crisis communication and crisis
management

crisis communication and crisis management are essential components in
navigating organizations through unexpected and potentially damaging events.
Effective crisis communication involves the strategic dissemination of
information to stakeholders, media, and the public to maintain trust and
transparency. Crisis management, on the other hand, refers to the broader
process of identifying, preparing for, responding to, and recovering from
crises that threaten an organization’s stability or reputation. This article
explores the interrelationship between crisis communication and crisis
management, highlighting their roles, strategies, and best practices to
mitigate negative impacts. Understanding these concepts is critical for
leaders, communication professionals, and organizations aiming to safeguard
their brand integrity and operational continuity. The following sections will
cover definitions, key principles, planning and preparation, response
tactics, and case studies illustrating successful crisis navigation.

Understanding Crisis Communication and Crisis Management

Key Principles of Effective Crisis Communication

Developing a Crisis Management Plan

Executing Crisis Communication Strategies

Case Studies and Best Practices

Understanding Crisis Communication and Crisis
Management

Crisis communication and crisis management are interdependent disciplines
that serve to protect an organization during times of turmoil. Crisis
communication specifically focuses on the messaging aspect—how information is
conveyed to internal and external audiences to minimize confusion and
misinformation. Crisis management encompasses a wider scope, including risk
assessment, decision-making, resource allocation, and operational adjustments
to address the crisis effectively.

Definition and Scope of Crisis Communication

Crisis communication is the deliberate and coordinated effort to communicate
with stakeholders during a disruptive event. Its goal is to provide accurate



and timely information, manage public perception, and maintain credibility.
This communication can take various forms, including press releases, social
media updates, internal emails, and briefings for employees and partners.

Definition and Scope of Crisis Management

Crisis management involves the strategic process of preparing for, responding
to, and recovering from a crisis. It requires leadership to make informed
decisions under pressure, allocate resources efficiently, and implement
contingency plans. This discipline aims to reduce the negative impact on
business operations, reputation, and financial stability.

Key Principles of Effective Crisis
Communication

Successful crisis communication relies on several foundational principles
that ensure messages are clear, credible, and constructive. These principles
help organizations build resilience and maintain stakeholder confidence
throughout the crisis lifecycle.

Transparency and Honesty

Being open and truthful during a crisis fosters trust and helps prevent
rumors and misinformation. Organizations should acknowledge the situation,
share known facts, and update stakeholders regularly as new information
emerges.

Timeliness and Responsiveness

Providing prompt communication reduces uncertainty and shows that the
organization is actively managing the situation. Delays or silence can
exacerbate concerns and damage reputations.

Consistency of Message

Maintaining consistent messaging across all channels avoids confusion and
reinforces the organization’s position. Coordination is critical to ensure
that all spokespeople convey the same information.

Empathy and Reassurance

Recognizing the emotional impact of a crisis on affected individuals and



communities is essential. Expressing empathy demonstrates that the
organization values its stakeholders and is committed to resolving the issue.

Preparedness and Proactivity

Anticipating potential crises and preparing communication strategies in
advance enables quicker and more effective responses, minimizing damage.

Developing a Crisis Management Plan

A comprehensive crisis management plan serves as a roadmap for organizations
to address potential emergencies systematically. It outlines roles,
responsibilities, procedures, and communication protocols to guide actions
before, during, and after a crisis.

Risk Assessment and Identification

The first step involves identifying possible threats and vulnerabilities that
could lead to a crisis. This assessment helps prioritize risks and allocate
resources accordingly.

Establishing a Crisis Management Team

A dedicated team with clear roles and decision-making authority is essential
for coordinated crisis response. Members typically include executives,
communication specialists, legal advisors, and operational managers.

Communication Protocols and Channels

The plan should specify how and when to communicate with various
stakeholders, including employees, customers, media, regulators, and the
public. It should also identify preferred communication channels and tools.

Training and Simulation Exercises

Regular training and crisis simulations help prepare the team to respond
efficiently under pressure, identify weaknesses in the plan, and improve
overall readiness.

Post-Crisis Evaluation and Improvement

After managing a crisis, organizations should analyze the response



effectiveness, document lessons learned, and update the plan to enhance
future performance.

Executing Crisis Communication Strategies

During a crisis, the execution of communication strategies must be swift,
precise, and adaptable. Effective implementation ensures that the
organization maintains control of the narrative and supports recovery
efforts.

