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what if…

A disgruntled employee is violent at one of your locations?
An executive is accused of sexual misconduct?
One of your products causes injury or death?
An employee is caught embezzling funds from your company?
An employee posts something negative about your company on social media?
A natural disaster disrupts your supply chain and supply to customers?

Your company’s social media channels are hacked?
A partner or contractor fails to uphold the values of your organization?

akhia.com

A hazardous material spill affects the environment or drinking water in your area?
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the cost of “what if”
can be severe
The list of potential threats to your organization could go on indefinitely. And any of
these threats—no matter how large or small they seem—can have detrimental and
long-term effects on your brand, its reputation and virtually erase years of goodwill.
Chipotle,
E. coli outbreak*

40%

stock price decrease

$8.3M

2.5%

stock price decrease

$700M

in lost revenue
akhia.com

in lost revenue

United Airlines, man
dragged off flight*

*Source: RAGAN’S PR Daily, How Much Can a PR Crisis Cost You?
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now consider: what if…
You knew whom to call and how to respond quickly and effectively?
You had trained spokespeople who could assemble quickly
and represent your company positively?
You had well-documented and well-communicated policies
and procedures to protect your organization?

In many cases,
you can’t control
a crisis. But what
you can control is
how you prepare
and respond to it.

You had prepared statements and didn’t have to scramble to
“put something out there” you weren’t 100 percent confident about?

You were prepared?

akhia.com

You had a team assigned to monitor and respond to backlash
on the web and on social media?
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take control
It is estimated that more than half of corporations do not have a crisis communications
plan in place. In the event of a crisis, these companies would be forced to assemble,
scramble and respond—risking a disorganized response that could worsen the situation.

We walk you through every step of
the process, from discovering your
risk and training spokespeople,
to putting measures in place to
proactively protect your brand.

akhia.com

At akhia communications, we give you the power to take control of the situation,
notify stakeholders and respond thoughtfully through a well-planned crisis
communications strategy.
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assessing your risk
Get to know…
the types of crises
your potential threats

how crises are spread

akhia.com

the impact of social media
on crisis planning
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types of crises

emerging

imminent

sudden

natural

a crisis that can
be anticipated and
addressed early

a crisis that
is anticipated
after it’s too late
to avoid

a crisis that
is already
underway and
not anticipated

an unavoidable crisis
that occurs due to acts
of nature, such as
tornadoes, earthquakes,
hurricanes, landslides,
tsunamis, floods
and droughts

akhia.com

There are universal risks and ones that will be unique to your organization.
It’s important to examine and plan for both. In general, crises can be
classified into four categories:
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potential threats
These are examples of the specific crises any organization might encounter:
online ‑ crises, rumors, accusations or misinformation arising in the social media space
technological ‑ corrupted software, equipment or data breaches
internal	- disputes among employees that might result in labor issues, employee strikes, innappropriate
or illegal behavior, or disputes that might result in acts of violence or other extreme behavior
misdeeds	- management decisions that are not in line with corporate values and policies, knowing there
could be harmful consequences to the company, employees, stakeholders or the environment
(to name a few)

financial	- when an organization fails to pay vendors or other parties
safety	- injuries or deaths of employees or visitors
product	- failure of product or service with varying degrees of severity, from recall to injury or
death of customers

akhia.com

rumors	- the spread of false rumors about the organization, especially on social media, that can lead
to negative positioning for your brand, stakeholder revolt or even public boycotts
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how crises are spread
social media

national/global media

Twitter, Facebook, YouTube, Instagram

TV, newspapers, magazines, e-newsletters,
news apps, social media

trade media
and associations

Crises impacting your particular
industry, customers or stakeholders
are likely to show up in trade media
and could have an immediate effect on your
customer base.
E-newsletters, social media, websites, magazines

Large or catastrophic crisis events
will be picked up by mainstream
media quickly.

local media

Crises impacting local residents
will be covered nearly immediately
by local news sources.

