
Your Next Crisis Will 
Be a Digital Crisis: 

MARCH 2022

Are you 
ready?



WELCOME!



Hi, I'm Molly!



Signs You're In Danger

Ways to Prepare

How to Respond 





Events, Incidents, 
Issues, Crises -

What’s the difference?



2 Types 
of Crises



External



EXTERNAL 
INCIDENTS

• Natural Disaster 
• Terrorism
• Political Event
• Financial Event
• Pandemic  



Internal



INTERNAL 
INCIDENTS

• Workplace 
• Employee 
• Leadership 
• Financial 
• Product
• Culture
• Behavior  



PR ISSUE PR CRISIS

EXTERNAL INTERNAL



Managing a  
Digital Crisis



INTERNAL 
INCIDENTS

• Workplace 
• Employee 
• Leadership 
• Financial 
• Product
• Culture
• Behavior  



Crisis Management
Theory: Apologia

W. Timothy Coombs 
(2005)



Crisis Management
Theory: Apologia

Impression Management & 
Image Restoration 



Personality 





Asset  



Cost to a Damaged 
Reputation 



Trust in all information 
sources at record lows

2021 Edelman Trust Barometer.



Cancel 
Culture 



Crisis 
Responsibility 











Crisis Responsibility



Crisis Responsibility



RED FLAGS THAT 
MAY INDICATE A 

CRISIS 



Attributes your 
company could 
be at risk for 
a crisis 



Communication Culture



Lack of Communication 

Understanding



Mobilization of customers



1. Organized and 
Mobilized Scrutiny

2. Unhappy Customers 
Strike Back Online 

3. Unhappy 
Customers Organize 



Solution



As a communicator, 
you're on the 

front lines.



SOLUTIONs 
for 
Preventing 
a Crisis

Look at your 
customers’ behavior. 



STEP 1: 

Complete 
an internal 
audit of 
communication 
channels. Where will you 

respond?



STEP 2: 

Determine 
your 
organization’s 
strengths, 
weaknesses, 
opportunities, 
and threats.

Keep an eye on 
the weakness



STEP 3: 

Have key 
messages to 
respond to all 
threats. A key message 

keeps your PR crisis 
from going adrift 



STEP 4: 

Embrace the 
Digital Native 
Ecosystem Live like GenX, 

but communicate 
like Gen Z.



STEP 5:

Plan for a 
real-time 
response • Take to Twitter

• Face your customers 
on Facebook 



Check your 
Trust 
Quotiant 



QUESTION 1: 
Why are customers 
complaining online 
in the first place?



QUESTION 2: 
How long have these 

online complainers held 
a grudge against your 

company?



QUESTION 3: 
How does your 

company respond after 
the online complaint?



QUESTION 4: 
How can your company 

prevent online 
complaining?



Betrayal



Indestructible 
PR Response
• Own it 
• Explain it 
• Promise it 



Second 
Chance EVERYONE 

LOVES ONE



RECAP



Message



Response



Accountability Trust



molly@mollymcpherson.com

https://mollymcpherson.com

Connect 
with Molly
CRISIS MANAGEMENT PLANNING, 
MANAGEMENT, RESPONSE, AND TRAINING


