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 Reputation-An intangible asset that is a key 
determinant of future business prospects, 
resulting from a collection of perceptions and 
opinions, past and present, about and 
organization that resides in the 
consciousness of its stakeholders 
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 Stakeholder’s Perspective- An organization 
should identify its key stakeholders and 
prioritize them in terms of importance 
 

 Internal Stakeholders-An organization’s 
management, executive board, and 
employees 
 

 External Stakeholders-Shareholders, 
customers, suppliers, regulators, 
governmental entities, and so forth 
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 Is a dynamic combination of interactions between  
◦ the organization itself,  

◦ its message, and  

◦ its stakeholders’ expectations. 

 

 Stakeholders have expectations regarding how 
these resources should be managed 

 

 The organization must work to gain the trust of 
stakeholders and assure them that resources are 
being integrated and optimized 
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 Are our daily business activities aligned with 
our corporate goals and mission? 

 

 Are we compliant with or do we exceed 
current rules and regulations? 

 

 Are our stated values or internal forces 
consistent with our strategic plans? 

 Risk Event- Dr. Oz did a story on his show on 
Arsenic in apple juice, which included all 
major brands, stating that arsenic levels are 
dangerous 

 

 Whose reputation is potentially damaged in 
this story? 

 

 How could you mitigate this potential 
reputational risk? 
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 Risk Event- Tylenol product recall. Seven people 
died in September 1982 after consuming the 
painkilling drug 

 

 What did the FDA find? 

 

 What did Johnson & Johnson do? 

 

 What was the leadership and culture at J & J? 

 

 What was the final outcome for J & J ? 

 Risk Event- In Summer of 2007, two major 
product recalls: first because of lead paint and 
second powerful magnets that could detach from 
toys and be deadly if swallowed 
 

 What lead to the two product recalls? 
 

 How did Mattel respond to the two product 
recalls? 
 

 What was the leadership and culture at Mattel? 
 

 What was the final outcome for Mattel?  



6/23/2013 

7 

 
 Identify, evaluate  and prioritize reputational 

risks. Evaluate the tangible consequences of the 
increase or decrease in reputation as an asset 
 

 Develop and implement risk response. Risk 
response should be implemented in ways that 
address the gap between the message 
communicated by the organization and 
stakeholders’ expectation 
 

 Monitor and report. Who should be on guard for 
early risk detection? 
 
 

 

 Concern for safety and security 

 

 Demands for transparency in executive 
decision making 

 

 Need for clarity in communication 

 

 Perceived lack of trust 
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 Newly-published book, When the Headline Is You, the 

author, Mr. Ansell, states the case that the current 
media relations model – staying on message 
regardless of the question asked – is no longer viable 
and often does more harm than good. 
 

 While the traditional crisis management model 
cautions organizations to steer clear of apologies for 
fear of a lawsuit, Ansell counsels clients to say they’re 
sorry and referenced the Apology Act, which allows 
companies to apologize for a crisis without exposing 
them to legal culpability.  Apologies can serve to 
diffuse tensions and establish a dialogue. 

 

 Enterprise crisis management training includes 
brainstorming sessions that stimulate creativity 
and provide opportunities to strengthen the 
organization 

 

 The Project Execution Game provides the 
“players” with a set of realistic, but unexpected 
events that occur during a project, in order to 
enhance their problem-coping capabilities and 
decision-making skills as well as hone their 
general reactions. 
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 Team building exercises 

 

 Cross-training 

 

 Data room exercises or computer simulations 

 

 Designation of a recovery team leader 

 

 

 Understand the business 
 

 Conduct a business impact analysis 
 

 Perform a risk assessment 
 

 Develop the continuity plan 
 

 Implement the continuity plan 
 

 Build a BCM/BCP culture 
 

 Maintain and update the plan 
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 BCM organizational strategy 

 

 BCM process level strategy 

 

 BCM resource recovery strategy 

 

 Statement of acceptance level of functioning 

 

 Recovery time objectives, resources needed 
and potential failure points 

 

 Tasks and activities required 

 

 Procedures or processes 
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 Supporting documentation and information 

 

 Structure to support the plan 

 

