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CASE-11 - BOARD & REPUTATIONAL CRISIS

Responding to an
accusation gone viral with a
hard, legal defense

Reacting to the media attack by firmly denying and threatening legal action.
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EXECUTIVE VERDICT

The hard line doesn’t defend you: it looks like guilt.

THE CALL CONFIDENCE

hard line - change of course 42%

IN ONE LINE

Crisis put out in days instead of weeks; avoided an own goal of «the more you deny it, the more they talk about it».

§ THE PROTAGONIST & THE CONTEXT

The chairman of the board, convened in emergency session thirty-six
hours after the first viral post, with the CEO and the general counsel

both recommending an aggressive stance.

A consumer brand with a strong established identity and a loyal
customer base, operating in a sector with high media exposure. The
accusation — a contested commercial practice flagged by an influencer
with three million followers — became a trending topic within twelve
hours. The legal department has already drafted a cease-and-desist

letter.

§ BACKGROUND

The track record of reputational crises over the past decade shows a
recurring pattern: companies that respond with aggressive legal
defense in the first forty-eight hours experience on average five to
seven more days of intense media coverage than those opting for
acknowledgement and concrete action. The mechanism is structural:
the legal threat transforms a story about a «questionable practice» into
a story about «a powerful company against a critical voice», shifting the
narrative frame unfavorably. On social media, aggressive responses
generate three to four times more shares than empathetic ones — not
because they are persuasive, but because they fuel outrage. The truth

of the facts matters less than the perception of tone.

§ COUNTER-INTUITIVE SCENARIO

In a reputational crisis speed and tone matter more than being right.
An aggressive legal defense looks like an admission of guilt and pours
fuel on the fire: the more you try to silence the story, the more it
spreads. The real danger isn't the accusation, it's looking arrogant. The
move that works is to listen and show concrete facts, not the courtroom
battle.

IMPLICIT ASSUMPTIONS

The public will judge on the facts.
A firm defense closes the matter.

The risk is the accusation, not how we
react.

FALSIFICATION TESTS

In similar past crises: did the hard line
or the acknowledgment put out the
fire faster?

What does the public really want: facts
or listening?

And if the accusation had a grain of
truth: what would surface?

QUESTIONS THAT RAISE THE BAR

If we react hard and then an awkward
detail emerges, how much does the U-
turn cost?

Are we defending the company's
reputation or the board's pride?

CALIBRATED CONFIDENCE &
PROVENANCE

that the aggressive defense puts out the
crisis

Provenance: analysis of past crises - media and
social sentiment - communications and legal
opinion - red-team base.



§ EXHIBITS

Median crisis duration: hard defense vs empathetic response

Empathetic response + concrete action 4 days

Median days of intense media coverage in comparable reputational crises, by response strategy adopted in the first 48 hours
(illustrative data).

OUTCOME VALUE
Change of course: a fast, empathetic response with Crisis put out in days instead of weeks; avoided an
concrete actions; the legal route kept private and own goal of «the more you deny it, the more they talk
used only on outright falsehoods. about it».

METHODOLOGICAL NOTE — READ FIRST

Composite cases, in the method of the Harvard Business Review: reconstructions based on real, recurring situations in each sector,
merged and anonymized to protect confidentiality. The decision dynamics are authentic; names, figures and details are altered and not
traceable to any single client or case. The «provenance» notes describe the type of evidence the engine cites with traceability in

production. The A-CSI values illustrate the intensity of the pressure the contradiction put on the assumptions.