Initial Response and Holding Statements

Immediately acknowledging the crisis with a holding statement demonstrates
awareness and commitment to transparency. This statement should be brief,
factual, and reassure stakeholders that more information will follow.

Media Relations and Spokesperson Management

Designating trained spokespersons to interact with the media ensures
consistent and professional messaging. Managing media inquiries promptly
helps prevent speculation and misinformation.

Utilizing Digital and Social Media

Social media platforms allow for rapid dissemination of updates and direct
engagement with stakeholders. Monitoring online conversations enables
organizations to address concerns and correct false narratives proactively.

Internal Communication and Employee Engagement

Keeping employees informed helps maintain morale and ensures they act as
informed ambassadors of the organization’s position. Internal communication
should be transparent and aligned with external messaging.

Monitoring and Feedback Mechanisms

Continuous monitoring of public sentiment, media coverage, and stakeholder
feedback allows the crisis team to adjust communication strategies in real
time and address emerging issues.



Case Studies and Best Practices

Analyzing real-world examples provides valuable insights into effective
crisis communication and crisis management. These cases highlight the
importance of preparedness, transparency, and adaptability.

Case Study: Successful Crisis Communication in
Corporate Recall

A multinational company faced a product recall due to safety concerns.
Through prompt acknowledgment, transparent updates, and empathetic messaging,
the company maintained public trust and minimized reputational damage.

Case Study: Crisis Management During a Data Breach

An organization experienced a significant data breach affecting customer
information. Implementing a pre-established crisis management plan enabled
swift containment, timely communication, and comprehensive remediation
efforts.

Best Practices for Organizations

Develop and maintain an up-to-date crisis management plan.

Train employees and crisis teams regularly.

Use clear, consistent messaging across all platforms.

Engage openly and empathetically with all stakeholders.

Leverage technology for timely monitoring and communication.

Conduct post-crisis reviews to improve future responses.

Frequently Asked Questions

What is the difference between crisis communication
and crisis management?

Crisis communication focuses on the timely and effective exchange of
information during a crisis to manage public perception, while crisis



management involves the overall process of preparing for, responding to, and
recovering from a crisis.

Why is transparency important in crisis
communication?

Transparency builds trust with stakeholders by providing honest and timely
information, which helps to reduce speculation, prevent misinformation, and
maintain an organization's credibility during a crisis.

What are the key components of an effective crisis
communication plan?

An effective crisis communication plan includes clear roles and
responsibilities, pre-approved messaging templates, communication channels, a
designated spokesperson, monitoring systems, and protocols for timely
updates.

How can social media impact crisis communication
efforts?

Social media can amplify both accurate information and misinformation
rapidly, making it essential for organizations to monitor platforms closely,
respond quickly, and engage with audiences to manage the narrative during a
crisis.

What role does leadership play in crisis management?

Leadership provides direction, decision-making, and reassurance during a
crisis, setting the tone for transparency and accountability, which are
critical for effective crisis resolution and stakeholder confidence.

How can organizations prepare employees for
effective crisis communication?

Organizations can provide training on communication protocols, media
interaction, message consistency, and emotional intelligence to ensure
employees understand their roles and can communicate effectively during a
crisis.

What metrics can be used to evaluate the success of
crisis communication?

Metrics include the speed of response, message reach and engagement,
sentiment analysis, media coverage tone, stakeholder feedback, and the
organization's ability to restore reputation and trust post-crisis.



Additional Resources

1. Crisis Communications: A Casebook Approach

This book offers practical insights into handling crisis communication
through real-world case studies. It explores strategies for managing
reputation and effectively communicating with stakeholders during high-
pressure situations. Readers will gain a deep understanding of how different
organizations respond to various crises, making it a useful resource for
communication professionals.

2. Managing the Unexpected: Resilient Performance in an Age of Uncertainty
Focused on resilience and adaptability, this book delves into how
organizations can prepare for and respond to unexpected crises. It highlights
the importance of mindfulness and learning from near-misses to improve crisis
management. The authors provide frameworks that help leaders build systems
capable of withstanding shocks.

3. Effective Crisis Communication: Moving from Crisis to Opportunity

This text emphasizes the role of communication in transforming crises into
opportunities for growth and trust-building. It covers best practices for
spokesperson training, message development, and media relations during
crises. The book also includes tools to assess communication effectiveness
post-crisis.

