
Get the facts…

Counter the attack…

Get back on offense...



 1. PROMOTE YOUR BRAND!

 The best way to manage a crisis is to have a good reputation. 

 Brand yourselves as being someone who is trusted, listens, cares, 
gets things done and “is one of us.” 

 Raise your favorable name awareness so citizens know and like you. 

 If you establish an impeccable brand, negative charges will be less 
believable and more manageable.

 Never stop promoting your good name & brand. 



 2. BE READY. HAVE A PLAN!

 A crisis will come, so prepare now!

 Conduct a Plus /Minus or SWOT Analysis to anticipate problems. 

 Turn negatives into positives. 

 Identify your response team in advance to handle the crisis. 

 Practice your response. Pre-write all content to be sent. Collect 
supporting information to rebut. Prepare in advance!



 Identify credible people to make a statement in support. 

 Pre-produce a video response. Release when appropriate.

 Collect and distribute news clips or other material to support your 
position and rebut the attack. 

 When an attack comes, rapidly release some countering information 
to blunt the initial attack. Anticipate opposition counter-attacks.

 Issue updates as needed. Monitor social media for new 
developments. Take the attack seriously. 



 3. BE YOURSELF. BE AUTHENTIC. BE HONEST. 

 Don’t ignore serious threats. They can undermine your brand. 

 Be direct, take responsibility (if it’s your fault), show contrition, and 
move on. 

 The more transparency you show, the more believable you will be. 



What happens if a charge is true? There’s no escape. What do you do? 
Here’s a sample response:

“We made a mistake. We regret it and apologize. The person 
involved is being disciplined. We will strive to make sure this does 
not happen again.” 

Do not over-apologize. Admit the error and CHANGE THE SUBJECT. 



 4. INOCULATE AGAINST EXPECTED ATTACKS. 

 Get a political flu shot: Inoculate yourself against large vulnerabilities 
by dealing with them in advanced & on your terms. 

 Dealing with vulnerabilities today, lessens their impact tomorrow. 

 Select a favorable forum to discuss the vulnerability. 

 Re-frame the vulnerability in a more favorable way and note how you 
have corrected the issue or are sorry for it. Collect any news 
coverage to use later if you are attacked on the same issue.



 5. GET THE FACTS. DON’T OVER-REACT. RESPOND WHEN READY. 

 Never respond until you have all the facts and are reading or watching 
the actual attack, news story or opposition statement. 

 Don’t make the crisis worse by responding before you’ve gathered 
the facts and discussed the matter with your leadership team. 

 Tell the media you will respond, but not until you get all the facts. 



 6. DON’T REACT TO A FLEA BITE. DON’T BE TROLLED. 

 Does an elephant react to a flea bite? Some attacks are not worth 
responding to because doing so gives credibility to the attacker. 

 Stay on message! Keep your focus! Do not be diverted!

 Don’t let the opposition bait you --- and never get trolled by a flea 
who has no credibility. 



 Laugh at them. Most trolls can’t take a joke because they are a joke. 

 Ignore them. The opposite of love is not hate, it’s indifference. 

 Shame them. Some trolls violate social norms. Shame them. 

 Expose them. Trolls hide because they can’t defend their position. 

 Discipline them. Disable or delete comments if trolls cross the line.

 Crush them with facts. Counter lies with truth. Post a link with facts. 

Prepare clever troll-control content in advance and use when ready!



 7. IF THE ATTACK IS TRUE, BUT CAN BE MANAGED, RESPOND IN 
SIMPLE TERMS. 

 Consider these response options: 

 “It’s true. I was wrong. I apologize for it. I will not do it again.” 

 “Our office (or staff member) errored. I have spoken to the 
individual, issued the proper discipline and apologize to everyone 
concerned. We will work hard to make sure this never happens 
again.”



 8. STAND BY  YOUR STATEMENT OR APOLOGY. 

 Don’t be weak. If you issue a statement, stand by that statement. Do 
not be baited into changing your position. Stand strong. 

 Make sure your team or supporters advance the same line. 

 If you want to turn a one or two day story into a one-week or two 
week story, keep talking. 



 9. CHANGE THE CONVERSATION. 

 Declare a new day and push the bad news behind you. Change the 
topic from bad news to better news. 

 Make a major announcement, unveil an new initiative, note a big 
endorsement, or sign a special campaign pledge. 

 Flood the field with other news to divert attention from bad news. 

 Control the crisis by changing the subject & conversation. 


