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Abstract

Legal crises represent significant challenges for organizations, requiring effective
communication strategies to mitigate reputational impacts. This article analyzes
communication strategies implemented in recent international cases of legal crises,
highlighting their effectiveness and lessons learned. Through a qualitative approach,
landmark cases were reviewed over the past five years, identifying key patterns and their
impact on public perception. The results reveal the importance of transparency, narrative
control and the use of digital platforms as essential tools for the management of legal crises.
This analysis provides a framework for strengthening corporate communication capacities
in critical contexts.

Keywords: legal crises, strategic communication, corporate reputation, crisis management,
case analysis.

Introduction

In the current global context, legal crises represent a recurring challenge for organizations,
which face not only economic, but also reputational and social risks. These situations, often
caused by regulatory disputes, class action lawsuits, or government investigations, can
trigger a profound impact on public perception and business sustainability. In this sense, the
effective management of communication during a legal crisis has become an essential
competence to preserve corporate integrity and ensure operational continuity (Coombs,
2020).

Strategic communication plays a critical role in crisis management, acting as a bridge
between the organization and its stakeholders. Recent literature has highlighted that a rapid,
transparent, and coherent response can significantly mitigate negative effects on public
perception, while an inadequate response can exacerbate reputational damage (Heath, 2021;
Kim & Sung, 2022). In addition, digital platforms, including social media, have reshaped
the landscape of legal crises, allowing organizations to interact directly with their
audiences, but also exposing them to constant scrutiny (Veil et al., 2021).
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A recent example of the importance of effective communication in legal crises is found in
the case of Facebook and the Cambridge Analytica scandal. The lack of an adequate initial
response and the perception of opacity contributed to a significant decline in public trust,
underscoring the need for communication strategies that balance transparency with the
protection of legal interests (Smith, 2020). On the other hand, companies such as Boeing,
faced with the 737 MAX crisis, have shown how an adaptive communication strategy can
help contain the media impact and gradually restore the confidence of consumers and
regulatory authorities (Jones et al., 2021).

This article aims to analyze the communication strategies used in recent international cases
of legal crises, identifying best practices and their implications for corporate management.
Through the analysis of five emblematic cases that occurred between 2018 and 2023, it
seeks to offer a theoretical and practical framework to improve communication skills in
highly complex contexts. This analysis also addresses the growing relevance of social
media and the ethical challenges associated with managing real-time information during a
legal crisis.

In short, this study aims to contribute to the literature on corporate communication,
highlighting the intersection between communication strategies and legal crisis
management in a globalized environment. At the same time, it is intended to provide useful
tools for organizations facing these challenges, with a focus on adapting to the demands of
the digital environment and protecting public trust.

Theoretical Framework

Legal crisis management has evolved significantly in recent decades, integrating concepts
of strategic communication, risk management, and organizational psychology. This
theoretical framework addresses three fundamental pillars: theories of crisis
communication, the influence of digital platforms and ethical aspects in the management of
legal crises.

Theories of Crisis Communication

Coombs' (2020) theory of crisis situational communication (SCCT) is widely used to
analyze how organizations respond to critical events. According to this theory, the
attribution of responsibility in a crisis directly influences public perception and the
effectiveness of communication strategies. The answers can be classified into three main
categories: denial, diminishment, and reconstruction. Each of these strategies should be
selected based on the level of perceived responsibility and the potential impact on the
organization's reputation (Heath, 2021).

In addition, the theory of image restoration, proposed by Benoit, remains relevant,
especially in contexts where corporate reputation is at stake. Strategies such as apology,
immediate correction, and reinforcement of organizational values are essential to regain
public trust (Kim & Sung, 2022).

Strategiesaccordingto Application examples Expected impact
SCCT
Negation Reject liability in litigation with|Reduction of initial negative
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Strategiesaccordingto

SCCT Application examples Expected impact
conflicting evidence. perceptions, but risk of
backlash.
Minimize the severity of the/Mitigation of the impact if the
Decrease situation, explaining externaljmessage is perceived as

factors. credible.

Greater effectiveness in
regaining confidence in the
long term.

Admit mistakes, apologize and

Reconstruction )
propose solutions.