4. Crisis Management: Leading in the New Strategy Landscape

Offering a strategic perspective, this book discusses how leaders can
integrate crisis management into overall organizational strategy. It
addresses risk assessment, decision-making under pressure, and stakeholder
engagement. The content is geared toward executives and managers seeking to
enhance their crisis leadership skills.

5. Reputation Rules: Strategies for Building Your Company's Most Valuable
Asset

While focusing on reputation management, this book ties closely to crisis
communication by illustrating how protecting reputation is critical during
crises. It provides actionable strategies for maintaining trust and
credibility before, during, and after a crisis event. The author uses case
examples to demonstrate effective reputation preservation.

6. The Art of Crisis Leadership: Save Time, Money, Customers and Ultimately,
Your Career

This book blends leadership principles with crisis management tactics to help
leaders navigate turbulent times. It offers practical advice on decision-
making, communication, and team management when facing crises. The author
emphasizes the importance of maintaining composure and inspiring confidence.

7. Crisis Management in the Age of Social Media

Addressing the challenges posed by digital communication channels, this book
explores how social media impacts crisis dynamics. It discusses monitoring
online conversations, responding to misinformation, and leveraging social
platforms for effective communication. The book is essential for modern



communicators managing crises in a connected world.

8. Risk Issues and Crisis Management in Public Relations: A Casebook of Best
Practice

This comprehensive guide provides detailed case studies on managing risks and
crises within public relations contexts. It blends theory with practice,
focusing on proactive risk management and reactive crisis response. The book
is valuable for PR professionals seeking to enhance their crisis
preparedness.

9. Strategic Crisis Management: A Toolkit for Leaders

Designed as a practical toolkit, this book equips leaders with frameworks and
tools to anticipate, respond to, and recover from crises. It covers
communication strategies, coordination mechanisms, and post-crisis evaluation
methods. The book aims to build organizational resilience through strategic
planning and execution.
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crisis communication and crisis management: Crisis Communication and Crisis
Management Burton St. John III, Yvette E. Pearson, 2016-08-01 Equip your students with a strong
understanding of the essential role that communicators play in moments of crisis and the tools they
need to conduct ethically sound crisis management.

crisis communication and crisis management: Crisis Communication Finn Frandsen, Winni
Johansen, 2020-08-24 Finn Frandsen and Winni Johansen have won the 2019 Danish communication
prize (KOM-pris) for their world-class research in organisational crises, crisis management and crisis
communication. This prize is awarded by The Danish Union of Journalists (Dansk Journalistforbund)
and Kforum.
http://mgmt.au.dk/nyheder/nyheder/news-item/artikel/finn-frandsen-and-winni-johansen-win-the-kom
-pris-2019/ The aim of this handbook is to provide an up-to-date introduction to the discipline of
crisis communication. Based on the most recent international research and through a series of levels
(from the textual to the inter-societal level), this handbook introduces the reader to the most
important concepts, models, theories and debates within the field of crisis communication. Crisis
communication is a young and very vibrant field of research and practice. It is therefore crucial that
researchers, students and practitioners have access to presentations and discussions of the most
recent research. Like the other handbooks in the HOCS series, this handbook contains a general
introduction, a chapter on the history of crisis communication research, a series of thematic
chapters on crisis communication research at various levels, a chapter perspectives, a glossary of
key terms, and lists of further reading for each chapter (with references to publications in English,
German, and French). Overview Section I - Introducing the field General introduction A brief history
of crisis management and crisis communication: From organizational practice to academic discipline
Reframing the field: Public crisis management, political crisis management, and corporate crisis
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management Section II - Between text and context Image repair theory Situational crisis
communication theory: Influences, provenance, evolution, and prospects Contingency theory:
Evolution from a public relations theory to a theory of strategic conflict management Discourse of
renewal: Understanding the theory’s implications for the field of crisis communication Making sense
of crisis sensemaking theory: Weick’s contributions to the study of crisis communication Arenas and
voices in organizational crisis communication: How far have we come? Visual crisis communication
Section IIT - Organizational level To minimize or mobilize? The trade-offs associated with the crisis
communication process Internal crisis communication: On current and future research
Whistleblowing in organizations Employee reactions to negative media coverage Crisis
communication and organizational resilience Section IV - Interorganizational level Fixing the broken
link: Communication strategies for supply chain crises Reputational interdependence and spillover:
Exploring the contextual challenges of spillover crisis response Crisis management consulting: An
emerging field of study Section V - Societal level Crisis and emergency risk communication: Past,
present, and future Crisis communication in public organizations Communicating and managing
crisis in the world of politics Crisis communication and the political scandal Crisis communication
and social media: Short history of the evolution of social media in crisis communication Mass media
and their symbiotic relationship with crisis Section VI - Intersocietal level Should CEOs of
multinationals be spokespersons during an overseas product harm crisis? Intercultural and
multicultural approaches to crisis communication Section VII - Critical approaches Ethics in crisis
communication Section VIII - The future The future of organizational crises, crisis management and
crisis communication For a detailed table of contents, please see here.

