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Goldfish Swim School

Shana Krisan, CFE
Chief Marketing Officer

● Premier learn-to-swim school 
for children ages 4 months - 12 years

● Founded in Birmingham, MI in 2006
● Began franchising in 2009
● 134 Open Schools in 32 states + Canada

● 130+ In Development



Kiddie Academy 
Educational Child Care

Nicole Salla, CFE
Chief Marketing Officer

● Empowering and educating 
children 6 weeks-12 years

● 40+ Years
● 303+ Locations in 34 states + DC
● 175+ Under development



Massage Heights

Susan Boresow, CFE
Chief Executive Officer 
& President

● Practices therapeutic wellness 
massages and facials

● 120 Retreats US/ Canada
● Served over 18M guest/ members
● Founded in San Antonio, TX - Began 

Franchising in 2005
● Membership model



Edley’s Restaurant Group

Chris Beckler 
President

● 10 Locations
● Founded 2011 in Nashville, Tn
● 5 Time Winner “Best BBQ” in Nashville
● 3 Time Winner “Best Margarita” in Nashville
● Winner “Best Taco” in Nashville
● Began Franchising in 2019





What’s Up Next?
9:15 am – 9:45 am Refreshment Break with Table-Top Exhibitors

Ballroom Foyer

9:45 am – 10:45 am Concurrent Breakout Sessions
Oh, S#it! I Screwed Up…Can I Fix It?
Armstrong 1
OR
Balance the Needs of Your Brands Three Core Customer 
Groups (Consumer, Zee & HQ Staff)
Armstrong 2

11:00 am – 12:00 pm Closing General Session
What Could Go Wrong?
Boone/Crockett









What Could Go Wrong?



Tim McIntyre, Principal, T/M 
Communications LLC



For companies and brands, any 
issue can ignite to become a 

reputational crisis



Exxon-Valdez 1989





20 years later…
Exxon was still in Top 5 of

Fortune’s 
Most Hated Companies

This was both a real and a 
reputational crisis



Most Hated Brands 5 Years Ago
According to 24/7 Wall Street



10 Most Hated Brands 2022
According to 24/7 Wall Street

10. My Pillow

9. Comcast

8. Twitter

7. TikTok

6. Wells Fargo

Sears  5.

Wish.com  4.

Facebook 3.

Fox Corp. 2. 

The Trump Organization 1.



What do they 
have in common?



Every one of their crises 
was self-inflicted



Self-Inflicted Wounds*

Poor Policies

Unbending Procedures

Lack of Leadership

Lack of Planning

Poor Hiring

Mistreating Employees

Lack of Training

Incenting the Wrong Stuff

Incompetence 

Fraud

* (Not an exhaustive list.)



Fined more than $3 Billion 











In the last decade…
2/3 of crises were smoldering

(starting small, they could have been put out)



United Breaks Guitars 2012

United lost $180 million in market value…in 5 days



Some crises are inflicted 
on you by other people…



…even your own employees



…even your own employees



…even your own employees



…even your own employees



…even your own employees



But the biggest threat to your 
brand’s reputation?





Through Self-Inflicted Wounds

Poor Policies

Unbending Procedures

Lack of Leadership

Lack of Planning

Poor Hiring

Mistreating Employees

Lack of Training

Incenting the Wrong Stuff

Incompetence 

Fraud



So, what can you do?





Establish a crisis comms team

Designate a spokesperson

Identify things that could go 
wrong.

How would you fix them?

How would you prevent
them?



Call someone who can 
help you think it through.

(I have a suggestion.)

Presenter Notes
Presentation Notes
What do you want?



Categories

Financial

Organizational

Leadership

Employee

Safety

Service

Technology

Natural





Prevent



Know who you are and 
what you stand for.



Develop a 
culture of 

caring.



BE how you 
want to be 
perceived.



Share your vision.



Train and 



Share your success. 
Happy employees are your best assets.



Pick Your 
Franchise 
Partners 
Well.



Take every complaint 
seriously.



Don’t do stupid stuff.



If it happens.



Respond



Your response impacts 
your reputation                    

as much as or more than 
the incident itself.

Presenter Notes
Presentation Notes
What do you want?





Assess the situation.



Crisis or Annoyance?

Is my business still open?

Have my sales been affected?

Will my response drag this out?

Am I angry because my feelings are hurt?



Put the fire out first.

Presenter Notes
Presentation Notes
What do you want?



React quickly.



Don’t hide.



Apologize.

(and mean it.)



Respond quickly.

Focus on your core message.



Don’t put the wrong person 
in front of the media.



Keep it simple.



Provide illumination.

Focus on:

Solutions, not blame.

Truth, not spin.



During Interviews…
Always tell the truth.

Remember your real audience.



During Interviews…
Don’t take anything personally.

Don’t speculate.



During Interviews…
Be authentic.

If a question should be directed 
to others, say so.



During Interviews…
If you don’t 
know the 
answer, say 
so.

If something is 
horrifying, it’s ok to 

be horrified.





Domino’s
30-Minute Guarantee



Their Messages

Drivers are penalized for late deliveries.

The culture encourages speeding.

Driver Incentive: Indy Car Races.

1988: 10 deaths involving Domino’s drivers.



Our Messages

Intensive training; Honored by NHTSA.

Incredibly strict standards.

1988 is a false argument.

Words don’t cause traffic accidents.



1993: $79 million judgment

End of the 30-Minute Guarantee





Verdict = “Winning the lottery.”

Allowed Domino’s to reinforce messages.  

Victimized by runaway legal system.

Brand image enhanced overnight.



People Do Dumb Things







First 24 Hours…

Distributed still shots nationwide

Identified team members & franchisee

Contacted Police, Health Department



First 24 Hours…

Tried to get video off YouTube

Communicated with other web sites

Shared information internally



The Messages

“Domino’s didn’t do this – it 

was done to us.”



The Messages

“Two idiots with a camera,   

free time and a bad idea.”



The Messages

“Nothing is more sacred than 

our customers’ trust.”



The Next 24 Hours…

Posted public response on web site

Launched Twitter account early

Updated Facebook page





Online Video Crisis



The Aftermath…



Them: 
Fired. 
Humiliated.
Felony charges.



http://www.zimbio.com/go/ud4SxpGTXm6/http:/3.bp.blogspot.com/_C4fHPstKKxE/SgLayF0ezrI/AAAAAAAANq4/WiOWiduph_Q/s1600-h/050509-001-help-wanted.png




Media Experts Touted Response







IFA 2023 Convention 
Giveaway!
And the winner is……

Patrick Murrary, Verlo Mattress



10 runners up are…….

IFA 2023 Convention 
$100 Discount!

• Mona Mansur, Arabella
• Bill DiPaola, Ballard Brands
• Angela Henkel, BalloonZilla Franchise
• Geoffrey Goodman, Franchise Founders
• Madison McClain, Pharaoh Inc.

• Amanda Earhart, PushKin
• Genevieve Sheehan, Sheenco Travel
• Tiffany Lewis, Skidaddles, Inc.
• Holly Katko, Uconnect 
• Arturo DeCaro, Waters Edge Wineries



Top Reasons to Register for the IFA 
Convention

• Emerging Franchisor Bootcamp
• Annual Leadership Conference
• Dine Around Activity – First time attendees/New Members
• Emerging Franchisor education track sessions
• 3 Inspiring General Sessions and Keynote presenters
• One stop shop expo hall with vendors to meet any need 
• Franchisor C-suite Think Tank & Idea Exchange Roundtables
• FUN events, networking, sharing best practices and more….







Post Event Survey
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