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Week 5. 
Crisis prevention

6 February 2017
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Questions

?
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http://www.mtr.com.hk/alert/alert_simpletxt_title.html



(cc) Dani Madrid-Morales – 2017 | COM5403 Crisis Communication and Management



(cc) Dani Madrid-Morales – 2017 | COM5403 Crisis Communication and Management

http://www.zjwjw.gov.cn/art/2017/2/9/art_1202194_5503810.html
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Today’s learning goals

1. Be able to analyse and evaluate information 
before a crisis. 

1. Learn the usefulness of measuring likelihood 
and impact.

2. Analyse how a food related crisis ought or 
ought not to be managed. 

3. Understand the importance of preparation 
and training.
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Crisis Prevention
We select sources than can be relevant from 

those identified from issue, risk 
and reputation management functions.

Identify the 
sources to scan 

We systematically scan sources and collect 
information that we can then transform into 

knowledge to make threat assessments.

Collect the 
information

Information needs to be analysed in a way 
that helps you decide whether a specific
issue or risk is going to become a crisis.

Analyse the 
information

Take action 
preventively

Evaluate the 
effectiveness 
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Volkswagen – Source scanning

! What sources should you scan if you were 
working for the crisis management team in 
Volkswagen China? [Tip: Think out of the box 
and be specific]
– Send your responses on Mentimeter.
– Make 5 suggestions.
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Volkswagen – Source scanning
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Volkswagen – Source scanning

News media Magazines Social media Other sources

人民日� 汽
周刊 Tianya Greenpeace China

南方都市� WeChat influencers MEP (�����)

中央��台 �新周刊 汽
之家

�方�� 南方周末 太平洋汽
�

�凰�� 盖世汽
	�
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Recap from last week

! #1 – Analyse data from Factiva (newspaper 
database)

! #2 – Analyse data from TrendSpottr (social 
media analysis)
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Recap - Factiva
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Recap - TrendSpotter
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Recap – Sentiment Analysis

https://www.csc2.ncsu.edu/faculty/healey/tweet_viz/tweet_app/
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Information analysis

! Collecting information is of no value, unless 
it can be analysed in a way that helps crisis 
managers determine whether there is a 
crisis risk. 

– When gathering information, lots of potential 
issues and risks will be identified.

– Only by carefully assessing each of them, will it 
be possible to know which ones need to be 
monitored or acted upon.
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Information analysis - Challenges

! Nowadays, a lot of information is available to 
you. Transforming this information into 
useful knowledge is not easy.

– Have a clear idea of what sources are relevant 
and which ones are not.

– Try different tools for information collection.
– Adjust the collection and analysis of information 

to the needs of your organisation
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Information analysis

Crisis Threat= Likelihood x 
Organizational Impact x 

Stakeholder Impact

CT = L x OI x SI



(cc) Dani Madrid-Morales – 2017 | COM5403 Crisis Communication and Management

Information analysis

! Likelihood is the probability that a threat 
(issue, risk or reputation) will become a 
crisis. 

! Impact is the effect that a potential crisis 
could have on the organisation and the 
stakeholders.

! All sources should be analysed along these 
two dimensions.
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Information analysis
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Information analysis
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Information analysis - Reputation

! When analysing the likelihood and the 
impact of a reputational crisis, several steps 
need to be followed:
1. Identify stakeholder expectations.
2. Determine if expectation gaps exist.



(cc) Dani Madrid-Morales – 2017 | COM5403 Crisis Communication and Management

Reputational Expectation Gaps
Performance Gap: Organizational 
actions do not match stakeholder 
expectations

Actions Expectations

Perception Gap: 
Organizational actions match 
expectations, but stakeholders 
do not see the match.

Expectations

Actions
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stakeholder expectations match and 
are seen by stakeholders
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Information analysis - Reputation

! When analysing the likelihood and the 
impact of a reputational crisis, several steps 
need to be followed:
1. Identify stakeholder expectations.
2. Determine if expectation gaps exist.
3. Assess the power, legitimacy and willingness of 

different stakeholders.
1. Legitimacy and willingness suggest strong 

likelihood.
2. Power and legitimacy can be used to determine the 

impact. 
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Crisis Prevention
We select sources than can be relevant from 

those identified from issue, risk 
and reputation management functions.

Identify the 
sources to scan 

We systematically scan sources and collect 
information that we can then transform into 

knowledge to make threat assessments.

Collect the 
information

Information needs to be analysed in a way 
that helps you decide whether a specific
issue or risk is going to become a crisis.

Analyse the 
information

Take action 
preventively

Evaluate the 
effectiveness 
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Preventive actions

! After warning signs are evaluated, crisis 
managers need to determine whether action 
is needed or not. Many threats are minor 
and can be ignored. 
1. Notable threats found during the scanning of 

sources, can be monitored.
2. If the threat is deemed serious, actions are 

taken to manage issues, reduce risks, or build 
or maintain reputations.
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Effectiveness Evaluation

! Once action is taken, it is necessary to 
assess the impact. It should never be 
assumed that ANY action will improve the 
situation. 

! Evaluations should compare the 
consequences of the actions taken with the 
intended consequences. 

! Evaluations should be repeated regularly.
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Case Studies Feedback (Sources)

! Look for multiple academic sources for your 
literature review. Do not overuse journalistic 
sources. 

! Make use of Chinese sources (please!). You 
have the advantage of speaking two 
languages, take advantage of that. 

! Be careful when selecting your sources. Not 
everything you read on the internet has the 
same journalistic value.
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Case Studies Feedback (Theory)

! Theories are not only tools to describe crisis 
responses, they are analytical tools. Put 
them to use in reviewing how organizations 
reacted to the crisis.

! When applying a theory, I would strongly 
recommend that you read one of the key 
readings for that theory that I gave you on 
week 3.
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Case Studies Feedback

! Watch out for consistency. If each of you 
writes a different part, you still need to make 
sure that the text looks like it was written by 
just one person.
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Case Study #1 - KFC

Denial Reducing 
offensiveness Denial Reducing 

offensiveness

Denial Evading 
responsibility

Reducing 
offensiveness

Corrective 
action

Mortification Corrective 
action
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Case Study #2 - Sanlu

Dec 2007 -
Consumers 
complain

May 2008 –
Boy dies

Aug 2008 – Sanlu
reports cases

Sep 2008 - Health 
ministry accuses 

Sanlu

Jul 2008 – Gansu 
reports cases to 

Beijing

Dec 2009 –
Sanlu GM 

sentenced to life 

…



(cc) Dani Madrid-Morales – 2017 | COM5403 Crisis Communication and Management

A little bit of popular culture…

! In the clip you are 
about to watch there is 
a crisis in the cheese 
industry.

! Using the SCCT 
framework think about: 
– What type of crisis is it?
– What strategies are 

adopted?
Results from class exercise:
https://www.mentimeter.com/s/084c9e75bb3a4
87e3d62e7b9c934b111/d42eecb4b045
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Questions

?