TV, newspapers, magazines, e-newsletters,
news apps, social media, websites

akhia.com

The fastest way a crisis can spread
is from person to person via social
media channels.
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the social factor
When planning for a crisis, mainstream and trade media are still critical to address.
But no channel is more threatening to your reputation than social media.
Why?
Speed. Bad news travels fast, and fake news spreads even faster—in fact, misinformation is
reported to spread at a rate of 6x faster than the truth. Whether true or not, your negative publicity
will be compelling to people, and they will share it.

Speed is essential in the social
media space, so having a plan
in place to address crises isn’t
an option—it’s critical.

akhia.com

The court of public opinion. Sometimes your company will be tried and sentenced by the time you
respond. Your stakeholders and the public will form an immediate opinion that will be difficult to
sway, unless you respond quickly, appropriately and genuinely.
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planning for a crisis
Analyzing your risk and creating messaging for each of your audiences around likely
scenarios is just the beginning of creating a comprehensive crisis communications plan.
As part of akhia’s processes, we also:

2

Train your spokespeople; and

3

Give you the tools to monitor and respond
quickly and appropriately.
akhia.com

1

Identify your crisis communications team and
define roles, responsibilities and escalation policies;
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assembling your team
To act quickly, your crisis communications
team should consist of people who:
1. have the authority to make decisions quickly;
2. can communicate clearly and effectively; and
3. are highly familiar with potential channels to
respond to a crisis, such as media relations,
social media and internal/employee channels.

Teams can vary, but recommended
members would include:
• CEO
• Vice President
• IT Representative
• Safety/Security Representative
• Legal Representative
• PR Representative
• Social Media Representative

Each should understand his/her
role in crisis communications.
akhia will document and map
how crises are handled and
escalated throughout the team.

akhia.com

• HR/Internal Communications Representative
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training your spokespeople
The ability of your spokespeople to stay on point, be genuine and think quickly can
make or break your crisis communications efforts.
Who should be your spokespeople? The CEO and/or other C-suite representatives
will be your first line at the national level. But you should also train your subject matter
experts (SMEs) and representatives at the plant or local level where you operate whom
you can trust to represent your organization.

Analyses of responses to
crises that have occurred
with other companies or
organizations, including
what worked well and
what did not

A deep dive into
the elements of
communicating
effectively
during a crisis

On-camera
role-playing
with real
reporters

akhia.com

akhia’s training is a rigorous, daylong workshop that includes:
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having tools
at your fingertips
Your crisis communications plan is meant to be updated regularly and kept within
reach day or night. akhia equips you with everything you need, including:
• Contact lists for your crisis team and internal stakeholders
• Media lists and contact information
• A matrix of your audiences and what they will want/need from you in a crisis
• Messaging around identified scenarios
• Spokesperson reminder cards and tips
• On-call assistance in a crisis
• Social media response expertise/consultation

akhia.com

• Monitoring teams to keep you updated on media and social media sentiment in real time
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proactively
protecting your brand
Driven by social media, a company’s negative news, as well as minor and major
missteps, can quickly escalate and destroy your brand’s goodwill in a matter of seconds.
All companies need to be prepared for crises. But smart companies take proactive
steps to avoid them.
defining brand protection

planning for the future

akhia.com

documenting your policies
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defining
brand protection

In short: Brand Protection
isn’t just about tactical
readiness—it’s about
people readiness.

akhia.com

Brand Protection begins with ethics and is coupled with hypertransparency. It is
about creating systemic incorruptibility based on organizational values that drive
decisions from the top down. It’s about creating a culture that values quality, fairness,
responsibility, integrity and transparency—and living it every day, at every level.
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fulfilling your promise
Brand Protection starts with the organization’s culture—what it stands for and what it values.
Once identified and embraced, this culture must be supported with policies and actions that
make it easy for every stakeholder—internal or external—to understand and comply.
At akhia communications, we start with a comprehensive Brand Protection audit to examine every policy
and practice that could affect your brand, and then rate your organization in categories that include:
•S
 ecure, web-based crisis plan storage options
accessible from anywhere at any time

