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Wal-Mart's stock 
price has fallen 27%

Sales growth has slowed to an average of 3.5%
Growing resistance to new urban stores (defeats in 
L.A., Chicago and New York)
2-8% of Wal-Mart consumers have ceased shopping 
because of negative reputation
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Beyond Customers
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Reputation at the Core
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Key Capabilities in Crisis and Reputation Management

Measurement

Early Warning System

Stakeholder Identification



10/17/2007 Copyright 2007. Daniel Diermeier 7

Capability #1 - Early Warning System
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The Need for Situational Assessment
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Counter-Branding – McDonald’s



10/17/2007 Copyright 2007. Daniel Diermeier 10

Media
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Nonprofit healthcare 
organizations (i.e. local 
business group on health)
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Trust Networks
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Credibility Ladders Differ by Country
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Capability #3 - Measuring Reputation
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The Problem of Measurement

Financial Operational Reputational
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Reputational Equity: Company X
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Reputational Equity: Product Y
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Reputational Equity: Company X without Product Y
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Recall of Bausch & Lomb’s ReNu - Background

ReNu with MoistureLoc linked to potentially blinding 
fungal infection

US Center for Disease Control and Prevention 
announces results of its investigation on April 10, 
2006
Within 48 hours Bausch & Lomb's stock price 
dropped from $57.67 to  $45.61

a 21% drop 
drop was sustained - recent stock price is $46.06 (8/26/06)

Equals $637 million dollars in destroyed 
shareholder value (April-August 2006) !

But: Singapore’s Health Ministry had linked the 
product to the infection on February 22!
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Example: Recall of Bausch & Lomb’s ReNu

CDC links surge in 
fungal infections with 

ReNu solution

Singapore’s Health Ministry links 
infections with ReNu solution
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Reputation Management System

Decision System

Intelligence System

Strategy-Driven Actionable

Early-Warning System Impact Assessment
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