
 

 
 

 
The Charity Commission cites damage to reputational risk as an example of an 
incident to which Trustees should make a considered response and which may need 
to be reported as a serious incident.  From a governance perspective an 
organisation’s reputation doesn’t necessarily reflect the quality of its governance or 
the work it does.   
 
Questions about reputation often revolve around allegations that Trustees made 
decisions for the wrong reason and were improperly motivated.  Charity Law sets out 
how trustees should approach making decisions and this is what the Charity 
Commission will look at if a concern is raised with them. 
 
Good decision making consists of 4 main factors – 
 
Legal powers  
Make sure you have the power to make the decision; the governing document 
should confirm this.  
 
Information 
Make sure you have the correct information and enough of it to make the decision.  
This may include seeking expert advice, considering the long term implications and 
making sure the decision in based only on considerations relevant to the charity.  
 
Motivation 
Make sure that it is only the charity’s best interests that are considered and not those 
of any other organisation or individual  
 
Reasonableness 
Trustees should be satisfied that decisions made are within the range of what a 
reasonable board might of made in the circumstances.  
 
One suggestion is to be your own critical friend, ask how you will explain your 
decisions to beneficiaries, staff, volunteers or a journalist.  Have those discussions in 
a properly recorded and minuted board meeting in order to demonstrate that due 
consideration was given to all the above points in making a decision and were aware 
of the risks and implications.   
 
Like any other risk, reputational damage should be included on your risk register and 
regularly reviewed.  
 
Charity Commission guidance on managing risk 
https://www.gov.uk/government/publications/charities-and-risk-management-cc26  
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Example of a risk register  

https://www.gov.uk/government/publications/charities-and-risk-management-

cc26/charities-and-risk-management-cc26#annex-1-risk-register-template-with-

examples-of-use  

 

Communications and how to manage reputation when something 

goes wrong  

 

1. Be proactive 

If you do find your organisation compromised, make sure you’re proactive with 

your communications. Aim to get messages out to your stakeholders, both 

inside and outside of your organisation on what’s happened. Hearing it from 

you first is key to maintaining trust.  

2. Create a communications plan 

There are some things you can’t fully plan for and this is often one of them. 

But building a plan to maintain consistent communications following an 

unforeseen event will help you to get back into the driving seat of your 

organisation’s reputation.  

3. Be clear and consistent 

Keeping communications clear and consistent is key to re-establishing or 

maintaining trust. It makes people feel like they’re important to you and your 

organisation and will help re-establish any feelings of mistrust that might have 

developed.  

4. Consider ‘what if scenarios’  

It’s worth considering ‘what if’ scenarios and perhaps drawing up small 

communications plans should certain events occur. This will help you be 

slightly more on a ‘front foot’ and less reactive, to get communications out 

quicker and give you back a little more control. 

5. Own it 

Having a crisis communications plan in place means nothing if organisations 

aren’t willing to own or acknowledge incidents that are occurring. You’re more 

likely to succeed when you’re transparent, acting in good faith and through 

sound business judgement.  

6. Showcase truth 

In some instances, your crisis might not necessarily be caused by the people 

associated with your organisation, but an overtly ‘reactionary’ communications 

won’t do your reputation any more favours. In this instance, showcase the 

trust in a positive light, without ‘talking down’ anyone else in the process. 

https://www.gov.uk/government/publications/charities-and-risk-management-cc26/charities-and-risk-management-cc26#annex-1-risk-register-template-with-examples-of-use
https://www.gov.uk/government/publications/charities-and-risk-management-cc26/charities-and-risk-management-cc26#annex-1-risk-register-template-with-examples-of-use
https://www.gov.uk/government/publications/charities-and-risk-management-cc26/charities-and-risk-management-cc26#annex-1-risk-register-template-with-examples-of-use


 
  

Great examples of Reputational Management and what you can 
learn…  

 
1. The Royal National Lifeboat Institution 

In 2019, the Royal National Lifeboat Institution (RNLI) came under fire when it was 
alleged they were sending millions of pounds worth of donations to oversea projects 
during a time when its funding was limited. The coverage of this was widespread, 
including prominent public figures and news outlets, all of which making disparaging 
remarks about the RNLI’s budgeting allocations. 

https://www.thetimes.co.uk/article/rnli-funding-burkinis-for-africans-while-cutting-jobs-
tnctwwl7d 

https://www.dailymail.co.uk/news/article-7464961/How-3-3million-donations-RNLI-
spent-abroad.html 

RNLI responded swiftly, putting out communications that’s directly addressed the 
claims and cleared up any kind of confusion over what their donations were being 
spent on. As well as this, they redesigned their webpage with the simple message: 
“Why we want to end drowning worldwide”. 

