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LESSONS LEARNED

Experience and Prospective
Relationships Matter
Correct Lane

Be Reliable

Various outcomes/motives




Issues/Crisis Escalation - Activation

This is not an exact science, and few issues will fit neatly into a box. This serves as a way of thinking about the
genuine severity of the issue, the level of reputational risk and the support needed to manage it.

No reputational
risk, no eminent
safety risk

Examples:
IT outage
Contained incident in a
Lab

* CMT not activated

Level 2
Issue

Short-term
reputational risk,
no eminent
safety risk

Example:
Lawton/Turning Point

* CMT activated

Medium-term
reputational risk,
possible safety
risk

Example:
Daniel Kleve

¢ CMT activated

Severe and long-
term reputational
risk, systemic
issue, prior or
current safety risk

Example: Michigan St/
Penn St

* CMT activated

* External Crisis

Communication
Support

Catastrophic
Event

Catastrophic incident
with significant public
safety risk.
Reputation impacted
in the handling.

* EOC and CMT
activated







COVID-19 Related Expectations and Non-Compliance

L community to assume personal responsibility for their health and safety, we understand that mis
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» P
» Cleaning and disinfecting those areas under my control

» Being supportive and sensitive to anyone around me who may be troubled or struggling



Reputation &
Emerging
Issues

ANYTHING AND
EVERYTHING

m Customer service
m Facilities and Maintenance

m Employee Behavior/Outside
Activity

m Misinformation/Disinformation
m Social Media Use

m Data Breaches/Cyber Security
m Climate/Environmental Issues
m Political Environment

m Resources
(Customers/Employees)

m Community Engagement



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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