Crisis Management Case Study

Lumina Wellness: Managing a Product Safety Crisis

Background

For this case study, | imagined myself as the Communication Director of Lumina Wellness, a
fictional premium wellness brand focused on nutritional supplements and holistic wellbeing.

Three weeks after the launch of a new herbal supplement, a customer posted a viral Instagram
Reel claiming that the product had caused adverse side effects. Within 48 hours, the video
crossed one million views and began attracting media attention, influencer commentary, and
customer concerns across multiple social platforms.

The situation presented a significant reputational risk. Beyond the immediate concern of
customer safety, the brand faced the possibility of declining consumer trust, increased negative
sentiment, and long-term damage to its credibility.

Communication Objective

My primary objective would not be to defend the brand immediately. Instead, | would focus on
protecting stakeholder trust, establishing facts, and ensuring transparent communication
throughout the crisis.

My Response Strategy

The first step would be to acknowledge the situation quickly. Research consistently shows that
silence during a crisis can create uncertainty and encourage speculation. Within the first 12
hours, | would issue a holding statement confirming that the company was aware of the
concerns and actively investigating the matter.

The second phase would focus on fact-finding. Before making public claims, | would coordinate
with product, legal, customer support, and quality assurance teams to gather accurate
information regarding the complaint. This would help ensure that all future communication
remained evidence-based and credible.

Once the investigation was underway, | would implement a transparent communication plan.
Customers would receive regular updates through social media, email communication, and the
company website. The goal would be to demonstrate accountability while preventing
misinformation from spreading.



To further strengthen trust, | would create opportunities for direct engagement. This would
include expert-led Q&A sessions, customer support channels, and educational content designed
to answer common questions. Rather than avoiding difficult conversations, the brand would
actively participate in them.

Finally, | would launch a reputation recovery campaign titled “Wellness With Transparency.” The
campaign would provide behind-the-scenes access to ingredient sourcing, product testing
processes, quality assurance standards, and expert reviews. By increasing visibility into how
products are developed and evaluated, the brand could gradually rebuild confidence among
customers and stakeholders.

Outcome

By responding quickly, communicating transparently, and maintaining a customer-first approach,
the crisis would become an opportunity to strengthen trust rather than lose it.

The experience highlights an important principle of modern crisis communication: organizations
are not judged solely by the crisis itself, but by how they respond when challenges arise.

Behavioral Insight

Throughout the response, communication was designed to reduce uncertainty, increase trust,
and encourage stakeholder participation through transparency, credibility, and consistent
engagement.
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