How to manage your brand
during times of crisis
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How a brand communicates and acts during challenging times is a key aspect of
brand management. The pandemic has forced every brand to deal with countless
unanticipated challenges. Working from home, supply chain issues, and mask and
vaccination mandates are all complex issues. Brands have had to address all of
these in one way or another over the past few years. This guide will demonstrate how
effective brand management can help companies navigate a crisis and position
themselves for success, regardless of whatever storm they find themselves in.
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The importance of trust in a crisis.

The key to crisis management is establishing trust or, in some instances,
re-establishing trust. LinkedIn is an ideal place to do both. Our members
trust the content they find on LinkedIn more than that of any other platform.*
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When dealing with a crisis, it's important for brands to consider the views held by

three stakeholder groups: employees, clients, and larger communities. All three of these
important groups are active on LinkedIn, which means brands can use the platform

to effectively reach all of them and guide them through a crisis.

For clients

For communities
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From advancing sustainable homeownership to bolstering small business
growth, Alice Rodriguez explains how we're implementing our $30 billion racial
‘equity commitment in communities across the country.
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We're addressing ways to
bridge the wealth divide.
What's unique about this
commitment is that it’s
e putting accountability
ead o on our lines of business.

Head of Community Impact
JPMorgan Chase

| Committed to Improving Racial Equity

hbr.org « 20 min read

LinkedIn Meet the Member Research Study, July 2020

For employees
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“Our most important asset is our colleague base: You are truly what sets us.
apart. You're taking care of our customers, and my goal is to make sure we're
taking care of you,” said American Express CEO Steve Squeri in a video
message shot with his iPhone and shared with our colleagues. Watch the video
t0 learn more about how American Express is backing our colleagues so they
can stay safe and healthy while supporting our customers through the COVID-
19 crisis.
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Our priority is taking care of our team and serving our clients. As we continue

evaluating the best ways to address needs, we're offering additional assistance

in response to the challenges of the coronavirus:

Bank of America Client Assistance Program

« ’ posit A clients can request refunds
including overdraft fees, non-sufficient funds fees, an
- ! wall Busin e ds: clients can request to

refunds on late fees,

in all of these instances, there wil We have also paused foreclosure

be no negative credit bureau sales, evictions and repossessions.

reporting for up-to-date clients.

BANK OF AMERICA T2


https://business.linkedin.com/marketing-solutions/success/insights-and-research/people-insights/meet-the-member-research-2021

How to earn trust in times of crisis.

Trust is earned over time, and brands can make progress on that front by helping the
audience work through different situations. Regardless of the specifics surrounding a

crisis, eyes are on brands to deliver help in multiple ways. The graph below shows the
types of activity and effort the audience is expecting from brands.?
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Talk about how the Keep them informed about Offer a reassuring tone
brand is helpful in the the brand’s reaction to the
“new” everyday new situation

?Kantar COVID-19 Barometer



https://indd.adobe.com/view/8757d1d4-4a45-44a2-816d-601070c88b98

How to be a safe portin a storm.

We have seen many brands effectively engage in crisis management efforts on
LinkedIn. All of these examples have trust and authenticity at their core.

Johnson & Johnson's journalistic approach to COVID-19
coverage earned them valuable trust.
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. how the island has completely eliminated the disease. And Sean Penn and
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through improved testing. #sciencewillwin #covid19vaccine

Stoffels, MD now.

97% of comments neutral or positive

Previously live

Content Highlights ,’- I
Consistency, substance & objectivity T
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Stepping Up During the COVID-19 Pandemic

Goldman Sachs used quick-hitting, action-oriented
content to help audiences navigate volatility.

+ “Exchanges at Goldman Sachs” podcast +

ﬁ Goldman Sachs Asset Management + Follow +++
cutdowns for Linkedln '
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Got a minute? We're talking munis.

Exchanges

+ Monthly “Munis in a Minute” series breaks
down the analysts’ positions on pressing
topics beyond the noise

WE SAW ELE

+ Chart of the week: Sleekly designed data viz
with global summaries across equities,
commodities, fixed income & FX

Munis in a Minute - October 2020




Brands delivering unexpected value-driving
experiences to their audiences during times of crisis.

+ Follow «+- + Follow
Looking for a fun and educational way to pass the time while away from the
classroom? Solve real-life engineering design challenges developed by our
+ Follow

team.

We're moving as fast as we can to get you what you need — working around
the clock to assemble, ship and deliver our new Emergency Relief Beds.
Learn more: http://ow.ly/I08050z29X0q

Find out more about Boeing FUTURE U by visiting: https://Inkd.in/gADvufj

Emergency Relief Bed assembly timelapse

Boeing created real-life design challenge games Stryker created a time-lapse video of

for bored children who are stuck at home. employees assembling hospital relief beds,
a new initiative Stryker has taken on during
the COVID crisis.

.ﬁi Kaiser Permanente + Follow =*** Posted on: July 6, 2020
L . -® Loneliness Friendship Line for Seniors
888-670-1361

Monday-Friday, 10am - Midnight ET

Humana has partnered with the Institute on Aging to offer our members a
dedicated support line if they’re feeling lonely, depressed or socially
isolated. They'll be connected with a trained professional who will offer a
caring ear and host a friendly conversation.

F r More information on the Friendship Line:
Connect for companionship and emotional support. The Institute on
H E A L T H Aging’s toll-free Friendship Line is the only accredited crisis line in the

WHERE THE FUTURE OF CARE BEGINS country for people aged 60 years and older, and adults living with
disabilities (American Association of Suicidology). The Friendship Line
provides telephonic services that include emotional support, wellbeing
checks, active suicide intervention, and information and referrals for

isolated older adults, and adults living with disabilities.

Kaiser announced it was offering free Humana set up a free loneliness hotline for senior
Pandemic Readiness training to vocational citizens who felt isolated during the pandemic to
and licensed nurses. speak with trained professionals.




It’s not possible for a brand to avoid every crisis. But there

is a blueprint for how to communicate and act during
challenging times. Delivering the right message, in the

right venue, to the right audience can go a long way towards
helping to establish or restore a brand’s reputation. In
addition, an effective brand management strategy and
execution during a crisis can help the bottom line.
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Visit LinkedIn’s brand management page to better understand how to use our platform
to support your marketing efforts during times of crisis.



https://business.linkedin.com/marketing-solutions/corporate-reputation