 Description of division team-purpose, team 
members, mission 

 

 Explanation of interdependencies among the 
various division teams 
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 Emergency stage 

 

 Alternate marketing stage 

 

 Contingency production stage 

 

 Communication stage 

 Protect people-contact emergency 
authorities, evacuate the area, and warn 
neighbors 

 

 Protect physical assets-guard the site, 
organize salvage operations 

 

 Protect reputation-communicate with all 
economic stakeholders, maintain control of 
all media releases 



6/23/2013 

13 

 Requires the organization to evaluate the 
disruption’s impact on its reputation and 
market share 

 

 It must consider customer loyalty 

 

 Will competitors use the organization’s 
disruption as an opportunity to increase their 
market share? 

 Must minimize any downtime for the 
organization 
 

 Organization decides what products or 
services it will provide depending o the 
facilities available and whether its technology 
and machinery are adequate 
 

 What is the availability of transportation and 
possible routes to distribute products and 
services? 
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 Preserve or enhance stakeholders trust and 
confidence in the organization 

 

 To meet the objectives of crisis and post-
crisis communication, the concerns and 
expectation of all internal and external 
stakeholders must be identified and 
addressed 

 To what extent is reputation, an intangible 
asset, also a measurable asset? 

 

 What three steps can an organization take to 
manage its risk to reputation? 

 

 Identify four basic stakeholder concerns that 
must be addressed in an organization’s 
response to a business disruption? 
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 Explain why transparency in executive decision 
making is demanded by stakeholders? 

 

 Explain how enterprise crisis management better 
prepares managers to deal with the unexpected 
than traditional crisis management? 

 

 Summarize the three important elements for 
preparing managers to deal with the unexpected 

 

 What is the purpose of a business impact 
analysis? 

 

 What is a contingency model? 

 

 What are the three levels of planning required 
by each business continuity management 
strategy? 
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 List the four stages of a strategic 
redeployment plan? 

 

 Describe the three objectives of the 
emergency stage of a strategic redeployment 
plan 

 

 List considerations an organization must 
address during the contingency production 
stage 
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 Explain how supply chain risk management is 
used to assess and mitigate risks that could 
disrupt an organization’s flow of goods and 
services 

 

 Explain how risk mitigation is achieved through 
efficient communication in time of a crisis 

 

 Given a scenario involving a supply chain, 
recommend the risk-appropriate mitigation tools 

 Supply chain may be viewed as branches of a 
tree connected to one another through a 
common trunk 

 

 Supply chain risk management entails 
assessing and mitigating all the threats that 
might interrupt the normal flow of goods and 
services from and to an organization’s 
stakeholders 
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Inherent Exposures and Vulnerabilities: 
 

◦ Production location-Vulnerable to disasters 
 

◦ Production bottlenecks-Depend on key machine or 
process 
 

◦ Information technology-Information unavailable 
 

◦ Infrastructures-Damage to infrastructure 
 

◦ Strikes or other employment issues-Inventory can not be 
moved 
 

◦ Machinery breakdowns-Waiting for replacement parts 

External exposures and vulnerabilities- 
 
 Third-party suppliers-Disruption could undermine 
 production 

 
 Sole source suppliers-Dependence on one supplier 
 only 

 
 Single source supplier- Not using other suppliers 
 when available 

 
 Change in demand level-Changes in demand due to 
 customer taste 
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External exposures and vulnerabilities 
  
 Financial risks-Increases in the cost of materials or 
 transportation 
 
 Geopolitical environment-Government  
 regulations affect imports and exports 
 
 Natural and manmade catastrophes-Natural 
 disaster destroys organization’s facilities 
 
 Merger of a key supplier-Changes in ownership of key 
 suppliers 
  

 

 An organization should test and consider its 
ability to accurately forecast demand for 
materials, labor and sales 

 

 Business impact must take into consideration 
of all the components of a supply chain loss, 
such as loss of net revenue, increased costs, 
and any mitigation costs 
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 An organization’s ability to communicate 
plans and activities to stakeholders during a 
crisis is critical to overcoming the situation 
and contributes to the success of any 
redeployment strategy 

 