Stay on message 

Their clear messaging and redirection towards the work that they were doing 
worked, and donations surged by a reported 3000% in the days that followed, not 
only resolving the tricky situation they found themselves in, but also managing to use 
it as a means to spread awareness about their cause and boost their reputation and 
credibility as an organisation. 

 
2. Domino’s viral unsanitary staff video 

Back in 2009, Domino’s Pizza came face to face with a crisis that was created by 
their own employees. A series of videos were posted on YouTube showing two 
employees clowning around in the kitchen of one of their branches. One employee 
films as her colleague performs a number of unsanitary stunts, such as putting a 
piece of grated cheese up his nostril before placing it back into someone’s food order 
and sneezing on another food order. The food was then sent out to be delivered and 
the video was posted online. 

https://www.youtube.com/watch?v=oMO_uysMOXU&t=37s  

https://www.thetimes.co.uk/article/rnli-funding-burkinis-for-africans-while-cutting-jobs-tnctwwl7d
https://www.thetimes.co.uk/article/rnli-funding-burkinis-for-africans-while-cutting-jobs-tnctwwl7d
https://www.dailymail.co.uk/news/article-7464961/How-3-3million-donations-RNLI-spent-abroad.html
https://www.dailymail.co.uk/news/article-7464961/How-3-3million-donations-RNLI-spent-abroad.html
https://www.youtube.com/watch?v=oMO_uysMOXU&t=37s


 
  

Due to the power of the internet and social media, this video went viral and Domino’s 
corporate office were alerted. Their Vice President dealt with the issue and 
responded with an apology, as well as taking the time to thank the public for helping 
to bring the incident to light. 

“Thank you for bringing these to our attention. I don’t have the words to say how 
repulsed I am by this, other than to say that these two individuals do not represent 
the 125,000 people in 60 countries who work hard every day to make good food and 
provide great customer service.” 

Tim has apologised and reassured Dominos’ customers that those two employees 
do not represent Domino’s Pizza as a whole – isolating the employees from their 
brand as a whole. The next step in a situation like this, is to prove to customers that 
this will never happen again, in order to prevent their reputation from being damaged 
for good. 

Don’t be afraid to be real and direct 

Domino’s Pizza US president, Patrick Doyle took to YouTube to post a two-minute 
video to explain the next steps and to reassure customers that this would not be a 
recurring matter. 
 
https://www.youtube.com/watch?time_continue=5&v=RJ_uMaJUpEY&feature=emb_
title  

Doyle said the store in Conover, North Carolina, where the videos were made, has 
been shut down and sanitized. He stated that Domino’s would re-examine their hiring 
practices to ensure high-quality staffing. The franchise owner of the Domino’s Pizza 
store at which the videos were made filed a criminal complaint against the two 
employees, who were also sacked immediately after the videos emerged. 

Domino’s Pizza worked hard to regain trust and to protect their brand throughout this 
crisis and used transparency, consistency, authenticity and visibility to ensure their 
reputation was not damaged. 

Facts and Figures… What the public cares about! 

According to a recent study done by Populus and the Charity Commision, 97% of the 

public say it is important to know that a high proportion of money goes to those the 

charity is trying to help.  

Just over half also say that operating ethically is important, and 50% say “making an 

impact” is important.  

https://www.youtube.com/watch?time_continue=5&v=RJ_uMaJUpEY&feature=emb_title
https://www.youtube.com/watch?time_continue=5&v=RJ_uMaJUpEY&feature=emb_title


 
  

The research also finds that 63% of the public think that all charities have a 

“collective responsibility” to uphold the reputation of the sector.  

The report says: “Our qualitative studies clearly suggest that people expect charities 

to do more to demonstrate that they are operating to high standards as well as 

making a difference.”  

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attach
ment_data/file/891221/Regulating_in_the_public_interest_research_report.pdf 
 

What this tells us is that when faced with any kind of reputational risk, building back 

public trust with proven results is incredibly effective. Being transparent with how 

your organisation operates and showcasing the success that comes from all the hard 

work being done is crucial to building your reputation and maintaining it. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/891221/Regulating_in_the_public_interest_research_report.pdf
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