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            PREFACE

          

        

      

    

    
      While working in Corporate Communications for biotechnology companies, I learned how important it was to be prepared for a crisis.

      

      To help you prepare, this book provides a template for a Crisis Communication Plan. I’ve found this helpful in the past. There have been times when this Crisis Communication Plan came in very handy.

      

      Examples of crisis communication responses include:

      
        
          	
        The phone rang late one day; a caller said that protesters and television crews would be at our headquarters the next morning. That evening, department heads from Corporate Communications and Facilities came up with a plan. They hired people to remove the company signs and logos from the building’s entryways during the night. When protesters and television cameras arrived the next morning, workers were painting the entry walls. No corporate logos or signs were visible. Without a strong visual, the television crews soon packed up and left; the crowd dispersed. What can we learn from this? To think creatively in a PR crisis.
      

      

      

      

      
        
          	
        We had a clear plan for what to do if an earthquake struck near our Seattle headquarters. Later, when an earthquake shook our region, cell towers were overloaded. Our plan specified that Communications staff were to call from landlines to an office in another city, where information would be relayed to executives traveling on business. But when the building was declared unsafe, most of us went home to be with family and forgot about the protocol. We learned that putting a plan in place during a crisis can be challenging.
      

      

      

      

      
        
          	
        At another company, we conducted a crisis drill that included having people act as an injured employee, a reporter and a television cameraman. The exercise was productive. Many of us realized how much we needed to improve. For example, in seeking facts about the situation, I had walked into the area where the “injured” employee was lying on the ground and was being treated. The “reporter” had followed me and was right in the mix, asking Response Team members for comments while pushing a microphone in their faces as they worked. I had not followed a cardinal rule: When handling a crisis, a spokesperson should stay in a designated staging area away from the crisis.
      

      

      

      

      My intent in writing this eBook is to arm you with proven resources so you’ll be prepared and will calmly direct a crisis communication response.

      Best regards,

      Susan

    

  


  
    
      
        
          
            1

          

          
            POTENTIAL CRISIS SITUATIONS

          

        

      

    

    
      You can adapt the following crisis communication plan template to each situation. And remember, how a Company responds to a crisis impacts perceptions held by media, investors, employees, customers and other audiences.

      

      Situations in which a crisis may occur

      Here are some situations where a crisis may occur:

      

      
        
          	
        Executive – Death of leadership; Executive scandal; Firing of top executives
      

      

      

      

      
        
          	
        Organizational – Layoffs; Closure of facility; Action by attorney(s) general; Product recall
      

      

      

      

      
        
          	
        Environmental Health & Safety – Toxic spill; Employee death on site; Workplace shooting
      

      

      

      

      
        
          	
        Financial – Accounting irregularities; SEC inquiry; Re – statement of earnings
      

      

      

      

      
        
          	
        Corporate – Merger; Acquisition; Scandal; Natural or man – made disaster
      

      

      

    

  


  
    
      
        
          
          

          
            OUTLINE FOR A CRISIS RESPONSE

          

        

      

    

    
      Alert management

      
        
          	
        In the event of a facilities emergency, [name, title], [department, such as Facilities], will notify the [executive title and name] and the head of Communications [example: Director of Corporate Communications], [name] work [ ], cell [ ] and home [ ] or [alternate communications person’s name] work [ ], cell [ ], home [ ]. If they are unavailable, call [back up communications person’s name] work [ ], cell [ ], home [ ]. If they are unavailable, contact [name of final back up person who is designated to communicate with media in a crisis] work [ ], cell [ ] and home [ ].
      

      

      

      
      
        
          	
        If the [Director of Corporate Communications] is the first to know of the crisis (being of an executive, organizational, financial or corporate nature), then she/he will notify appropriate people within the company.
      

      

      

      
      
        
          	
        The [Director of Corporate Communications] will be responsible for briefing the [CEO and other executives] with details that are known about the situation (see attached template to fill in with details) and actions that have been taken to deal with the situation. The CEO is responsible for notifying the Board of Directors as deemed necessary.
      

      

      

      
      Assess the situation

      
        
          	
        Gather facts, including the type of crisis (fire, spill, etc.), location, number of people involved, if individual/citizen safety is at risk and the City/State/Federal Departments involved. Use the worksheet shown at the end of this document to record facts and use that when briefing senior management.
      

      

      

      
      
        
          	
        Decide whether to prepare a response. If a situation seems insignificant, the Company will evaluate whether to have a prepared response for inquiries but not issue a statement or press release. If the situation is highly visible, the Company should disseminate the news.
      

      

      

      
      
        
          	
        Appoint a crisis team leader. If the crisis relates to a Human Resources (HR) issue (such as layoffs, executive scandal, firing or the death of a key executive), then the crisis communication team leader will be the [SVP, Human Resources] [name], work [ ], cell [ ], home [ ]. If the crisis involves a product recall, the CEO will be either appoint someone or be the crisis team leader. If the crisis arises from financial or accounting problems, the CFO or the Controller will be crisis team leaders.
      

