
BIEN BIENVENU  |  STRATEGIC COMMUNICATIONS INSIGHTS ARTICLE 03

bisetsabienvenu.journoportfolio.com PAGE 1

STRATEGIC COMMUNICATIONS INSIGHTS  |  ARTICLE 03

How Organizations Should 
Communicate During the First 24 
Hours of a Crisis
The first 24 hours of a corporate crisis determine the trajectory of the organization's 

reputation. A structured, rapid response timeline involving internal alerts, holding 

statements, and active media monitoring is essential to maintain narrative control 

and build public trust.

Bisetsa "Bien" Bienvenu
Public Relations | Strategic Communications | Visual Storytelling
May 28, 2026

PORTFOLIO SERIES

Applied communication analysis connecting academic frameworks with experience in NCAA Division I athletics 
and nonprofit public relations.

https://bisetsabienvenu.journoportfolio.com/


BIEN BIENVENU  |  STRATEGIC COMMUNICATIONS INSIGHTS ARTICLE 03

bisetsabienvenu.journoportfolio.com PAGE 2

Executive Summary

The first 24 hours of a corporate crisis determine the trajectory of the organization's reputation. A 
structured, rapid response timeline involving internal alerts, holding statements, and active media 
monitoring is essential to maintain narrative control and build public trust.

The Information Vacuum
At 8:00 AM on a Tuesday, a technology company discovers that a third-party vendor has accidentally exposed 
the personal data of thousands of users. Within an hour, social media rumors begin to circulate rapidly. The 
executive team hesitates, wanting to gather all the facts before making a public statement. By noon, external 
media outlets have published the story, framing the company as negligent and secretive. The organization 
has lost control of the narrative entirely because it failed to respect the speed of the modern information 
cycle.

The Communication Challenge
During the onset of a crisis, organizations face a critical paradox. They possess the least amount of accurate 
information when the public demand for answers is at its absolute highest. If the organization stays silent to 
investigate, the media and the public will fill the information vacuum with speculation, panic, and damaging 
narratives. The core challenge is to communicate competence, empathy, and operational control before all 
the facts are known.

Context and Organizational Importance
A mismanaged initial response can transform a manageable operational issue into an existential threat to 
organizational legitimacy. The first 24 hours are critical for containing reputational damage, reassuring 
investors, and preventing regulatory escalation. Effective crisis communication during this initial window 
proves that leadership is accountable and actively managing the situation, rather than hiding from it.

Stakeholders and Audience Needs
Stakeholder Primary communication need

Affected Customers or Users Require immediate assurance that their safety, privacy, or financial 
security is being prioritized.

Internal Employees Need clear guidance on the situation and strict instructions regarding 
external communications protocols.

Media and Press Need a centralized source of verified information and an accessible 
organizational spokesperson.
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Strategic Analysis
According to Situational Crisis Communication Theory (SCCT), an organization's response must match the 
level of crisis responsibility. In a preventable crisis, defensive messaging or silence is highly destructive. The 
most effective strategy is a "rebuild" approach, which begins with acknowledging the situation quickly.

The goal of the first 24 hours is not to solve the crisis. The goal is to establish the organization as the most 
credible source of information regarding the crisis. This is achieved through the rapid deployment of a 
holding statement. A holding statement does not require all the answers. It simply acknowledges the event, 
expresses concern for those affected, outlines the immediate actions being taken to investigate, and 
promises future updates. This action effectively pauses external speculation and regains control of the 
narrative.

Practical Recommendations
1. Activate the Crisis Team Immediately (Hour 1): Convene legal, public relations, and executive 

leadership to assess the initial scope and assign specific operational roles.

2. Deploy a Holding Statement (Hour 2 to 4): Release a brief, empathetic statement across primary owned 
channels to fill the information vacuum immediately.

3. Secure Internal Alignment (Hour 4 to 6): Distribute an internal memo to all employees explaining the 
situation and strictly reminding them of the media relations policy.

4. Establish Active Monitoring (Hour 6 to 12): Deploy social listening tools and media monitoring to track 
the spread of the narrative and identify emerging stakeholder concerns.

5. Provide a Scheduled Update (Hour 12 to 24): Even if no new major facts are discovered, release a 
statement confirming that the investigation is ongoing to maintain a posture of transparency.

KEY TAKEAWAY

Silence is a strategic failure during a crisis. Organizations must use holding statements to 
quickly acknowledge the issue, show empathy, and take control of the narrative while 
internal investigations continue.

Sample Communication Deliverable

Initial Crisis Holding Statement (Hour 2) "At approximately 8: 00 AM today, [Organization Name] became 
aware of a potential data security incident involving a third-party vendor. Protecting the privacy of our users is 
our highest priority. We have immediately launched a comprehensive internal investigation and are 
collaborating with external cybersecurity experts to determine the scope of the issue. We understand this news 
is concerning, and we are committed to providing transparent updates. We will share verified information 
regarding this incident on our corporate website by 5:00 PM today."
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What This Demonstrates

This article highlights a deep comprehension of crisis communication frameworks, stakeholder analysis, 
and reputation management. It proves the ability to remain objective during high-stress situations and 
provide executives with actionable, timeline-driven public relations strategies.
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