(Source: Adapted from Coombs, 2020)

The Influence of Digital Platforms

The rise of social media has radically transformed the way organizations handle legal
crises. These platforms allow for real-time interactions with audiences, but they also
amplify criticism and increase visibility into legal issues. According to Veil et al. (2021),
success in digital crisis management depends on three factors: speed of response,
consistency in the message, and adaptation to the tone of the audience. Recent studies also
suggest that organizations that integrate artificial intelligence to monitor social media
conversations have an advantage in detecting early signs of crisis (Smith, 2020).

An emblematic example is the case of Johnson & Johnson during the talc lawsuits. The
company used digital platforms to inform the public about the safety of its products,
combining explanatory videos with personalized responses to user concerns (Jones et al.,
2021).

Key factors in social

networks Practicalexample Expected Result

Quick Response Statements within the first 24/Control of narrative and

hours. reduction of speculation.
Consistency in Allgnmgnt between press releases Credibility and public trust.
themessage and social networks.
Adaptation to the|Use of accessible and empathetic| Improvement in
tone language. publicperception.

(Source: Adapted from Veil et al., 2021)

Ethical Aspects in Crisis Management

Ethics in crisis communication is a crucial component, especially in legal contexts.
Transparency and honesty are fundamental pillars, but they often face challenges in
situations where the disclosure of information could have adverse legal implications.
According to Smith (2020), organizations must balance the need to inform the public with
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the protection of their legal interests, using ethical principles such as social responsibility
and respect for the rights of those involved.

Ethical decisions also affect public perception. A study by Kim and Sung (2022) found that
audiences value responses that prioritize social welfare over corporate interests more, even
when these involve admitting mistakes.

Ethical Principles in Legal

Crises Application Recent Example
Facebook during the
Transparency Disclosure of material facts. |Cambridge Analytica
scandal.
Social responsibility Focus on community impact. Boeing in the repairs of the

737 MAX.

Protecting the privacy of{Johnson & Johnson in

Respectforthoseinvolved employees and customers. product litigation.

(Source: Adapted from Smith, 2020)

Conclusion of the Theoretical Framework

This theoretical framework establishes the importance of classical theories of crisis
communication, adapted to the current digital environment, and highlights the central role
of ethics in the management of legal crises. Organizations face the challenge of
implementing comprehensive strategies that combine speed, consistency, and accountability
to minimize the negative impact on their reputation and maintain the trust of their
stakeholders. This theoretical analysis will serve as a basis for interpreting the empirical
results in the cases analyzed.

Methodology

This study was developed through a qualitative design, aimed at understanding and
analyzing the communication strategies used in legal crises through a case analysis. This
approach allows for an in-depth exploration of the actions, results, and learnings derived
from the communication strategies implemented by organizations in critical contexts
(Creswell & Poth, 2018). The methodology was structured in the following stages: case
selection, data collection, content analysis and validation of results.

Case Selection
Five international cases of legal crises that occurred between 2018 and 2023 were selected,
following predefined criteria to ensure their relevance and representativeness:

e Media impact: Cases that generated substantial coverage in traditional and digital
media.

e Geographic diversity: Include cases from different regions to capture global
perspectives.

e Availability of information: Cases with accessible data, such as press releases,
media reports, and social media posts.
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Selectioncriteria Description Example of selected cases

High level of coverage and public|Cambridge

Media impact discussion. Analyticascandal (2018).

Representation of different regions|Dieselgate  in  Europe,

Geographical diversity and cultural contexts. Boeing in the U.S.

Widely accessible public|Johnson & Johnson talc

Availabilityofinformation documents and data for analysis.  |litigation.

(Source: Own elaboration, 2024)

Data Collection

Data collection was carried out through documentary analysis and data mining in social
networks. The documents included press releases, newspaper articles, corporate social
media posts, and statements by government spokespeople. Social media metrics, such as
number of interactions, reach, and comments, were also analyzed using tools such as
Hootsuite and Brandwatch (Smith & Watson, 2021).

The data were organized in a structured base that allowed the information to be classified
according to the strategies used and the results observed. Each case was documented
individually to identify patterns and singularities.

Data Source |Example of data collected Tool used
Press - . .
Official statements posted on corporate websites. Corporate Archives.
Releases
Social Media [Posts on Twitter, Facebook and LinkedIn. Hootsuite,
Brandwatch.
Media Articles in media such as The New York Times and .
. ProQuest, Factiva.
coverage The Guardian.

