Cases in Public Relations Management


Worksheet 2 
Organizational Response

A Typology of Proactive Organizational Responses

There are many ways for organizations to act proactively so that activities are strategic and support the mission of an organization. Ronald D. Smith’s Strategic Planning for Public Relations
 textbook mentions the following action strategies: organizational performance, audience participation, special events, alliances and coalitions, sponsorships, strategic philanthropy, and activism.  Communication strategies, he notes, include publicity, newsworthy information, and transparent communication. For the case study, consider the following areas:

Environmental scanning

· Mass media monitoring (Internet, newspapers, television, radio, etc.)

· Industry trend watching through professional conferences and trade publications

· Internal monitoring (employee suggestion box, casual conversations or checking with departments, customer service trends)

· Issue identification and prioritization

Research

· Informal research (discussions with key communicators, department heads, etc.)

· Secondary research (database research or Internet searches to help identify new trends or issues)

· Formal research (questionnaires, focus groups, content analysis, observations and in-depth interviewing)

Outreach

· Management opportunities to interact informally with employees

· Management involvement with key community and industry organizations, including the formation of alliances and coalitions

· Organizational opportunities to interact face to face with the public through annual meetings, open houses, facility tours, key communicator group meetings, general meetings, speakers’ bureau

· Formal media relations program to develop good working relationships between the organization and journalists

· Organizational communication programs, such as newsletters, brochures, websites, informational videos, news releases

· Community relations (sponsorships, philanthropy, and volunteerism) 

A Typology of Reactive Public Relations Responses

There are many response options, especially when a problem or crisis emerges. They can range from the all-out attack, especially in instances of known hoaxes, to strategic silence, when an organization purposely chooses no comment or other responsive action in a situation. Author Ronald D. Smith examined the range of behavioral and verbal responses available to organizations when they are faced with accusations or other criticisms.

Preemptive Action Strategy

· Preemptive action

Offensive Response Strategy

· Attack

· Embarrassment

· Threat

Defensive Response Strategy

· Denial

· Excuse

· Justification

Diversionary Response Strategies

· Concession

· Ingratiation

· Disassociation

· Relabeling

Vocal Commiseration Strategies

· Concern

· Condolence

· Regret

· Apology

Rectifying Behavior Strategies

· Investigation

· Corrective action

· Restitution

· Repentance

Strategic Inaction

· Silence


Your Analysis of the Organizational Response

· What are the pros and cons of each response used in the cases?

· What might have been a better response strategy? Tactic? Why?
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