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INTRODUCTION

Where issue and crisis management intersect and converge with risk and reputation is one of
the most dynamic and challenging areas of management and professional communication.
Moreover, the new process approach to issue and crisis management reveals that these
disciplines are not separate activities but form part of a continuum of management
responsibilities that comprise a comprehensive response to events or developments which
threaten organisational reputation or success.

This book introduces and explores each element, while at the same time emphasising
the intimate relationship between them all.

The first chapter sets the framework, introducing the main elements of the book and
placing them within an integrated, relational model.

Chapters 2-5 develop in detail the important concept of issue management, and
Chapters 6-9 introduce and analyse the critical aspects of crisis management and the
related concept of disaster management.

Chapter 10 introduces the basic elements of risk, risk management and risk
communication, while Chapter 11 brings much of the previous discussion together in
describing how the different elements combine to impact organisational reputation.

Chapter 12 summarises some of the main concepts; introduces corporate social
responsibility as an integrated model; develops the role of leadership across the continuum
of activity; and identifies some trends for likely future development.

While all the chapters contain frequent examples and references to illustrate key ideas,
Chaprers 2-11 also include two case studies relevant to the chapter theme. These case
studies all focus on examples from the Asia-Pacific region, and are based on research or
published journal articles by experts in their fields. Each contribution has been adapted by
the original author especially for this book.

In addition to the main chapters, there are two additional features in this book. While
each chapter lists the sources formally cited, there are many other useful sources that are
referred to or that support each chapter. These additional references focus mainly on those
published since 2000, although there are some exceptions for earlier publications that are
of particular importance, or that reflect significant historical perspectives. They are listed in
Further reading sections, also at the end of each chapter. Following the main chapters there
is an Appendix with a fully worked example of a detailed issue management plan developed
from the model introduced in Chapter 4.

Finally, in addition to the specific online resources referenced in the text, there is also a
list of more general useful websites, which can be accessed by students or practitioners. This
list appears at the end of the book before the index.
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SETTING
THE FRAMEWORK

CHAPTER OBJECTIVES

This chapter will help you to:

+

+

understand the basic outline of issue management and crisis management
recognise the link to risk and reputation

assess the impact of the internet and social media

distinguish different approaches to defining an issue

learn how issue process models evolve

evaluate tactical crisis response versus strategic crisis management.
differentiate between the categories of crises

appreciate how issue and crisis management align with other management disciplines.