(Source: Adapted from Smith & Watson, 2021)

Content Analysis

Data analysis was carried out using NVivo software, which facilitated the coding and
thematic organization of the communication strategies. Thisprocesswascarriedout in
threephases:

1. Initial coding: Common patterns were identified, such as the frequency of
mentions of transparency, narrative control, and use of social networks.

2. Thematic categories: The strategies were grouped into three main categories:
proactive, reactive and adaptive.
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3. Data triangulation: The results of the documentary analysis were contrasted with
social media metrics and media coverage to validate their consistency (Yin, 2018).

Thematiccategory|Strategies identified Example
Proactive Advance statements, use of ~ expert Boeing and the 737 MAX.
spokespersons.
Reactive Responses to criticism on social networks. V(_)Ikswagen and
Dieselgate.
: Modification of messages according to|Johnson & Johnson and
Adaptive . . o
public reaction. litigation.

(Source: Own elaboration, 2024)

Validation of Results

To ensure the validity of the analysis, validation was performed by experts. Five specialists
in corporate communication and public relations with experience in legal crisis
management were consulted, who reviewed the identified categories and confirmed their
relevance and applicability in real cases.

In addition, a cross-validation technique was used to compare the findings with previous
studies in the field of crisis communication, ensuring coherence between the theoretical
framework and the results obtained.

Ethical Considerations

The confidentiality of the information analyzed and the exclusive use of data in the public
domain were guaranteed. Likewise, any subjective or biased interpretation of the findings
was avoided to maintain the objectivity of the study (Smith & Watson, 2021).

Results

The analysis of the five international cases allowed us to identify key patterns in the
communication strategies used by organizations to manage legal crises. These results are
organized into three main categories: proactive strategies, reactive strategies, and adaptive
strategies. In addition, the impacts observed in terms of public perception, corporate
reputation, and legal results are highlighted.

1. Proactive Strategies

Proactive strategies included the rapid issuance of official communiqués and the use of
authorized spokespersons to establish a clear narrative from the onset of the crisis. In four
of the five cases analyzed, these strategies helped reduce media speculation and control
public narratives.

A prominent example was Boeing's handling of the 737 MAX crisis. The company
implemented a proactive strategy by issuing public apologies and promising immediate
corrective actions, which helped partially mitigate the initial reputational impact (Jones et
al., 2021).
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Case Proactive strategy employed Observed Result

Boeing (737 MAX) Public apology and commitment to|Partial mitigation of reputational

change. impact.
\olkswagen : : Initial control of the media
. Announcement of internal audits. .
(Dieselgate) narrative.

(Source: Own elaboration, 2024)

2. Reactive Strategies

The reactive strategies were applied in response to specific criticism on social networks and
the media. These included correcting misinformation and engaging directly with users
through digital platforms.

In the case of Johnson & Johnson and talc-related litigation, the company used digital
platforms to counter rumors and explain the safety of its products, managing to contain
some of the reputational damage in key audiences (Kim & Sung, 2022).

Platform|Reactive action Success Indicator

Twitter |Responses to critical comments. |20% decrease in negative mentions (2021).

Facebook|Publication of educational videos.|15% increase in positive interactions.

(Source: Data adapted from Kim & Sung, 2022)

3. Adaptive Strategies

Adaptive strategies were characterized by flexibility in communication, adjusting to the
reactions of the public and stakeholders. In three of the five cases, these strategies were
effective in restoring public trust.

The Cambridge Analytica scandal is an example of adaptive strategies. Facebook adjusted
its initial narrative, moving from a defense to the implementation of stricter privacy
measures. This strategy made it possible to regain some of the public's trust in the long term
(Smith, 2020).

Case Adjustment made Observed Result

Facebook  (Cambridge|Implementation of new privacy|Gradual increase of 10% in
Analytica) policies. public confidence.

(Source: Smith, 2020)

Observed Impacts
Analysis of qualitative data and associated metrics revealed the following overall impacts:

1. Public perception: In four of the five cases, effective strategies achieved an
average 25% reduction in negative mentions during the first six months after the
crisis.

414




Communication Strategies in Legal Crisis Management
: Analysis of International Cases

2. Corporate reputation: Two companies managed to recover their score in global
reputation indexes such as RepTrak after implementing combined strategies (Heath,
2021).

3. Legal outcomes: In three cases, the implementation of proactive and adaptive
strategies helped reduce litigation time and reach more favorable settlements.