      	
        Identify key audiences. Who does the Company need to communicate with (employees, victim’s families, customers, vendors, shareholders, investors, community, governmental officials and the press) about this issue? Determine how to best communicate with each audience.
      

      

      

      
      Inform security and administrative personnel

      The media often learn of problems from police, fire and hospital dispatches, so they will likely learn of the crisis when the Company informs authorities. To prepare for media inquiries, it is critical that we follow crisis communication policies. During the workday, the [receptionist] will assist in contacting the necessary individuals as outlined below. After hours, [security personnel] will contact the on call facilities person, who will then insure that the appropriate individuals are contacted and aware of the situation.

      
      
        
          	
        Contact the [Director], Facilities, the Health & Safety [Associate Director] and the [Director of Corporate Communications] [name] to inform them of the emergency. The [Director], Facilities or the [Director], Health & Safety, depending on the nature of the crisis, will assess the risks and notify all internal personnel needed to assess the situation.
      

      

      

      
      
        
          	
        Contact [VP, Operations] who will assess the insurance risk. If [he/she] is not available, contact the [Controller], [name].
      

      

      

      
      
        
          	
        Direct all inquiries (media or otherwise) to the Company’s [Director of Corporate Communications]. If that person is not available, the [Corporate Communications Manager] will be the contact person.
      

      

      

      
      Other than the [Director of Corporate Communications], [Chief Financial Officer], [CEO] or other assigned spokesperson, no company employee should answer any questions from the media regarding the situation. A sample statement for security personnel to use is provided below.

      
      Standby statement for security guards and receptionists: “I’m not at liberty to discuss details of the incident you’re describing. The best person for you to speak with is [name], [Director of Corporate Communications] [work phone #].” (Do not provide additional information.)

      Draft a statement

      The [Director of Corporate Communications], after consultation with Company staff, will decide whether to issue a written statement, post a statement on the external website or verbally offer a statement to reporters. A statement could provide this information:

      
        
          	
        Pertinent facts: what happened, when, where, number of people involved and type of product, substance or equipment involved.
      

      

      

      
      
        
          	
        Do not speculate about cause, liability, scope of problem or potential dollar estimate of damage.
      

      

      

      
      
        
          	
        If someone was injured or died, do not release names until family members have been notified.
      

      

      

      
      
        
          	
        Risks, if known. (Do not assure the community, media and employees that there are no further risks unless that is guaranteed.)
      

      

      

      
      
        
          	
        Steps the Company is taking to deal with the situation (investigation, shutdown of the facility, working with governmental agencies, suppliers, etc.).
      

      

      

      
      
        
          	
        State that people, community, environmental safety and product quality are the Company’s priorities.
      

      

      

      
      
        
          	
        Quote local authorities (police, fire, etc.) involved to give the statements more credibility.
      

      

      

      
      
        
          	
        Provide a likely short – term business impact (hours of operation, ability to meet commitments, etc.), if known.
      

      

      

      
      
        
          	
        If it’s premature to provide information to the media, tell them why: "We’ve been unable to determine the extent of damage to the building. Help is on the way and once we have additional information, we’ll provide it to you."
      

      

      

      
      Prepare a Q&A

      
        
          	
        Develop a Q&A to respond to the specific situation.
      

      

      

      
      Disseminate via press release/website

      
        
          	
        If the situation is highly visible, the statement should be issued as a news release or as a written statement posted on the Company’s website. A separate crisis section of the external website can be created, if needed, to post background information, other resources and company statements. By taking these steps, the Company can control the situation and not appear defensive. If at all practical, a press release should be reviewed by Legal or outside counsel prior to dissemination.
      

      

      

      
      Make a statement

      The Company may have a spokesperson make a brief statement for reporters. Using one spokesperson will prevent mixed messages. If a media briefing occurs, the Company should hold the briefing away from the scene of a fire, picketing or damage. Be sure there is no evidence of damage or injured persons, etc. appearing in the background. If asked, politely refuse to move to a "more interesting" background. Don’t stage a press briefing on the sidewalk – that could distract motorists and result in a traffic accident. Spokespeople must stay out of the incident scene so members of the press don’t follow them into the scene and interview victims/employees.

      If the news will be negative, the spokesperson should stand where a Company logo is not visible. A Company representative should act as a gatekeeper prior to a briefing and direct media to the location where a statement will be read. Security should prevent visitors from roaming around the facility. The spokesperson should stand with a door behind them to be able exit after answering questions from media. Read the statement, take a few questions and then say, “That’s all I have time for now. I’ll give you an update as soon as I can,” and walk out.

      Assure the media that the Company will keep them informed as developments unfold. Provide them with contact information of the designated spokesperson (name, cell number).

      
      Standby statement for incoming queries

      
        
          	
        A standby statement should be prepared and used to respond to incoming questions.
      