crisis communication and crisis management: Effective Crisis Communication Robert R.
Ulmer, Timothy L. Sellnow, Matthew W. Seeger, 2010-11-03 In this fully updated Second Edition,
three of today’s most respected crisis/risk communication scholars provide the latest theory,
practice, and innovative approaches for handling crisis. This acclaimed book presents the discourse
of renewal as a theory to manage crises effectively. The book provides 15 in-depth case studies that
highlight successes and failures in dealing with core issues of crisis leadership, managing
uncertainty, communicating effectively, understanding risk, promoting communication ethics,
enabling organizational learning, and producing renewing responses to crisis. Unlike other crisis
communication texts, this book answers the question, “What now?” and explains how organizations
can and should emerge from crisis.

crisis communication and crisis management: Cyber Crisis Management Holger Kaschner,
2022-01-04 Cyber attacks and IT breakdowns threaten every organization. The incidents accumulate
and often form the prelude to complex, existence-threatening crises. This book helps not only to
manage them, but also to prepare for and prevent cyber crises. Structured in a practical manner, it
is ideally suited for crisis team members, communicators, security, IT and data protection experts on
a day-to-day basis. With numerous illustrations and checklists. This book is a translation of the
original German 1st edition Cyber Crisis Management by Holger Kaschner, published by Springer
Fachmedien Wiesbaden GmbH, part of Springer Nature in 2020. The translation was done with the
help of artificial intelligence (machine translation by the service DeepL.com). A subsequent human
revision was done primarily in terms of content, so that the book will read stylistically differently
from a conventional translation. Springer Nature works continuously to further the development of
tools for the production of books and on the related technologies to support the authors.

crisis communication and crisis management: Crisis Management William Rick Crandall,
John A. Parnell, John E. Spillan, 2013-02-27 Offering a strategic orientation to crisis management,
this fully updated edition of Crisis Management: Leading in the New Strategy Landscape, Second
Edition by William Rick Crandall, John A. Parnell, and John E. Spillan helps readers understand the
importance of planning for crises within the wider framework of an organization's regular strategic
management process. This strikingly engaging and easy-to-follow text focuses on a four-stage crisis
management framework: 1) Landscape Survey: identifying potential crisis vulnerabilities, 2)
Strategic Planning: organizing the crisis management team and writing the plan, 3) Crisis




Management: addressing the crisis when it occurs, and 4) Organizational Learning: applying lessons
from crises so they will be prevented or mitigated in the future.

crisis communication and crisis management: Ongoing Crisis Communication W. Timothy
Coombs, 2011-01-24 Crisis communication is the life blood of crisis management: when
communication is ineffective so is the crisis management effort. This book emphasizes the role of
communication throughout the crisis management process. W. Timothy Coombs uses a three-staged
approach to crisis management - pre-crisis, crisis, and post-crisis. He reviews the latest research,
explains how crisis communication can prevent or reduce the threats of a crisis, and provides
guidelines for how best to act and react in an emergency situation. New to the Third Edition: * A
new chapter on the Internet and social media, showing how it has become both a tool for
recognizing warning signs as well as a key channel for communicating with stakeholders during a
crisis * Updated discussion throughout to reflect the importance of the online world: The book
explores the concept of paracrisis; covers online preparations organizations should make; considers
the effects of social media on the crisis response; and explores the emergence of online memorials *
Integrates crisis management with three other proactive management functions - issues
management, risk management, and reputation management - demonstrating that the best way to
manage a Crisis is to prevent one * A new epilogue summarizing key lessons for managers from the
vast crisis communication research literature. Key Features: * What would you do? cases are
included throughout. With information from a real crisis event, a series of questions allow students
to apply concepts in the chapter to the case * Discussion Questions are provided at the end of each
chapter, helping readers extend their understanding of the material.