 Crisis management, properly handled, will 
mitigate organizational risk on several levels. 
Communication is a key element in managing 
a crisis 
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 When a crisis occurs, the organization’s 
message must be candid, address the 
prominent issues, and engage all 
stakeholders to be effective in restoring and 
maintaining stakeholders’ trust 

 

 Communications must also demonstrate that 
senior management is committed to 
maintaining an environment of transparency 
in its decision making 

 Employees must be informed continuously, 
especially regarding how the crisis will affect 
their jobs and working conditions 

 

 Unit and operational managers must be made 
aware of ongoing risks 

 

 Stockholders must be informed of all steps 
taken to manage, mitigate and even prevent 
future crises 
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 Suppliers must be notified of procedures for 
scheduled deliveries during the period of 
disruption and of how the organization will make 
regular payments 

 

 A sound communication plan can help to build 
trust and maintain consumer loyalty during the 
period of recovery 

 

 Press releases and interviews on health, safety, 
and financial progress can help to restore and 
retain marketplace confidence 

 Regular communication before and 
throughout a crisis will improve relationships 
between the organization and its internal and 
external stakeholders 
 

 The organization will be able to attract and 
retain the most talented employees because it 
has preserved its reputation post-crisis 
 

 Organization may be able to gain a 
competitive advantage 
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 Cascading disruption- Seemingly unrelated 
events that can cause major disruptions 

 

 Supply chain management-The development 
of sound relationship and diversity among 
suppliers 

 

 Business resiliency planning- The 
development of plans that prepare the 
organization to respond to disruptions 

 Describe the members and roles of the organic 
wheat supply chain 

 

 Explain each organization’s risk exposures and 
the types of risk they are 

 

 What are the organizational co-dependencies of 
supply chain 
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 What are the mitigation plans for each 
organization in the supply chain 
 

 What was the root cause of the disruption 
 

 What were the weaknesses of the strategic 
plans for all organizations involved 
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 When Mille Company was first purchased by large 
corporation, what should Bakeries’ management 
have done? 
 

 What should Bakeries do to avoid a similar 
situation in the future? 
 

 How should Bakeries use risk transfer to their 
advantage? 
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 Bloomberg Businessweek  March 26, 2011-
Global automakers may lose production of 
600,000 vehicles by the end of the month as 
the earthquake in Japan halts lines and work 
at suppliers 

 

 Plants in North America may be affected when 
parts suppliers start running out as soon as 
April 

 
 Trendforce  March 14, 2011- Sony evacuated 

staff from its plants in north-eastern Japan 
because of electricity blackouts. Production of 
Blu-ray discs, magnetic heads and batteries will 
be impacted 

 

 Supply of silicon wafers used in the 
semiconductor industry will drop significantly 

 

 For battery industry, the impact is widespread 
from upstream to downstream 
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 Tokyo Electric Power Company appears to 
have not undertaken the community outreach 
and education it should have 

 

 People do not know what the radiation levels 
mean and wonder if the Fukushima Plant’s 
management team is not playing down the 
dangers to keep people from panicking 

 

 Social media sites like Twitter, Mixi-Japan’s 
biggest social networking site, Facebook and 
YouTube continue to increase awareness of the 
scale of natural disasters, aid the search for 
missing people and enable charities to amplify 
their global call out for donations and volunteers 

 

 Twitter is now not only used in reaction to a 
crisis, but it is increasingly being used 
proactively to garner support for social causes 
and large-scale demonstrations 
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 Be transparent and play it straight 

 

 Be ready to explain why you don’t have certain 
information and keep working to fill the 
information gaps 

 

 Acknowledge the concerns of those asking 
questions. Talk about what you can do instead of 
what you can’t do 

 

 Streamline bureaucracy and empower your 
people to communicate quickly, but accurately 

 Define supply chain risk management 

 

 Summarize six internal supply chain 
exposures and vulnerabilities 

 

 Summarize eight external supply chain 
exposures and vulnerabilities 

 

 What are the attributes of a good general 
communication plan in the event of a crisis? 
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 What specific communications should be 
addressed to internal stakeholders during 
and following a crisis? 

 

 What specific communications should be 
addressed to external stakeholders during 
and following a crisis? 

 

 


