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Agenda

✓ What is Reputational Harm?

✓ Real life Examples for Design Firms

✓ Coverage Related to Crisis Management/ 
Reputational Rehabilitation 

✓ Crisis Management Planning and Handling 
Reputational Harm 



Learning Objectives 

1. Attendees will understand the impact of claims can have on their business reputation and the 
potential impact to their operations and financial health.

2. During this workshop, attendees will learn best practices to manage reputational harm and 
crisis management in the face of catastrophes and claims activity; and, gain familiarity with 
best practices to prepare.

3. Attendees will learn how various insurance coverage is available to assist in crisis 
management and remediating reputational damage when facing a circumstance that may 
lead to a claim against them.

4. After completing this program, attendees will be able to understand the importance of 
having a crisis management and crisis communication plan in place and that all individuals in 
a firm should understand the plan, the purpose and the objectives.   
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“It takes many good deeds to build a good 

reputation, and only one bad one to lose it.”

- Benjamin Franklin

In an economy where 70% to 80% of market value 

comes from hard-to-assess intangible assets such as brand 

equity, intellectual capital, and goodwill, organizations are 

especially vulnerable to anything that damages their 

reputations.

Harvard Business Review Reputation and its Risks by Robert G. Eccles, Scott C. Newquist and Roland 

Schatz  (2/2007) 



Reputational Damage 
What is it? 
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Intangible asset 
in company’s 
financial records 
(i.e., goodwill, 
firm name, 
principals’ 
reputation, brand 
identity).

Loss of financial 
capital, social 
capital and/or 
market share 
resulting from 
damage to a 
firm’s reputation.

Lost revenue, 
increased 
operating capital 
or regulatory 
costs or 
destruction of 
shareholder 
value/ability to 
get work .



What Causes Reputational Harm to Design Firms? 



In the Headlines



Just Another Example



Social Media 

In 2018, Pentland 

Analytics found 

that companies 

facing a 

reputation loss 

due to social 

media 

experienced a 

value decline of 

30%.



Crisis Event and Reputation Management Coverage

With the Company’s prior consent, the Company shall reimburse the NAMED 

INSURED for CRISIS EVENT EXPENSES paid in response to a CRISIS 

EVENT first occurring and reported to the Company during the POLICY YEAR, 

subject to a maximum of $30,000 per POLICY YEAR ….

A CRISIS EVENT is defined as any WRONGFUL ACT that the NAMED 

INSURED reasonably believes will have a material adverse effect upon the 

NAMED INSURED’s professional reputation. 

WRONGFUL ACT is defined as an actual or alleged negligent act, error or 

omission in the performance of PROFESSIONAL SERVICES by an INSURED 

or any person for whom the insured is legally liable.   Also includes 

PERSONAL INJURY.   

Standard Professional Policy Language-

Supplemental Payment 



Executive Risk and Cyber Policies- Crisis Management Expenses 



Cyber Coverage-
Security Event Costs

✓ Key person death/criminal 
indictment

✓ Major product recall

✓ Public announcement of 
causing death/disease/ 
emotional distress to group 
or destruction of real estate

✓ 20% or more layoffs

✓ Bankruptcy or default on 
debt

Reputational Harm Coverage 
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✓ Expenses incurred to re-

establish reputation or public 

image

✓ Damage to your brand or 

reputation from an adverse 

media report for:
✓ Privacy breach

✓ Security breach or 

✓ Violation of privacy regulations

D&O Crucial Event 

Management Coverage



Crisis Management Public Relations Firms 

Crisis PR firms help protect and defend companies' and organizations' 
reputations. 

A crisis team manages reputation by doing things like coaching company 
leaders and other spokespeople on media interviews, town hall meetings and 
press conferences, as well as finding ways to better control the narrative.



Reputation 

Management 

Preparedness

Strategic 

Messaging

3 Things a Crisis Communications Firm Can Do





Aims of Crisis Management 

Catching 
indirect 
signals

Proactive 
methods to 

defend 
against a 

crisis 

Taking 
Crisis 
Under 

Control

Measures 
for 

Recovery of 
the Firm

Recording 
Lessons 
Learned 

After Crisis



Common Scenarios for Reputational Harm

Disciplinary 

Action 

State licensing 

board-initiated 

investigation

Large 

Verdicts/

Settlements

Firm loses at 

trial with 

large award

Assistance 

in 

responding 

to firm being 

deselected 

for a new 

project in 

response to 

a claim 

Monitoring 

Social Media 

for impact  

following large 

claim event  

Managing 

publicity 

after a job 

site accident 

caused by a 

design error



Have a Plan 



Managing Reputational Risk in a Crisis 

Prepare in 
Advance

Assigned 
Crisis Team

Focus on 
Recovery

Learning 
Opportunity 

Use Social Media (all media) Appropriately



Internal Social Media Policy 

Purpose

Respect 

Know Your Audience

Honesty in Identity

Responding to Criticism 

Attribution 

Business outlook 

Company time 

Value

Once its out, its out!



Crisis Communication Plan

✓ Build contact lists and establish communication channels 
in advance.

✓ Establish training for communication plan.
✓ Prepare your team and be sure they understand the 

sensitive nature of these situations should they arise.



Loss Prevention Reporting

Professional Liability 

Circumstance Reporting 

Report red flag issues



Take Aways

TEAM

PLAN 

RESOURCES

COMMUNICATE
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Nicole Mangino
Practice Leader Design 

215-840-4644
nmangino@oswaldcompanies.com

Thank you for your time

OSWALDCOMPANIES.COM

https://www.oswaldcompanies.com/