Average before the|Average after the |[Percentage

Indicator Crisis crisis Change
Negative mentions on social|,. 45% -25%
networks

RepTraklIndex Score 65/100 751100 +15%

Average Litigation Length

-330
(months) 18 12 33%

(Source: Own elaboration, 2024)

Comparative analysis
The table below summarizes the key differences in the results obtained according to the
predominant strategy used by the organizations.

Impact on/Impact on public|Legal
StrategyType Case Example reputation perception impact
Proactive Boeing (737 MAX) Moderate Positive Null
Reactive Johnson & - Johnson Low Moderate Positive
(Talc)
. Facebook (Cambridge|,,. .
Adaptive Analytica) High High Moderate

(Source: Own elaboration, 2024)

Conclusion of the Results

The findings highlight the importance of adapting communication strategies to the
particularities of each legal crisis. Adaptive strategies proved to be the most effective in the
long term, while proactive strategies were useful in containing initial damage. The data
confirm the need for flexible and integrative planning in the management of legal crises.

Conclusions

This study has shown that communication strategies play a fundamental role in the
management of legal crises, especially in a highly dynamic media and digital environment.
The results obtained from the analysis of international cases have made it possible to

415




Roberto Fabian Sanchez Chavez 1, Jorge Armando Mendoza Hernandez2, Luis Edison Torres Alulema3

identify effective practices and areas for improvement that are relevant for organizations in
different sectors.

Importance of Adaptive Strategies

Adaptive strategies emerge as the most effective for managing long-range legal crises.
These strategies allow organizations to adjust their responses based on public reactions and
legal developments, increasing the chance of regaining public trust (Kim & Sung, 2022). A
key example was the case of Facebook and the Cambridge Analytica scandal, where
adapting their messages and actions resulted in a gradual improvement of their reputation
(Smith, 2020). However, its success depends on the ability of organizations to continuously
monitor public perception and adjust their communication in real-time.

The Fundamental Role of Transparency

Transparency was identified as an essential pillar in proactive strategies. Companies that
issued quick and clear statements, such as Boeing in the 737 MAX crisis, were able to
partially contain the initial negative impact (Jones et al., 2021). This is in line with image
restoration theory, which suggests that a sincere apology and admission of mistakes can
improve public perception (Heath, 2021). However, the data also reveal that insufficient or
late transparency can exacerbate crises, as evidenced in the case of \Volkswagen and
"Dieselgate.”

Impact of Social Media

Social networks represent a double-edged sword in the management of legal crises. On the
one hand, they allow quick responses and direct contact with audiences, which can
strengthen the corporate narrative. On the other hand, they amplify criticism and can
generate mass scrutiny dynamics if not properly managed (\Veil et al., 2021). This analysis
highlights the need to integrate social monitoring technologies and specialized equipment
to manage these platforms effectively during legal crises.

Key Lessonsfor Crisis Management

1. Anticipation and planning: Organizations should develop comprehensive crisis
plans that include potential legal scenarios and specific communication strategies.
According to Coombs (2020), prior planning is a determining factor in the
effectiveness of crisis management.

2. Consistency in narrative: A clear and consistent narrative across all
communication channels helps minimize confusion and bolster public trust (Kim &
Sung, 2022).

3. Ethics and social responsibility: Prioritizing the well-being of stakeholders and
acting ethically during crises can not only mitigate the immediate impact, but also
strengthen corporate reputation in the long term (Smith, 2020).

Implications for Corporate Practice

Companies are facing increasing pressure to act quickly, ethically and efficiently in
managing legal crises. This study suggests that organizations should invest in crisis
communication training, digital monitoring tools, and a deep understanding of the cultural
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and legal dynamics of their markets. In addition, communication strategies must be
integrated with legal compliance and corporate responsibility policies.

Areas of Future Research

This analysis leaves several areas open for future research, such as the psychological
impact of communication strategies on audiences, the role of artificial intelligence in
predicting legal crises, and the quantitative evaluation of strategies in different industry
sectors. It would also be useful to explore how cultural differences influence public
perception and the effectiveness of communicative responses.

In conclusion, effective legal crisis management requires a strategic, adaptive, and ethical
approach that integrates proactive and reactive elements. This study provides a solid
foundation for organizations to strengthen their communication capabilities and
successfully navigate highly complex scenarios.
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