crisis communication and crisis management: Crisis Communications: The Definitive Guide
to Managing the Message Steven Fink, 2013-02-12 The Definitive Guide to Communicating in Any
Crisis “When facing an already difficult crisis, the last thing a company needs is to make it worse
through its own communications - or lack thereof. As one who has lived through a number of
[business] crises and served as an independent investigator of the crises of others, I consider Steven
Fink’s book to be an excellent guide to avoiding collecting scar tissue of your own by learning from
the scar tissue painfully collected by others.”—Norman R. Augustine, former Chairman and Chief
Executive Officer, Lockheed Martin There are few guarantees in business today. Unfortunately, one
of them is the inevitability of a crisis having a potentially major effect on your business and your
reputation. When your company finds itself in the midst of a crisis, the ripple effects can disrupt
lives and business for the foreseeable future if public opinion is not properly shaped and managed.
Skillfully managing the perception of the crisis determines the difference between a company’s life
or death. Because in the pitched battle between perception and reality, perception always wins.
Fortunately, there is a solution. Crisis communications and crisis management legend Steven Fink
gives you everything you need to prepare for the inevitable—whether it’s in the form of human error,
industrial accidents, criminal behavior, or natural disasters. In this groundbreaking guide, Fink
provides a complete toolkit for ensuring smooth communications and lasting business success
through any crisis. Crisis Communications offers proactive and preventive methods for preempting
potential crises. The book reveals proven strategies for recognizing and averting damaging crisis
communications issues before it’s too late. The book also offers ways to deal with mainstream and
social media, use them to your advantage, and neutralize and turn around a hostile media
environment Steven Fink uses his decades of expertise and experience in crisis communications to
help you: UNDERSTAND AND MANAGE THE RELATIONSHIP BETWEEN PUBLIC PERCEPTION
AND REALITY CHOOSE THE BEST SPOKESPERSON FOR THE CRISIS PROTECT YOUR BRAND
AND REPUTATION THROUGH CRISES LARGE AND SMALL MAKE WISE, VIGILANT, AND
DEFENSIBLE DECISIONS UNDER EXTREME CRISIS-INDUCED STRESS TELL THE TRUTH NO
MATTER HOW TEMPTING IT MAY BE TO MISLEAD USE SOCIAL MEDIA OUTLETS TO
COMMUNICATE DIRECTLY TO THE PUBLIC ABOUT A CRISIS The explosion of the Internet and,
especially, social media, has added a new layer to the business leader’s skill set: the ability to handle
a crisis quickly and professionally within moments of its occurrence. Livelihoods depend upon it.



With in-depth case studies of Toyota, BP, and Penn State, Crisis Communications provides
everything you need to successfully lead your company through today’s rocky landscape of
business—where crises large and small loom around every corner, and the lives of businesses and
management teams hang in the balance. PRAISE FOR STEVEN FINK’S CRISIS MANAGEMENT
“Every major executive in America ought to read at least one book on crisis management. In this
way, he or she might be better prepared to deal with the disasters striking organizations at an
ever-increasing rate ... The question is: ‘Is Steven Fink’s book one that busy executives ought to
read?’ The answer is a resounding yes.”—LOS ANGELES TIMES, FRONT PAGE SUNDAY BOOK
REVIEW

crisis communication and crisis management: Crisis Communications Kathleen
Fearn-Banks, 2010-10-04 Crisis Communications: A Casebook Approach presents case studies of
organizational, corporate, and individual crises, and analyzes the communication responses to these
situations. Demonstrating how professionals prepare for and respond to crises, as well as how they
develop communications plans, this essential text explores crucial issues concerning communication
with the news media, employees, and consumers in times of crisis. Author Kathleen Fearn-Banks
examines the steps of choosing the appropriate words to convey a message, selecting the method
and channels for delivering the message, and identifying and targeting the most appropriate publics
or audiences. She also addresses such important topics as avoiding potential mismanagement of
communication in crisis situations. Key features of this fourth edition are: six new cases, including
several international crises current discussion of communications technology as it relates to crises a
Companion Website -- www.routledge.com/textbooks/fearn-banks -- with additional cases as well as
supplemental materials for students and classroom resources for instructors. A Student Workbook is
also available for use with this volume, providing additional pedagogy for each chapter, including
discussion questions, activities, key terms, case exercises, and worksheets. Utilizing both classic and
contemporary cases of real-world situations, Crisis Communications provides students in public
relations and business with real-world perspectives and valuable insights for professional responses
to crises. It is intended for use in crisis communications, crisis management, and PR case studies
courses.

