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WHEN THAT ISSUE 
HITS…  
BE READY FOR IT, 
RESPOND TO IT & 
RUN WITH IT 

Kate Bradstreet Communications 

IABC - 10 March 2016 
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We are all responsible for 
protecting the reputation 
of our organisations 
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Why has managing 
issues become so 
difficult? 

♦ Increasingly hard 

to get ahead of 

the story 

♦ Heightened 

stakeholder 

expectations 

♦ Real-time -   

immediate 

responses are 

expected 
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The landscape has 
changed. What does this 
mean for us? 

Complex and fast  
paced operating  

environment 

We used to have time to 
prepare our response 

Engagement  
must be genuine 

Enhanced public  
scrutiny  

    Blurred line between 
politics and policy  
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We are operating in 
risk averse 
environments 
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What is a “public 
issue”? 

♦ Corporate risk registers rarely 

identify what is likely to be a 

public issue 

♦ Public issues receive little 

consideration in planning 

processes  

♦ A public issue has the ability to 

impact your organisation’s 
reputation, credibility,  

relationships and day to day 

operations 
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What makes a 
“public issue”? 

♦ A difficult meeting with a stakeholder 

 

♦ Breakdown in negotiations with 

stakeholders 

 

♦ A website or system going down 

 

♦ Increasing demand on a call centre, 

leading to long wait times 

 

♦ A privacy breach 

 

♦ Data quality or integrity issues  

 

♦ Policy development that will affect a 

large part of the community 

 

♦ FOI requests, particularly from media 

outlets or politicians 

 

What we need to consider 

Who knows about 
this issue? 

How will this affect 
the public?  

How many people 
may be impacted? 

What is the potential 
associated cost? 

What impact could 
it have on the 
reputation of the 
agency? 

What implications 
could this have for 
the Government/ 
Minister? 

What other issues 
should be 
considered? 

What could be the 
front page headline 
in tomorrow’s paper? 

Does this need to 
be escalated – to 
who? 
 

What stakeholders 
need to be engaged 
and when? 
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Managing an issue 
before it becomes  
a crisis 

“An issue 
ignored is  

a crisis invited” 
– Henry 
Kissinger 

Very few 
issues occur 

without 
warning 

Understand 
risk versus 

opportunity 
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Before we get ahead of 
the story… we need to 
know what the story 
could be  
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Changing our 
mindset 

Hot issues briefings  
and training for all staff 

on public issues 

Forecasting widens the  
range of options 

Enables stakeholders  
to be identified  

early 

Issues are identified  
more completely  

and reliably 

We get  
agency 

engagement  
on the issue  
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Get to know the players…. and 
know them well 
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Understanding risk 
from opportunity 
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You can’t control what 
makes a good story 
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Perfect media storm 
- a story with all the 
elements 
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When the news is 
bad 
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Know what the 
players are saying 

Stakeholder engagement mapping 

Entity/individual details Engagement Media Management 

Name Synopsis 
Level of risk 

or 
opportunity 

Have they 
been 

previously 
engaged? 

Primary 
contact for 

engagement 

Identified 
issues from 

engagement 
 

Who is 
talking on the 

issue? 
 

Media 
quotes – 
what are 

they saying 
publically? 

 

Who is 
covering the 

story?  

How 
prominent is 

the coverage? 
 

The best way 
to engage  
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Know where to 
focus your efforts 
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Know where to 
focus your efforts 
                             LIKELIHOOD 
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Public Issues Planning Matrix -  

 Canberra Hospital data debacle  

Lack of confidence from 
patients 
  
Heightened scrutiny of ED 
waiting times 
 
Media run a concerted 
campaign following re-
occurring issues 
  
Employees operate in an 
environment they feel ‘fearful 
and isolated’ 
  
Employees seek other  
employment opportunities  
  
Opposition calls for a Royal 
Commission  

Management fails to make 
changes 
 
Employees uncover further 
issues and attempt to ‘cover 
them’ up to keep hospital 
care under the radar 

 

Patients choose other 
avenues for care 
 
Reputation remains 
damaged impacting on the 
hospital’s operating viability 
 

 

Unions call for action on ED 
waiting times not be linked 
to funding arrangements 
 
Employees adopt non-
acceptable practices 
because they believe they 
can  get away with it, or 
think it’s acceptable 
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The need for speed ♦ Government agencies are never quick 

to respond. 

 

♦ The importance of having a seat at the 

executive table cannot be understated 

 

♦ Planning means the potential handling 

of issues is agreed before the issue hits   
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Be ready, be responsive  
and be rapid in your 
delivery 
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Questions? 


