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What is the main advantage of in-house communication resources for a company?

¢ A. Anin-house communication team is more cost-effective than relying on external resources.

¢ B. An in-house communication team can handle large-scale projects when needed.

¢ C. In-house communication professionals are more fluent in all skills, crafts, and technologies of commumnication.

¢ D. In-house communication professionals are more accessible and familiar with the organization's culture, products, and
services.
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In strategic communication management, the most consistent advantage of in-house communication resources is their proximity to the
organization-both physically and culturally. In-house professionals operate within the daily rhythm of the business, which makes them
immediately accessible for rapid coordination, approvals, and real-time issue response. This accessibility reduces delays that often
occur when external partners must be briefed, contracted, or brought up to speed.

More importantly, in-house communicators possess deep institutional knowledge: they understand the organization's mission, values,
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internal politics, decision pathways, and stakeholder sensitivities. That familiarity improves message accuracy and alignment because
they can translate strategy into communication that fits the company's voice and culture. They also tend to know products and
services at a practical level, enabling clearer value propositions and fewer misstatements-critical for credibility with customers,
employees, regulators, and media.

From a management perspective, this embedded knowledge strengthens consistency across channels and touchpoints. It supports
integrated communication planning, where internal updates, leadership messaging, customer communications, and reputation
management reinforce one another rather than sounding fragmented. During change management or crises, the ability to quickly
gather context, advise leaders, and coordinate cross-functional messaging becomes a decisive capability-often more impactful than
claims of universal skill superiority, blanket cost savings, or occasional capacity for large-scale projects.

# This rationale also aligns with professional communication best practices emphasizing clarity, client

/stakeholder alignment, and error avoidance in organizational messaging.
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An independent consultant has completed a confidential report on a community bank's lending practices confirming that criticisims
made publicly against the bank are justified. As the communication manager is exiting the building, a reporter who clains to have
seen the report demands to talk with someone in authority.

Which of the following is the communication manager's BEST immediate response?

A. "Please come in while I find someone who can speak with you."

B. '"T amnot able to help you at this time. Give me your number and I will contact you."

C. "I cannot comment on this. Our company policy is for you to make an appomntment to talk with the responsible executive."
D. "The report has not been released so you must have seen a leaked copy. You will be the first person I will call the moment
it goes out."
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In strategic commumnication management, the best immediate response in a sensitive and potentially damaging situation is to pause
engagement while preserving control, credibility, and flexibility. Option D is the correct choice because it allows the commumication
manager to avoid speculation, protect confidentiality, and mitiate a coordinated response aligned with leadership and legal counsel.
At this moment, the report is confidential and not yet formally released. Any on-the-spot comment-even procedural-could
unintentionally confirm the report's existence, contents, or legitimacy. Strategic reputation management emphasizes that premature
statements often create greater reputational risk than silence, especially when allegations have legal, ethical, and regulatory
mplications.

By calmly stating an mability to help at the moment and requesting the reporter's contact information, the commumnication manager
signals professionalism without escalating the situation. This response avoids confrontation, does not accuse the reporter of
wrongdoing, and does not nvite them inside the organization.

Importantly, it buys time-an essential asset in crisis and issue management.

The other options introduce unnecessary risk. Inviting the reporter inside escalates pressure and reduces internal control. Suggesting
a leak confirms sensitive nformation and creates legal exposure. Citing rigid policy language can sound evasive and adversarial,
potentially worsening media relations.

Strategic communication management prioritizes disciplined sequencing: assess facts, align internally, determine messaging, and then
engage externally. The first response should never exceed what is known, approved, and coordinated. Option D preserves trust
while allowing the organization to prepare an accurate, ethical, and unified response.

