapped to risk profiles

• Detailed response protocol

• Ready-to-adapt template materials
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• Crisis Communications Protocol training 
workshop

• Crisis media training

• Crisis simulation drill

• Social media crisis training
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• Solve the problem

• Prevent the loss of stakeholders 
trust

• Minimize impact on employees 
and customers

• Limit negative media coverage 
and social media conversation

• Control rumors and speculation

• Decrease chance of litigation or 
financial impact
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STRATEGIC
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STRATEGIC
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STRATEGIC
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STRATEGIC
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STRATEGIC
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STRATEGIC
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STRATEGIC
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• Express your concern and empathy.

• Demonstrate how seriously you take the 
matter.

• Make it explicit – don’t assume people know 
you are concerned.

• Demonstrate concern with what you say and 
how you say it.

• Describe what action you are taking to 
address the matter.

• Provide timelines and parameters where able, 
but do not speculate if that information is not 
yet confirmed.

• Draw out any positives and provide context 
(only if appropriate).

• Learnings taken from the situation should be 
expressed in a way that demonstrates the 
organization will do everything in its power to 
ensure the situation does not occur again.
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