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Plenary: Communication in Crisis:
“To Be or Not to Be More
Transparent”

Mohd Fuad Sharuiji

Former Crisis Director, Malaysia Airlines System
(Currently CEOQ, Impeccable Vintage Properties, IVP)
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Ten Key Principles in Transparency Trade-Off
When Managing Information and Trust in a Crisis

)

Truth Over Speed, But Not Silence

Prioritise accuracy over being first—but avoid
information that may lead to speculations.

Transparency With Boundaries

Share as much as possible without jeopardising
investigations, safety, or legal obligations.

Clarity Over Completeness

Communicate clearly what is known, what is not known,
and what is being done to find out more.

Consistency Across Channels

Ensure internal alignment and a single source of truth
to prevent mixed messaging.

Empathy Before Facts

Acknowledge emotions and human impact before
diving into technical or operational updates.
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Anticipate and Manage Consequences

Anticipate and manage possible intended and
unintended consequences

Explain Confidentiality

When information must be withheld, state clearly why
(e.g., ongoing investigations, security reasons).

Respect for Stakeholders

Prioritise direct communication with affected parties
(e.g., families) before public announcements.

Prepare for Misinformation

Monitor public discourse and correct inaccuracies
swiftly and respectfully.

Leadership Visibility

Leaders must be present, accountable, and authenticin *
addressing the public and media.
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The Transparency Trade-Off - Managing Information

and Trust in a Crisis

Managing Information Key Considerations
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Navigating Competing
Demands

Public and media demand answers immediately.
Close coordination with investigation teams
Daily briefings with clear boundaries, but separate briefings for families and public

Transparency vs.
Confidentiality

Share as much as possible without jeopardising investigations, safety, or legal obligations.
If info couldn’t be shared, explain reasons clearly and respectfully.
Share only verified facts, avoided speculation.

Managing Global Scrutiny

Treat it as a global crisis — adjust tone and language accordingly.
Actively monitor media to correct false narratives quickly.
Chose spokespersons with empathy and cultural awareness.

Lessons in Building Trust

Trust comes from being consistent, honest, and humane.

Admitting uncertainty built more credibility than guessing.

Families were always briefed first — no compromise.

Leadership presence matters most — calm, visible, and accountable.

Conclusions * It's not about controlling the story ~ it's about honouring the truth.
» Compassion must come before information. o8
* In crisis, we speak not just for the organisation — but for its values. .
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In Hindsight - What Worked and What Should Be in w<
Place Before the Next Crisis . Ko

1. Whole-of-Government
Coordination is Critical

2. Media Spin is Inevitable —
Choose Words Wisely

3. Avoid Getting Consumed by Viral
Social Media

4. Maintain Laser-Focused
Leadership

5. Be Fully Briefed — Always Stay
Ahead of the Narrative

6. Establish a Core Crisis Team with
Clear Roles

7. Document Decisions and
Communications

8. Pre-Crisis Scenario Planning Must
Include the Unthinkable

9. Post-Crisis Trust Recovery Begins
During the Crisis
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Crisis response must involve seamless inter-agency coordination with
unified messaging and leadership across all relevant government bodies.

Every public statement must be carefully crafted to avoid misinterpretation
or politicisation; message discipline is key.

Focus on verified communication—monitor social media but avoid
reacting impulsively to viral noise or rumours.

Leaders must stay grounded and clear-headed, resisting distractions and
external pressures that can derail crisis response.

Stay continuously informed and prepared to respond, ensuring leaders are
never caught unaware by evolving developments.

A dedicated, cross-functional team with defined responsibilities ensures
faster, more coordinated responses.

Maintain accurate records of decisions and statements to support legal
accountability and post-crisis reviews.

Plans must consider black swan events beyond conventional checklists to
improve preparedness for unprecedented crises.

Trust is rebuilt by how you act and communicate during the crisis,
especially with key stakeholders and affected families.
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