•	Social media policy (company-sponsored
and nonsponsored)

• Leadership accountability

• Tolerance policy

• Social responsibility (CSR)
• Code of ethics for employee behavior

•	Corporate accountability, including how you
operate in other parts of the world

•	Code of integrity for dealings with customers
and vendors

• Environmental responsibility
• Healthcare plan equality

During the audit, weaknesses and omissions are identified and remedied. This helps to limit organizational
vulnerability to criticism and attack. It improves the organization’s ability to secure its reputation by ensuring
that its crisis response (what it says publicly) is fully supported privately.

akhia.com

• Citizenship
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examining today’s
and tommorow’s trends
akhia’s Brand Protection audit also includes an important section called Issues
Management—encouraging organizational leaders to examine trends that could,
someday, negatively affect the brand.

akhia.com

Issues Management helps organizations thoughtfully consider trends that today
may be on the fringe and appear weird, impossible or improbable; to think beyond
the typical crisis to those external trends that are merely nuisances today but could
be problematic down the road.
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work with akhia
As planners, storytellers and drivers for your business, akhia communications can
help you through a crisis, prepare for the unexpected, communicate change—large
or small—and keep your employees engaged day-to-day with the vision, mission
and values of your organization for a more engaged workforce.
our process

akhia.com

schedule risk assessment
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our process
step 1:

Discovering
your risk

step 2:

Preparing
your plan

step 3:

Training your
spokespeople

step 4:

Putting the plan
into action

During this session, we spend a half-day with your identified crisis communications team
to review and uncover:
• Why it is important to communicate during a crisis
• Types of crises that can arise (emerging, imminent, sudden, natural)
• What happens when a crisis hits (confusion, rumors, need for speed)
• The key stakeholders who need to be briefed in the event of a crisis
• Identification and prioritization of potential crisis scenarios that can occur at your organization

akhia.com

• The role of today’s rapidly developing social media channels in a crisis (how they can hurt, how they can help)
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our process
step 1:

Discovering
your risk

step 2:

Preparing
your plan

step 3:

Training your
spokespeople

step 4:

Putting the plan
into action

During this step, akhia communications assumes primary responsibility for writing,
developing and designing your crisis communications plan, which might include:
• The communications chain and flow chart
• Roles and responsibilities, including the role of the spokesperson
• Sample key messages and press statements for each of the identified scenarios
• Corporate fact sheet and safety record
• Rapid response flow charts
• Applicable contact lists
• Digital and social media policies and processes for monitoring/responding during a crisis

akhia.com

• Tips for managing the media
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our process
step 1:

Discovering
your risk

step 2:

Preparing
your plan

step 3:

Training your
spokespeople

step 4:

Putting the plan
into action

The effectiveness of your spokespeople can make or break your company during
a crisis. During the akhia communications media training session, your crisis
communications team and top-line employees undergo an intensive, half- or full-day
workshop that starts with educating you on:
• Reactive responses vs. proactive responses
• Tips for managing the interview
• Setting up a pressroom
Next, we conduct videotaped role-playing exercises designed to train spokespeople on how to manage
questions from reporters, stick to key messages and convey sincerity on behalf of your brand.

akhia.com

• The role of the spokesperson
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our process
step 1:

Discovering
your risk

step 2:

Preparing
your plan

step 3:

Training your
spokespeople

step 4:

Putting the plan
into action

akhia.com

We meet with you to review the manual, giving careful examination to its contents,
sharing it with potential contributors (legal/operations), editing and refining the
manual for use, and properly distributing it to internal stakeholders.
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get started by
assessing your risk
With so much to consider, akhia communications will help you audit your
preparedness and guide you through a half-day session to identify the specific risks
to your organization.

• A thorough review of likely threats

 review of your internal and external
• A
audiences and what they care about

 cenario planning to identify potential
• S
messaging around specific threats

Schedule your risk
assessment here
akhia.com

What you
can expect:
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