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Reputation Management and Crisis Communications 



SURPRISE



THE 
INFORMER







LESSONS LEARNED 
• Experience and Prospective
• Relationships Matter 
• Correct Lane
• Be Reliable
• Various outcomes/motives







More than 
30,0000 emails 



Reputation &
Emerging 
Issues

■ Customer service
■ Facilities and Maintenance
■ Employee Behavior/Outside 

Activity
■ Misinformation/Disinformation
■ Social Media Use
■ Data Breaches/Cyber Security
■ Climate/Environmental Issues
■ Political Environment
■ Resources 

(Customers/Employees)
■ Community Engagement

ANYTHING AND 
EVERYTHING



TRUST THROUGH 
TRANSPARENCY

The reputation you have today impacts how stakeholders react to your  
response and your response impacts the reputation you have tomorrow.  
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