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KRISIS

Management of
decisions made at

a turning point

where your destiny
can go one way
or the other.
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BAD
THINGS
HAPPEN
EVEN TO GOOD PEOPLE
AND GOOD ORGANIZATIONS

NEXT
IT’S WHAT YOU DO

THAT COUNTS
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The management of choices

CRISIS MANAGEMENT

How you choose determines the 
outcome

Decision criteria matter
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DECISION CRITERIA

WHAT?

THE WRONG QUESTION

What should we do?
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EVEN WORSE

What should we say?

MANAGING YOUR CHOICES

ASK THE RIGHT QUESTIONS
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If I h a d  a n  h o u r to  so lve  a  p ro b le m

a n d  m y life  d e p e n d e d  o n  th e  so lu tio n ,
I w o u ld  sp e n d  th e  first 5 5  m in u te s 

d e te rm in in g  th e  p ro p e r q u e stio n  to  a sk , 
fo r o n ce  I kn o w  th e  p ro p e r q u e stio n ,
I co u ld  so lve  th e  p ro b le m  in  le ss  th a n

five  m in u te s.

YOUR GOAL IN  A CRISIS

TRUST
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Trust is the natural consequence 
of promises fulfilled. 

Trust results from having one’s 
expectations met, of having no 

unrealized expectations.

FRANK NAVRAN
ETHICS RESOURCE CENTER

T h rille d

S a tis fie d

D isa p p o in te d

B e tra ye d

EXPECTATIONS
TRUST
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What would reasonable 
people appropriately expect 
a responsible organization 
to do in this situation?

THE RIGHT QUESTION

You can answer this 
question to a very granular 
level for each stakeholder 
group.

THE RIGHT QUESTION
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But there is a common 
expectation that applies to 
all stakeholders.

THE RIGHT QUESTION

THE RIGHT QUESTION

CARE
E V E R Y  S T A K E H O L D E R  E X P E C T S  T H A T  Y O U
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!
The single biggest predictor
of reputational harm in a crisis
is the perception that you don’t care.

A timely demonstration that you care

E F F E C T IV E C R IS IS R E S P O N S E

The persistent demonstration that you 
still care

for as long as the expectation exists
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What would reasonable 
people appropriately expect 
a responsible organization 
to do in this situation?

THE RIGHT QUESTION



6/18/18

Copyright 2018 by Helio Fred Garcia 14



6/18/18

Copyright 2018 by Helio Fred Garcia 15



6/18/18

Copyright 2018 by Helio Fred Garcia 16

2

1

33

2

Principles

Criteria: What?

Criteria: When?

SILENCE
ISN’T GOLDEN
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› S e e n  a s  in d iffe re n ce  o r a s  a n  a ffirm a tio n  o f g u ilt

› A llo w s critics , a d ve rsa rie s , a n d  m e d ia  to  d e fin e  th e  cris is , 

yo u r m o tive s, a n d  yo u r a c tio n s

› C h a lle n g e s a n d  in v ite s  c ritics  a n d  critics  a n d  o p p o rtu n ists  

to  ra lly  p u b lic  o p in io n  a g a in st yo u

1 Acknowledgement
Open by stating awareness of the event or issue. 

2 Empathy
If there are victims or potential victims, express empathy. 

3 Values
Describe the organization’s values that will inform the response to the crisis

4 Approach
Describe ways the organization will handle the response to the crisis, including what has been done or 
what Is under way

5 Commitment
Outline the substantive or procedural commitments you can make now.

A Well-Structured Stand-By Statement
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The First Mover Advantage

Controls the Interpretation 
of the Event

WHOEVER IS FIRST TO DEFINE
T H E  C R IS IS Y O U R  M O T IV E S Y O U R  A C T IO N S
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T H E
G O LD E N

H O U R

T H E
G O LD E N

H O U R

Incremental 
delays can have 

greater-than-

incremental 
impact

T H E
G O LD E N

H O U R
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45
M INS

6
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3
DAYS
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THE FOUR-QUESTION TEST
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W ill th o se  w h o  m a tte r to  u s  e xp e ct u s  to  d o  o r sa y  
so m e th in g  n o w ?

W ill s ile n ce  b e  se e n  e ith e r a s  in d iffe re n ce  to  th e  h a rm  

th e  cris is  is  ca u sin g , o r a s  a n  a ffirm a tio n  o f g u ilt?

A re  o th e rs  sp e a k in g  a b o u t u s  n o w , sh a p in g  th e  

p e rce p tio n  o f u s  a m o n g  th o se  w h o  m a tte r to  u s?

If w e  w a it, w ill w e  lo se  th e  a b ility  to  in flu e n ce  th e  
o u tco m e ?

If th e  a n sw e r to  a n y  o n e  o f th e se  q u e stio n s is  y e s, 
re sp o n d  e ffe ctiv e ly  n o w .

THE FOUR-QUESTION TEST

Sunday, 
April 9, 2017
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What would reasonable 
people appropriately 
expect a responsible 
organization to do
in this situation?

T H E  D E F IN IN G  Q U E S T IO N

Monday, 
April 10,
Late AM
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Thursday, 
April 27,
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For More
Further Reading To Be in Touch

› hfgarcia@logosconsulting
.net

› Twitter: @garciahf
› https://www.linkedin.com

/in/hfgarcia/
› agonyofdecision.com

mailto:hfgarcia@logosconsulting.net
https://www.linkedin.com/in/hfgarcia/