crisis communication and crisis management: Applied Crisis Communication and Crisis
Management W. Timothy Coombs, 2013-06-11 Designed to give students and public relations
professionals the knowledge and skills they need to become successful crisis managers, Applied
Crisis Communication and Crisis Management: Cases and Exercises by W. Timothy Coombs,
includes a wide range of cases that explore crisis communication and management in action using a
practical approach. In the first two chapters, the author introduces key theories and principles in
crisis communication, which students apply by analyzing 17 cases drawn from recent headlines.
Cases are explored from pre-crisis, mid-crisis, and post-crisis communication perspectives, and
include a range of predominant crisis scenarios from product recalls to lawsuits to environmental
disasters.

crisis communication and crisis management: Ongoing Crisis Communication Timothy
Coombs, 2021-12-18 Ongoing Crisis Communication: Planning, Managing, and Responding provides
an integrated approach to crisis communication that spans the entire crisis management process
and crosses various disciplines. A truly integrative and comprehensive text, this book explains how
crisis management can prevent or reduce the threats of a crisis, providing guidelines for how best to
act and react in an emergency situation. The Sixth Edition includes new coverage of artificial
intelligence and risk management, social media, resilience training for the community, and draws
upon recent work from management, public relations, organizational psychology, marketing,
organizational communication, and computer-mediated communication research.

crisis communication and crisis management: The Handbook of Crisis Communication W.
Timothy Coombs, Sherry J. Holladay, 2012-01-10 Written as a tool for both researchers and
communication managers, the Handbook of Crisis Communication is a comprehensive examination
of the latest research, methods, and critical issues in crisis communication. Includes in-depth



analyses of well-known case studies in crisis communication, from terrorist attacks to Hurricane
Katrina Explores the key emerging areas of new technology and global crisis communication
Provides a starting point for developing crisis communication as a distinctive field research rather
than as a sub-discipline of public relations or corporate communication

crisis communication and crisis management: Social Media and Crisis Communication
Yan Jin, Lucinda L. Austin, 2017-06-27 Social Media and Crisis Communication provides a unique
and timely contribution to the field of crisis communication by addressing how social media are
influencing the practice of crisis communication. The book, with a collection of chapters contributed
by leading communication researchers, covers the current and emerging interplay of social media
and crisis communication, recent theories and frameworks, overviews of dominant research streams,
applications in specific crisis areas, and future directions. Both the theoretical and the practical are
discussed, providing a volume that appeals to both academic-minded readers as well as
professionals at the managerial, decision-making level. The audience includes public relations and
corporate communication scholars, graduate students studying social media and crisis
communication, researchers, crisis managers working in communication departments, and business
leaders who make strategic business communication planning. No other volume has provided the
overarching synthesis of information regarding the field of crisis communication and social media
that this book contains. Incorporated in this volume is the recent Social-mediated Crisis
Communication Model developed by the editors and their co-authors, which serves as a framework
for crisis and issues management in a rapidly evolving media landscape.

crisis communication and crisis management: Organizational Crisis Communication
Finn Frandsen, Winni Johansen, 2016-10-19 When a crisis breaks out, it’s not always just the
organization that reacts - the news media, customers, employees, trade associations, politicians,
activist groups, and PR experts may also respond. This book offers a new and original perspective on
crisis communication based on the theory of the Rhetorical Arena and the so-called multivocal
approach. According to this approach, we gain a more dynamic and complex understanding of
organizational crises if we focus not only on the communication produced by the organization but
also take into account the many other voices who start communicating when a crisis breaks out. It
provides: An in-depth overview of the five key dimensions of organizational crises, crisis
management and crisis communication A comprehensive introduction to the theory of the Rhetorical
Arena and the multivocal approach to crisis communication, including some of the most important
voices inside the arena A series of important international case studies and case examples in each
chapter. Suitable for students studying crisis communication modules on corporate communication,
public relations, and management and organization studies courses.

