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When is it a PR Crisis?
Stages of PR Crisis Management
Why communication rules matter during PR
Crisis 
Who is in charge of managing the PR Crisis

Understanding PR Crisis

Note that it is a PR Crisis when
Negative attacks are occurring against your organization

Negative events occurred and raise negative comment

against your organization

Employees misconducts tarnishes the Organization's Public

Perception



                    PROBLEM1

The Stages of PR Crisis Management

                    READ2

                    HYPOTHESIZE3

                    ACT4

                    MONITOR5

Identify a problem and form
a communication note.

Review all Social media complaints
and deploy public listening tools

Come up with a well elaborated
statement on public complaints.

Show the public that you are
concerned with their complaints
and promise a possible solution.

Monitor social media cycles and
news around the complaints for
any updates

The company you work for is in
the middle of a public relations
crisis. Several customers are
twitting and calling radio
stations to complain about the
company’s poor services. The
accusations have become viral
and attracted the attention of
senior government officials and
regulators.

Case



1

4 5

2

3

IDENTIFY THE AFFECTED
GROUPS

PREPARE A MESSAGE FOR
EACH GROUP AND SHARE VIA
THE RIGHT CHANEL

SHARE
RESPONSIBILITY
WITH THE RESPONSE
TEAM

TALK TO MEDIA
SET UP A SITUATION
MONITORING TEAM

  RESPONDING TO PR CRISIS 
Note that Regardless of your company's
size, you cannot handle a PR crisis alone.
...



PRESS
RELEASES

PRESS
CONFERENCES

PUBLIC
INFLUENCERS

INTERNET 
INTERACTIVE

MEETING WITH
THE VICTIMS

A well crafted Press

Releases with

accurate information

can be shared with

general public about

the crisis

Once Media have the

clear information on

the crisis and what

the institution is

doing, they are likely

to reach many

people and that in

turn can stabilize the

situation

Public influencers

have a big say on the

public issues. 

The Internet

Communication

helps the public to

get regular updates

from the company.

So using this tool is

very important

The organization

should also address

the public physically.

This gives the

general public a

sense of concern

from the organization

PRACTICAL COMUNICATION Channels DURING A PR
CRISIS
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By abiding to crisis

communication

rules you are able

to manage the

feedback easily

MANAGEABLE

Poor

Communication

and disorganized

communication are

risky to the

organization. Not

only during the

crisis but also in

normal times

RISKY

No protagonist

communication

STAYING
CONSISTENT

Avoid the

continuous 

 aggravation of the

crisis

NOT TO
AGGRAVATE
THE CRISIS

Staying relevant

during

communication

shows the

ownership of the

crisis and will to

address the issue 

ORGANIZATION
OWNERSHIP

Why communication rules matters during PR Crisis 



GET FRUSTRATION
DRAMATIZE THE

SOLUTION
LIE1 2

PLAY BLAME GAME DISOWN THE CRISIS5

3

4

DON'T
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