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/7 Duration:
3 Full Days

7 Format:
Instructor-led, highly interactive, simulation-
based

27 Audience Size:
Ideal: 16 to 20 participants
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/7 Program Overview:

In banking, crisis escalate in minutes.

Rumors travel faster than verification.

Silence becomes guilt.

Confusion becomes withdrawal behavior.
Small misstatements become regulatory
events.

The difference between institutions that
survive and institutions that collapse is rarely
technology or capital.

It is decision quality and communication
discipline under pressure.

Crisis Ready prepares leaders and
communication teams to act with clarity,
authority, and confidence in the moments
that matter most.

This is not a lecture-based course.

It is a realistic, high-pressure rehearsal for
reputation survival.
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/7 Target Audience:

» Corporate Communication & PR

» Digital & Social Media

* Risk & Compliance

* Customer Experience

* Contact Center Leaders

« IT/Cyber

» Executives & Crisis Committee Members

7 Customization:

Scenarios can reflect the bank’s regulatory
environment, brand positioning, approval
processes, and spokesperson hierarchy.

What Participants Will Master

By the end of the program, participants will

be able to:

* Recognize Crisis Signals Early

» Classify The Crisis Type In Minutes

* Understand Stakeholder Fear Dynamics

* Communicate Effectively In The Golden
Hour

+ Balance Empathy With Legal Safety

* Prioritize Audiences Under Pressure

*  Apply Structured Response Frameworks

* Manage Media And Online Escalation

» Protect Institutional Credibility
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This is a high-engagement, applied
capability program.

Participants learn through:

* Real banking case studies
+ Live scenario analysis

* Structured models

* Team decision labs

* Message design workshops
* Peer challenge

* Guided debriefs

limited lecture.
Heavy emphasis on application and
leadership judgment.

/7 Training Approach

The program reflects how crises actually
happen inside banks:

* incomplete information
+ fast-moving rumors

* regulator expectations

* public fear

* internal uncertainty

+ executive accountability

Participants repeatedly practice making
defensible decisions.
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/7 What Makes Crisis Ready Different from

Other Crisis Programs

Most crisis trainings are:

¢ Theoretical

* Based On Generic Industries

* Focused On Writing Statements

* Comfortable Classroom Discussions
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/7 Unique Value Propositions:

Banking-Specific Crisis Typology
Participants learn which fear is active:
liquidity, access, security, fairness, or
governance.

Golden Hour Execution

What must be said before rumors win.
Stakeholder Sequencing Logic

Who must hear first and why.
Leadership Exposure

Executives rehearse visibility and tone.
Trust Impact Thinking

Every decision either stabilizes or erodes
confidence.

Structured Frameworks Under Pressure
Participants use proven models instead of
improvisation.

High Engagement Learning Designh

Learning happens through doing, challenging,

defending, and improving.
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/7 DAY 1:

Crisis Foundations & Panic Dynamics
Focus: Understanding how crises escalate and
how trust is lost or protected.
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Crisis Communication Foundations for
Banking

Why financial institutions experience unique
exposure.

What is a Crisis?
Characteristics of events that threaten trust,
stability, and reputation.

What is Crisis Management?
Structured preparation, response, and
recovery.

Crisis Communication
What must be said, when, and to whom.

Banking Crisis Typology Matrix

Operational | Cyber | Financial | Reputational |
Regulatory

Identifying the dominant fear driving
behavior.

Common Types of Communication Crisis
Internal confusion, external backlash,
leadership silence.

Role of Social Media During a Crisis
Speed of amplification, misinformation,
narrative formation.

How Minutes Triggered a Bank Run
Understanding confidence collapse.

Why Panic Is So Fast in Banking
Liquidity psychology and social proof.
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/7 DAY 1.

The Golden Hour
Participants learn to:

* acknowledge

* empathize

* reinforce values

* explain action

* commit to updates

Real Banking Crisis Case Studies

Learning from global failures and successes.

Trust Curve in Banking
How confidence drops and recovers.

Crisis Lifecycle Model
Pre-crisis » escalation » containment »
recovery.

Managing Customer Trust Across the
Lifecycle
How communication objectives evolve.

:!7 Day 1 Outcome

Participants understand panic mechanics and

how first responses shape outcomes.

-y il

- )
aaflbusiness
L&D SOLUTIONS

LASTING IMPACT

:JoVl rog Ul ./

duaill deull

:UaajUulioll ron_u
wlyic)l

hleill -

oLl pji e

clpnVlepd -

GWaAiu iyl e

816 dudpno AUla Wlwlya
Quolle UsloAalg ulalai Lo odsill

u.o;.noJlbe_QJlu.oQ.QJlegJ.o
Jl_m_Lu_JLQ_Jbgq_Q_IJILp_QgJJL_Q_Jb

dojVl 6lLn 6)9a @Ag0d
wolRill € clginll € arenill € dojll J16 Lo

6J9aJl pic cMo=Jl A& 6)lal
Jaloll e Juaiyl wlaal psiicera
Joll poul Wilapio o7

Juio LJoll AUl A2 AT @ 1Ag peall Wl pas
.5l

CRISIS READY P
Crisis Response Communication for Financial Institutions
(WLl EUn SN Aulall Ol ol WL b UL 5616w (Lalgili6)1a)]

7/



Stakeholder Pressure & Strategic Decision
Making

Focus: Who to prioritize, how to balance
expectations, and how institutions maintain
control.

Stakeholder Expectations Under Crisis
Pressure

Different audiences want different answers at
the same time.

Who Matters Most During a Crisis and Why
Risk-based prioritization.

Primary Banking Stakeholder Groups
Customers, regulators, media, employees,
investors.

Conflicting Stakeholder Expectations
» Speed vs accuracy

* Transparency vs confidentiality

*  Empathy vs liability

* Reassurance vs exposure

Stakeholder Matrix (Power & Interest)
Who must be managed closely vs informed vs
monitored.

Crisis Response Frameworks for
Communication
Why structure prevents escalation.

The PREPARE Model
Plan | Respond | Evaluate | Prevent | Align |
Rebuild | Evaluate Again.

Decide How Your Bank Will Think, Decide,
and Communicate Under Pressure
Building institutional discipline.

SCCT - Situational Crisis Communication
Theory
Matching response strategy to responsibility.

SCCT Banking Case Studies
Applying strategy to real examples.

</ Day 2 Outcome
Participants can justify communication
choices to executives and regulators.
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/7 DAY 3:

Crisis Message Design & Media Control

Focus: The language, tone, and narrative that

protect trust.

Crisis Message Design That Builds Trust
Moving from information » reassurance.

Crisis Messaging That Protects Trust
What stakeholders need to hear.

Language That Calms vs Language That
Fuels Panic
Tone discipline under stress.

Transparency Without Speculation
Providing clarity safely.

Empathy in Financial Crises
Acknowledging impact without legal
admission.

The Message House Model
Roof, pillars, foundation for consistent
narratives.

Media Communication in Banking Crises
What journalists expect and how narratives
form.

Managing Traditional Media Pressure
Staying in control during questioning.

Controlling the Conversation Without
Avoiding the Question
Bridging techniques.

Social Media Crisis Response
High-speed engagement strategy.

Managing Speed, Scale, and Sentiment
When response reduces risk.

How Misinformation Spreads Online
Why rumors win.

Respond, Correct, or Stay Silent
Strategic response choices.
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/2 DAY 3:

Coordination Is Critical in Banking
Cross-functional message alignment.

Common Social Media Mistakes in Banking
Crises
What repeatedly damages institutions.

;7 Day 3 Outcome

Participants can craft confident, safe, panic-
reducing communication across channels.
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