crisis communication and crisis management: Responding to Crisis Dan Pyle Millar,
Robert L. Heath, 2003-12-08 In recent years, researchers and practitioners have explored the
nature, theory, and best practices that are required for effective and ethical crisis preparation and
response. The consequences of being unprepared to respond quickly, appropriately, and ethically to
a crisis are dramatic and well documented. For this reason, crisis consulting and the development of
crisis response plans and protocols have become more than a cottage industry. Taking a rhetorical
view of crisis events and utterances, this book is devoted to adding new insights to the discussion,
and to describing a rhetorical approach to crisis communication. To help set the tone for that
description, the opening chapter reviews a rhetorical perspective on organizational crisis. As such it
raises questions and provokes issues more than it addresses and answers them definitively. The
other chapters can be viewed as a series of experts participating in a panel discussion. The
challenge to each of the authors is to add depth and breadth of understanding to the analysis of the
rhetorical implications of a crisis, as well as to the strategies that can be used ethically and
responsibly. Central to this analysis is the theoretic perspective that crisis response requires
rhetorically tailored statements that satisfactorily address the narratives surrounding the crisis
which are used by interested parties to define and judge it. This volume will be of value to scholars
and students interested in crisis communication, and is certain to influence future work and



research on responding to crises.

crisis communication and crisis management: Strategic Communication in Crisis
Management Sally Ray, 1999-04-30 Her three-stage model of crisis stages provides a comprehensive
understanding of the significant factors that affect the success of communicating in crisis situations.
She shows how strategic communication is best understood and developed from a broad frame of
reference, and how specific communication choices must emerge from specific situations. Corporate
communications specialists at all levels in both the private and public sectors, plus executives with
other management responsibilities, will find Dr.

crisis communication and crisis management: Crisis Communication in a Digital World
Mark Sheehan, Deirdre Quinn-Allan, 2015-04-15 Crisis Communication in a Digital World provides
an introduction to major crisis communication theories and issues management, using practical
examples from Australia and New Zealand. The book examines how public relations can influence
the nature of a crisis and the impact of its aftermath. It explores the role of PR specialists in
different crisis situations - including natural disasters and morphing crises - and examines the
challenges they face in a world where social media is a key source of communication. Readers are
provided with an in-depth understanding of crisis communication and issues management through
practical approaches, strategies and skills, which are supplemented by relevant theories based on
evidence and experience. International perspectives have been included throughout to illustrate the
impact of multinational companies on the digital world, including global media cycles and social
media activism. Each chapter explores a different aspect of communications, including media,
natural disasters and celebrity crises.

crisis communication and crisis management: The Four Stages of Highly Effective
Crisis Management Jane Jordan, 2011-03-14 From the Japanese tsunami and the Egyptian
revolution to the Haitian earthquake and the Australian floods, social media has proven its power to
unite, coalesce, support, champion, and save lives. Presenting cutting-edge media communication
solutions, The Four Stages of Highly Effective Crisis Management explains how to choose the
appropriate 1

crisis communication and crisis management: Crisis Communication Alan Jay Zaremba,
2014-12-18 Crises happen. When they do, organizations must learn to effectively communicate with
their internal and external stakeholders, as well as the public, in order to salvage their reputation
and achieve long-term positive effects. Ineffective communication during times of crisis can indelibly
stain an organization’s reputation in the eyes of both the public and the members of the
organization. The subject of crisis communication has evolved from a public relations paradigm of
reactive image control to an examination of both internal and external communication, which
requires proactive as well as reactive planning. There are many challenges in this text, for crisis
communication involves more than case analysis; students must examine theories and then apply
these principles. This text prepares students by: Providing a theoretical framework for
understanding crisis communication Examining the recommendations of academics and
practitioners Reviewing cases that required efficient communication during crises Describing the
steps and stages for crisis communication planning Crisis Communication is a highly readable blend
of theory and practice that provides students with a solid foundation for effective crisis
communication.

crisis communication and crisis management: Crisis Communication Martin N. Ndlela,
2018-08-28 This timely book explores crises as an inevitable part of modern society, which causes
ramifications not only for organisations, but also for a diverse range of stakeholders. Addressing the
need for organisations to be guided by a stakeholder-oriented approach throughout all phases of the
crisis communication process, the author draws upon various business disciplines and covers the
management of issues, risk, reputation and relationships. Covering all stages of crisis
communication, from pre-crisis to post-crisis, stakeholder engagement is analysed through a series
of case studies, with a particular focus on the role of social media. Scholars of corporate
communications and business strategy will find this new book undoubtedly useful, and it will be of



particular interest to those involved in crisis communication and management.
crisis communication and crisis management: Crisis Communication and Crisis
Management Burton St. John, Yvette E. Pearson, 2017
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