
Copyright © 2025, IGI Global Scientific Publishing. Copying or distributing in print or electronic forms without written permission of IGI Global Scientific Publishing is prohibited.

445

Chapter 17
Navigating Turbulence:

Crisis Management and 
Strategic Reputation Repair 

in the Digital Age

Suzzette Harriott
 https://​orcid​.org/​0009​-​​0001​-​​5486​-​​7772

Halcyon Consulting, USA

ABSTRACT

This chapter explores the intersection of organizational resilience, reputation re-
pair, and crisis management, emphasizing the integration of digital tools, cultural 
sensitivity, and ethical decision-​making. It examines leadership's role in fostering 
adaptability, resource optimization, and stakeholder engagement as drivers of re-
silience. Highlighting proactive strategies, the chapter explores the transformative 
potential of digital technologies, cultural awareness, and ethical frameworks in 
strengthening organizations and restoring trust post-​crisis. Reputation repair meth-
ods such as transparency, authenticity, and storytelling are emphasized, offering 
actionable insights for rebuilding public confidence. Interdisciplinary approaches 
combining human capital, resource management, and technological innovation 
provide a framework for organizational recovery and sustainability. Future re-
search includes integrating artificial intelligence and generative media into crisis 
management to enhance decision-​making and shape public perceptions, advancing 
adaptive, forward-​thinking strategies.

The modern era has ushered in unprecedented levels of complexity in crisis 
management. Organizations today operate within a world that is not only globally 
interconnected but also heavily reliant on digital platforms, where the speed of 
information dissemination can determine the trajectory of a crisis. From corporate 
scandals to natural disasters, the role of digital media has become both a boon and 
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a bane. A single tweet, viral post, or leaked video can escalate a localized issue 
into a global crisis within moments (Ozsungur, 2025). At the same time, these very 
platforms provide tools for real-​time communication, rapid response, and reputation 
repair (Christiansen & Even, 2023). The duality of digital media—its capacity to 
magnify harm and facilitate recovery—makes it a critical focus for scholars and 
practitioners alike. The challenges and opportunities presented by this duality de-
mand an intricate understanding of how crises unfold and how they can be managed 
effectively in a hyperconnected world.

The rapid proliferation of digital technologies has fundamentally transformed 
the nature of crisis management. Unlike the traditional, more linear approaches that 
relied on controlled communication channels, today’s crises unfold in multifaceted 
and unpredictable ways. Social media platforms, in particular, have emerged as both 
battlegrounds and tools in crisis scenarios (Iqbal, Pfarrer, & Bundy, 2024). Platforms 
like Twitter, Facebook, and TikTok act as accelerators, enabling misinformation to 
spread rapidly while also providing organizations with channels to address public 
concerns and rebuild trust (Buhagiar & Anand, 2023). For instance, the global 
response to the COVID-​19 pandemic highlighted how digital platforms could am-
plify both accurate and misleading information, influencing public behavior and 
trust in institutions (Boin & Rhinard, 2023). Such complexities underline the need 
for robust strategies that navigate the chaotic and often contradictory dynamics of 
digital media during crises.

The dual nature of digital media—as both a risk multiplier and a powerful tool 
for resolution—cannot be overstated. On one hand, these platforms can exacerbate 
crises by spreading misinformation, intensifying public scrutiny, and fostering rapid 
public backlash (Zimmermann, Petersen, & Kohring, 2024). On the other hand, 
they offer unparalleled opportunities for real-​time engagement, transparency, and 
narrative control (Chen, Yang, & Han, 2024). Consider the case of organizations 
like TalkTalk, which employed a mix of communication and leadership strategies 
to mitigate the fallout from cyberattacks (Boakye et al., 2024), or the innovative 
use of AI-​driven tools to predict and manage stakeholder reactions during crises 
(Riana et al., 2022). These examples highlight how digital tools can be leveraged 
not just for damage control but also for proactive crisis prevention and long-​term 
reputation building.

This chapter seeks to provide a comprehensive analysis of the evolving dynamics 
of crisis management and reputation repair in the digital age. By synthesizing key 
literature, it aims to identify actionable insights and strategic frameworks that orga-
nizations can adopt to navigate crises effectively. The discussion will be grounded 
in theoretical frameworks, such as Benoit’s Image Restoration Theory and Coombs’ 
Situational Crisis Communication Theory (SCCT), while also drawing from real-​world 
case studies and empirical research (Fuller, Rice, & Pyle, 2024). The ultimate goal 
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