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Publish a sincere response 
that addresses the situation 

and makes an affirmative 
statement. Focus on 

strengthening relationships 
with stakeholders. Continue 

to monitor the situation, 
responding when appropriate.

Publish a sincere and honest 
response. Apologize if an 
apology is due. Focus on 
building / strengthening 

relationships with 
stakeholders. Continue 
to monitor the situation, 

responding when appropriate.

Publish a sincere response 
that addresses the issue. 
Apologize if an apology 

is due and focus on 
strengthening relationships 

with stakeholders.  
Continue to monitor  

the situation, responding  
when appropriate.

Publish a sincere response 
that addresses the issue, 

corrects the misconceptions 
and focuses on strengthening 

relationships with 
stakeholders. Continue 
to monitor the situation, 

responding when appropriate.

Monitor the situation.  
Prepare a sincere response  

that addresses the issue, apologize 
if an apology is due and focus  
on strengthening relationships  

with stakeholders. If the  
situation begins to garner more  
attention, publish the response.  
Continue to monitor and, if need 

be, escalate to crisis team.

Monitor the situation and let our  
community come to our defence.  
Consider responding to individual 

comments and questions with  
the aim of strengthening  
relationships, as required. Monitor and 

escalate 
to crisis team.

Monitor and  
respond to inquiries, 

as appropriate.

l eg e n d

Sit back and monitor

Respond accordingly

Escalate to crisis

Does the situation risk escalating further?

Can we easily put  
the issue to bed  

with a sincere and  
honest response?

Is this issue due  
to a mistake  

made on our end?

Is it garnering a lot of negative attention?

Can we easily correct them and  
regain control of the situation?

Does the situation risk 
negatively impacting our 

reputation and/or our 
bottom line over the  

long-term?

Does the situation risk 
negatively impacting our 

reputation and/or our 
bottom line over the  

long-term?

Are the facts correct?

Have we already released a response?

Is our community  
coming to our  

defence?
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CRISIS READY™ 
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