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1. The changing landscape



Reputation matters

“What the people who matter

think about you … 

and how that affects

their attitude and behaviour to you”



What is crisis management

Simply the process by which you

• Do the right thing … operationally 

• And are seen to do so – through effective communication

• Effective crisis management prevents shock turning to 

anger and protects reputation



The fundamentals

• Effective leadership…

• Within a clearly defined structure…

• Of trained and competent professionals…

• Implementing agreed process…

• With user-friendly tools …



The new landscape in which crises are managed

The world is freer The world is smaller

No such thing as a little 

local difficulty

Everyone is an expert 

and a publisher

Managing issues is 

more complex

Individuals are 

empowered
NGOs are empowered Media continue to 

diversify

It is a world of opinion 

and information

No such thing as a little 

local difficulty

Everyone is an expert 

and a publisher

Managing a crisis is 

more complex



Twitter

Twitter is a 'connector' that 
has a short lifespan but high 
viral power

Your mum or the bloke in the 
pub probably won't care about 
it

But journalists and bloggers 
do - they are on there and 
listening in 

David Bowen,FT

October 2009

More MPs Tweet than Blog 

(esp PPCs) making Twitter 

the social media of choice 

for pollsters

Tweetminster Feb 2010

Gritter Twitter directed 

residents to sources of 

information on their cold 

weather action plan!

Kirklees Council Jan 2010



In a nutshell, social media…

• can be the trigger 
• can escalate a crisis
• unstructured, so can complicate crisis management
• creates new circles of trust and credibility
• requires up-skilling and different resources
• can be an asset

But…
• principles of good crisis management still apply
• should not distract from overall strategy and objectives
• still think audience first – message & medium second
• credibility is still important (but the rules are different)
• social media connects, but news media still has power to 

disseminate to masses



3. Managing crises in the 

new reality



Handle social media with CARE…

• Considered

• Appropriate

• Realistic

• Engagement



What do we need to reconsider?



Crisis planning and preparedness

• Establish competencies

• Understand & prioritise appropriate channels

• Find your organisation‟s social media „tone of voice‟

• Establish monitoring

• Update crisis communication procedures

• Crisis preparedness training 



Live crisis management

• Understand problem before acting 

• Consider effects of social media on the team 

• Consider the effects on the brand/identity

• Use monitoring wisely – a barometer; a tool

• In your post crisis audit, consider the role social media played 

and how audiences responded



4. Case study: 

Domino‟s Pizza



People Do Stupid Things





First 24 Hours…

• Distributed still shots nationwide

• Identified team members & franchisee

• Contacted Police, Health Department

• Worked to get video off YouTube

• Dialogue with web sites

• Communicated internally





Messages

• Domino‟s didn‟t do this – it was done to us

• “Two idiots with a video camera…

• and a bad idea”

• They‟ve been found, fired…facing charges

• They don‟t represent the rest of us

• Nothing is more sacred than our customers‟ trust



The Next 24 Hours…

• Posted public response on web site

• Launched Twitter account early

• Updated Facebook page





Online Video Crisis



Online Video Crisis



The Aftermath…



Them: 

Fired. 

Humiliated.

Facing felony charges.







http://www.zimbio.com/go/ud4SxpGTXm6/http:/3.bp.blogspot.com/_C4fHPstKKxE/SgLayF0ezrI/AAAAAAAANq4/WiOWiduph_Q/s1600-h/050509-001-help-wanted.png


Us: 

Consecutive quarters of positive sales

Consistent growth in our share price

#1 on American Customer Satisfaction Index



4. Golden Rules



„Golden Rules‟

1. Don‟t be too clever 

2. Retain perspective 

3. Plan in peacetime 

4. Use appropriate language and style

5. Engage with the appropriate level of seniority 

6. Be committed

7. Engage wisely

8. Don‟t be an outlaw

9. Have a direct line of sight to your strategic objectives 

10.Listen



Remember that your 

response impacts your 

reputation more than the 

incident itself



Thank you!
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