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PIELLE Consulting Group has an established, tried and tested methodology and process for risk and 
issue management that delivers: 

9 Maximum mitigation of reputation and commercial risk 
9 Rapid-response preparedness 
9 Robust response messaging for internal and external audiences, print, broadcast and 

digital media 
9 Minimum operational disruption 
9 Clear and pragmatic ‘recovery’ programmes to engage target audiences and restore 

confidence. 
 
This methodology is illustrated below: 

 
 

⇒ Identify risks, triggers and timescales 
⇒ Map existing public domain messages
⇒ Identify sources of public domain 

messages [you, third parties, media] 
⇒ Agree target message outcomes 
⇒ Agree priority audiences 

Contingency 
planning 

Specific 
emergency 

Third party 
issue or 
action

 Map message outputs 
and proof points 

 Prepare response 
statements, Q & A. 

 Establish lines of 
communication 

 Confirm communication 
processes 

 Identify potential allies 
 Identify likely opponents
 Pinpoint media and 

commentators

Check 3rd party and 
client materials

Contact management 
database and owners

24/7 contact list and
spokesperson
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Emergency handling process model 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Call received at PIELLE/contact ‘owner’ 
1. provide initial ‘hold’ position– check all contact 

information; agree timing for response 
2. brief internal lead team and determine action / 

response 
3. brief client key team; confirm status; confirm 

proposed response 
4. log incoming enquiry; prepare briefing sheet; 

log issue in appropriate records 
  

Client Alert – prior to 
3rd party interest 

Client Alert – at the time 
of 3rd party interest 

3rd party enquiry – no 
prior alert 

Identified issue 
from intelligence 

EXTERNAL 
1. Provide initial response statement to enquiring 

3rd party within agreed deadline 
2. Provide initial response as necessary to other 

enquiring parties 
3. determine whether response statement needs 

to be provided proactively 
4. log and record all enquiries 

INTERNAL 
1. confirm initial response statement and to whom 

issued 
2. notify information available / queries raised by 

media, internal audiences and third parties 
3. agree whether any business-wide alert is required 

and who will action 
4. determine whether response statement or other 

documentation should be posted on website for 
positioning 

5. check client website for message conflicts 
6. reconfirm client key team members and 24/7 contact 

information 
7. reconfirm consultancy key team members and 24/7 

contact information 
8. determine what next stage may arise and agree 

strategy, action, statements, policy adjustments. 

NEXT STEPS ACTION 
preparation 

MONITOR, EVALUATE, ADJUST 
1. monitor initial outcomes and evaluate 
2. assess and advise on any adjustments to 

strategy, response or actions including 
potential for blog and proactive communication

3. schedule reminders for next actions or 
activities and prepare materials as needed 

4. maintain communication with key team 
members from consultancy and client

Recovery 
Plan
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Recovery Plan 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
PIELLE Consulting has developed a suite of communication management tools that may be applied 
to the development, implementation and assessment of progress in issues and risk management 
communication for clients.  These include: 
 
 

 
 
 
 
 
 
 
 

 

Digital Engagement 
Client blogs-Websites- 

Online Media Strategies 
 
 

Recovery Plan 

• Pre-prepared 
• Proactive 
• Medium to long term 
• Consistent messaging and proof 

points 
• Internal engagement 
• Partner and customer involvement 
• External reinforcement and 

engagement 

OUTCOME TARGET 
 

• Restored confidence and trust 
• Re-established ‘normality’ 
• Stronger positioning 
• Stakeholder engagement and 

loyalty
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