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Theory vs reality
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Situational Crisis Communication Theory
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Situational Crisis Communication Theory
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Swiss Cheese Model (Reason, 1990)
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Image AI generated
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"A serious threat to the basic structures or the fundamental values and norms of a 

social system, which, under time pressure and highly uncertain circumstances, 

necessitates making critical decisions.“

Rosenthal, Charles and ’t Hart, 1989
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We need to reduce the uncertainty
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Cynefin model (Snowden & Boone, 2007)
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diagnostic or prescriptive models?

The model says we should do this.
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"Reflective practice is a dialogue of thinking and doing

through which I become more skillful."

Donald Schön, 1983
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Time pressure? 

AI as the management solution? 
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“When we encounter ordered lists, we do not only encode the items themselves. We 

also encode their position in the list. So simply adding numbers can subtly 

influence how we understand and remember a theory."

Kao et al. (2020), “Absolute and Relative Knowledge of Ordinal Position on 

Implied Lists”, Journal of Experimental Psychology
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Theories become recipes when we remove the conditions, contingencies 

and qualifications that made them theories in the first place.
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Image AI generated
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Crisis communication should be consistent across all audiences.
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Crisis communication should be consistent across all audiences.

Crisis communication should be coherent, but may need 

to differentiate across audiences and contexts.
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Danish cartoon riots: Arla Foods
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Always be transparent.
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Always be transparent.

Be as transparent as you responsibly can, and explain 

what you cannot disclose yet and why.
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Privacy comes first.
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Privacy comes first.

Privacy matters enormously. Security matters enormously.
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The organization responsible should take responsibility.
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The organization responsible should take responsibility.

Responsibility for causing the crisis? Or responsibility for dealing with 

its consequences?
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When theories become recipes.

And principles become absolutes.

We have recipes for disaster.
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Anticipate the unknown.

Remain critical.

Diagnose. And ask yourself:

It sounds plausible. But is it actually true?
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