      

      

      
      Updates for families and the public

      
        
          	
        If an # 800 phone number will be used to provide information/updates to the public or affected families (if employees are severely injured), determine if the Company has a toll free # [ ] that can be used.
      

      

      

      
      Consultants

      
        
          	
        When possible, consult the Company’s communications consultants: [name, company, phone # and cell #]. If the Company will add information about the crisis to the external website, contact the website vendor [name of person in charge of the external website, phone # and cell phone #] or, as backup for the website [person’s name and contact information].
      

      

      

      
      Use third parties

      
        
          	
        Identify third parties who may be willing to speak out for the Company during the crisis. For instance, if the crisis is related to a [subject], ask [department name] for assistance locating influential key opinion leaders who support the Company. For [product – related] issues, the Company’s [Advisory Board] members may be excellent resources.
      

      

      

      
      Tell employees

      In a crisis, the Company should quickly communicate with employees via an all Company e-mail or an All Employee meeting. In a severe crisis, an All Employee Meeting is preferred, because that offers a personal approach and helps employees understand the issue. Employees should know what to do if they are approached by the media. Remind employees of outside resources (such as an employee assistance program that offers counseling services) if the crisis is severe and may result in significant negative news about the company. The [Director of Communications] will coordinate with [title] of Human Resources [name, phone #].

      
        
          	
        Employees should be informed as soon as possible, even if few details are known about the situation. Provide employees the information at the same time as the media. The Company can send employees a statement given to reporters or the press release. Nothing should be distributed to employees that is not public information. Remember to show compassion: “Our greatest concern is for our (patients/employees).”
      

      

      

      
      
        
          	
        Employees should be told who is handling media inquiries and told to direct all questions to that person so the Company speaks with one voice. Tell them: “Don’t speak with reporters. [Name], [Director of Corporate Communications] is the spokesperson about this.”
      

      

      

      
      Provide updates

      
        
          	
        As events unfold, the Company should release only verifiable facts to media and employees and discuss steps the Company is taking to deal with the issue. If additional steps are taken, the Company should communicate positive messages to internal and external audiences.
      

      

      

      
      Other audiences

      
        
          	
        Determine how to best communicate with outside audiences: customers, government officials, investors, Wall St analysts, vendors, (and, if needed, Police, FBI) and carry out the plan (via calls, emails, etc.).
      

      

      

      
      Access

      
        
          	
        If access to a building is blocked by the incident, ask the [Front Desk/Receptionist or the Purchasing Dept.] to call vendors to stop deliveries until the area is accessible.
      

      

      

      
      Do Not

      
        
          	
        Announce confidential information uncovered as part of an investigation;
      

      	
        Speculate or comment on rumors;
      

      	
        Say “No comment” in response to a reporter’s question;
      

      	
        Confirm the Company's responsibility for or accept blame for the situation until:
      

      	
        Investigations are complete and
      

      	
        Legal counsel has advised management on the best way to respond to inquiries.
      

      

      

      Re-assess situation

      After these first steps have been taken, the crisis management team will assess whether other activities are needed.

      Key messages should reflect these two areas:

      
        
          	
        The first concern should be to express sympathy for any victim(s), his/her families, and, if appropriate, the community.
      

      

      

      
      
        
          	
        The second message should be that the Company is quickly doing everything it can to determine and eliminate the cause(s) of the incident.
      

      

      

      
      Sample statements

      "Our first concern is for the safety of our neighbors and employees. We are taking steps to investigate the cause of the event and will move swiftly to ensure that it won’t happen again."

      If pressed: “I can’t speculate on the answer until we have more facts.” Or, “Until the investigation is complete, I can’t speculate on the cause.”

      
      Sample standby statements in the event of a death:

      “[Number] person/people experienced [situation] and [has died]. We are investigating the cause of the [death/unusual event]. Our thoughts are with the family. The safety of [our customers/employees] is of utmost importance to us. We will update you when we have more information.”

      
      Or: “[Company name] has acted responsibly, appropriately and in the best interests of [customer/employee] safety in connection with [product name]. We are investigating and will

    

  

OEBPS/images/crisiscommunicationplantemplate.jpg
CRISIS
COMMUNICATION
PLAN TEMPLATE

How to prepare for and
handle a communication crisis

SUSAN SPECHT ORAM





OEBPS/toc.xhtml

  
    Contents


    
      		
        Title Page
      


      		
        Copyright
      


      		
        Preface
      


      		
        1. Potential Crisis Situations
      


      		
        Outline for a Crisis Response
      


      		
        Sample All Employee Email
      


      		
        Sample Crisis Communication Press Release
      


      		
        About the Author
      


      		
        2. A Crisis Communication Plan Template
      


      		
        3. Thank you for reading this!
      


    


  
  
    
      		Title Page


      		Copyright


      		Beginning


      		About the Author


    


  