By deferring engagement respectfully and committing to follow up, the communication manager protects the organization's reputation,
upholds ethical standards, and demonstrates sound professional judgment under pressure.
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An organization begins to receive inquiries or notifications froma variety of sources, internally and externally, about a statement one
of its executives made at an industry-speaking event regarding a prospective merger. The statement was misleading, incorrect, and
risks the organization's reputation with the public, various external stakeholders, and politicians. Further, the statement causes an
immediate crisis. The communication manager persuades management to:

A. Have the executive publicly apologize and retract the statement.

B. Immediately termmate the executive for placing the organization at risk.

C. Ensure that the counsel/legal department is involved in crafting and reviewing the organization's response.
D. Engage politicians with face-to-face meetings to explain the misunderstanding.
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In strategic communication management, crises involving misleading or incorrect statements about sensitive issues such as mergers
require disciplined governance, legal oversight, and coordinated decision-making,

Option A is the correct and most responsible response because statements about prospective mergers carry significant legal,
regulatory, and financial implications. Involving the legal or counsel department ensures that the organization's response is accurate,
compliant, and does not create additional risk.

Miisstatements related to mergers can trigger regulatory scrutiny, investor concern, market instability, and political attention. Strategic
communication management emphasizes that in high-risk situations, communication decisions must be aligned with legal obligations
and disclosure requirements. Legal counsel helps determine what can be said, what must be corrected, and how to do so without
violating securities laws, confidentiality rules, or regulatory processes.

The other options are premature or inappropriate as first steps. Forcing an immediate public apology or retraction without legal
review could unintentionally confirm non-public information, contradict regulatory filings, or expose the organization to further
liability. Terminating the executive addresses accountability but does not resolve the immediate communication and reputational risk.
Engaging politicians directly is a downstream activity that should only occur once the organization has a legally sound and consistent
position.

Strategic communication management stresses that crisis response must follow a structured sequence: assess the issue, align internally
with leadership and legal experts, define approved messaging, and then commumnicate externally. Legal involvement at the outset
protects the organization while enabling transparent and responsible correction of the record when appropriate.

By ensuring counsel is involved in crafting and reviewing the response, the communication manager safeguards credibility,
compliance, and long-term reputation-making option A the most effective and professional action in this crisis scenario.

P& #98
An effective crisis response strategy begins with:

A. communication to the organization's employees.
B. communication to the organization's public.

C. an explanation to news media outlets.

D. an acknowledgement of the impact of the crisis.

ZE: D

i RE S «

In strategic communication management, an effective crisis response must begin with acknowledging the impact of the crisis. Option
B is correct because credibility, trust, and legitimacy are established first through recognition of harm+not through explanation,
defense, or channel selection. Stakeholders evaluate an organization's response based on whether it understands and takes
responsibility for the human, social, or operational consequences of the situation.

Acknowledgement demonstrates empathy and accountability. It signals that the organization recognizes how people are affected-
employees, customers, communities, or partners-before focusing on facts, causes, or corrective actions. Strategic communication
theory consistently shows that stakeholders are far more receptive to information after they feel heard and respected. Without
acknowledgement, subsequent communication risks being perceived as dismissive, defensive, or self-serving,

The other options describe important steps, but they come later in the crisis response sequence. Internal communication is essential,
but even employees expect leadership to first recognize the seriousness and impact of the event. Communication to the public and
explanations to the media are tactical responses that should follow acknowledgement and fact assessment. Jumping directly to
explanation can appear premature or evasive, particularly when facts are still emerging.

Strategic communication management emphasizes that crisis response is not simply about information dissemination-it is about
managing meaning under pressure. Acknowledging impact helps stabilize emotions, reduce speculation, and create space for
constructive dialogue. It also aligns with ethical communication principles, reinforcing transparency and respect for stakeholders.
By beginning with acknowledgement, organizations lay the foundation for effective crisis management. This approach strengthens
trust, preserves reputation, and increases the likelihood that stakeholders will accept later messages about investigation,
responsibility, and recovery.

PR #99
The IABC Code of Ethics serves as a guide to making consistent, responsible, ethical, and:

e A legal choices in all our communications.
¢ B. procedural instructions in all our communications.
e C. accurate graphics in all our communications.



e D. strategic content in all our communications.
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