Danger Will Robinson!

How to plan for the crisis you don’t see coming
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~ Who is your first call?
~ Where do you need to go?

~ Where is the list of media and social media
to monitor?

~ Who is doing the monitoring?
~ Which reporter should you call first?
Should you talk to anyone first?
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5 must do’s for effective crisis communication

Crisis Management Center

1. Be prepared

2. Listen, monitor and
interpret
[ . Be human & humane
Jb

W

Over communicate

, “ | . Create relationships
I'm not sure "everyone dies" ..

is a great emergency plan. & communities
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48 hours




It’s all about




Crisis communication plan

The insurance you never want to use
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The speed of 1982

Took a week to tie deaths to Tylenol
Market share went from 37% to 7%

Recalled 31 million bottles (5100 million)
Pulled all advertising

Several months later, introduced the triple seal tamper resistant packaging
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% BreakingNews

Update: Female #Seaworld trainer was
killed by whale during public show,
witnesses say; much of Florida theme park

closed

< Feb 10 via .DFavorite Retweet ¢ Reply

Retweeted by Publimarquez and 100+ others
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You T“hE ’ Search Browse Movies = Upload

Sea World, Shamu kills trainer VIDEO!

nodartribute 2 videos Subscribe

Suggestions

B Like g adasc = 4,306,287 .-

& Artist: Michael Jackson

AMmia ybalesefMing trainer during live show at Sea JJ Buy “Will You Be There
World, while audience watches. The park was evacuated and immediately (Theme from “Free Wily")"
closed following the events. on: iTunes. AmazonMP3

Show more

Create Account  Sign In

Killer Whale Kills SeaWorld
Trainer
by KyleBoland

541,625 views Featured Video

!'HORRIFIED AUDIENCE
WITNESSED KILLER WHALE
by SHARKSWHALESANIMALS
1,427,063 views

Sea World Killer Whale Attack
- AUDIENCE MEMBER...

by chubbywater

2,639,398 views



The speed of 2010

In less than a minute, the news of the tragedy was on Twitter,
followed shortly by Facebook

Video of the actual event was on YouTube the same day
Reporters were on the scene within the hour

Witnesses were interviewed — on web within the hour
VP & General Manager — statement within hours




You can’t prepare once it starts

Designate a crisis team (from all necessary disciplines).

Identify biggest risks (financial news, accident, scandal, layoff, recall)
Create flow chart to map out response if/when something happens.
Define preventative measures needed.
Pre-create tools (media lists, call lists, etc.)
Create a dark website.




AIR FORCE WEB POSTING RESPONSE ASSESSMENT

AIR FORCE PUBLIC AFFAIRS AGENCY —EMERGING TECHNOLOGY DIVISION
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Listen, monitor
& interpret
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me picking au lock with a bic pen
by unotache 1 year ago ' 496 views

Opening a Krytponite New York Disc Lock using a Bic ballpoint pen

In the Autumn of 2004, | published a video demonstrating the ease with which a Kryptonite brand
NYC Disc lock could be opened using nothing more ...

by benrunning 1 year ago ' 2,809 views

Opening a Krytponite New York Disc Lock using a Bic ballpoint pen

In the Autumn of 2004, | published a video demonstrating the ease with which a Kryptonite brand
NYC Disc lock could be opened using nothing more ...

by benrunning ' 1 year ago | 14,678 views

How To Unlock a Kryptonite Lock With a Bic Pen

I'll walk you through step-by-step instructions on how to pick your Kryptonite lock (or other U-
shape lock) with a Bic Pen. Join me, Kesten Migdal ...

by dowzit 2 years ago 143,841 views

Kryptonite Lock Mayhem

Remember back when all you needed to use to break a Kryptonite lock wasn't superman but a
Bic pen.... not sure why | am putting this up save for ...

by benaylsworth | 2 years ago 176,321 views

HAND-PICKED CHERRIES -
Click tolearn more about Cherry Garia e

Advertisement

(HLock Bic Pen Trick Over 474,000 views

Dude steals his own bike.
by frenchpress | 2 years ago 54,102 views

Kryptonite lock opened with a pen
Backup of a video from www.engadget.com
by wphxx ' 3 years ago ' 83,411 views



The Pen
Is Mightier
Than the Lock

A Ballpoint Trick
Infuriates Bicyclists
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Traditional media picks up story

The Pen Is Mightier Than the Bicycle Lock

Cm'mtd Frem Pmn 8l

day, whes Chrss Bresnan, o cyclistin
San Pramisco, posted an urgere
Message 00 the Bikeforurss et bl le-
ti beard alter he was able 1 pop
open his back with apen.

Lke sy peogle, be bod been
skepeical but douds were quickly
disgellod when users like Nr. Rune
alrg sarted posting dgeal video
chps of the trick My yestesday,
125090 people had dowsicaded ®
Iraes, his aite, thirdrae com, be saié
Meswkile, nearly 179,006 had secn
M. Breenan's poeting, starteg »
full edged paric.

Wi are wpecially concermed be-
cause we thosght these were the
best,* said Neah Bodnick. propects
drector o Traaspoctation Altesma-
Hives, an advecacy proup repireant
Ing Seyclists in New York City. “Our
reamibens gt 8 decount on these
bcks What Is really shocking is the
castbess with which someons
could seal a hike with ase af these
beksenn'

Kryptonke, which is hased In Con.
ton, Mass and wies boughe by Inger-
sabBard 1 2001, Is aasied for the
anly matwrind that can defeat Super
man. The compasy has boen making
ocks wnoe the 1970°s and |s rocog:
ized by mest Meyede shops as the
kading leckmaker

1t 15 50 comfident i the security of
s ek that if & bucyche = sicken by
somecns who broke the Jock, Koyp-
tendte wil pary up 10 $1.58 0 reptace
the ke, depending on the mode af
bk, theegh therw are several G-
ears to the paticy. Bikoe shogs o New
York Cay everviteimngly rocom-
mend the company’s heks, partics.
larly Sve foer Sucks that are designed
spectically dor New Yook riders.

In & stalument wml by o-mul yeer
lersay, the conspany said thar it was
anre of e probien sné was tm'
o quickly 1o get Jocks &

Bask Bedturd box T M Vvt Timan

Benjamin Running, a designer who lives in downtown Brooklys, snvs
that "withén 30 secnads [ had beoken into oy $90 lock; | was in awe.”
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Many of the most espersive and common L-u‘upﬁ! locks, incduding
swveral models made by Kryplosite, s top brand, can e picked

Alffarva! mwchamise 0 Ske ahm
nd that 1t was desigaiag a pragran
o lef ey of comprommed ok
PErade 10 NEW S0es.

Doena N, Tocel, & spukeswomin
for the corspasy, stressed that bocks
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W how easy 1t was to erack thelr
lechs. With 2 little praclice, apenmy
2 Krypoonite with 2 Bic barrel takes
o lile tene s valg 3 bey, s
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Halinet 12 Solo She pesduced e
wihie plasti: barred of & Bic pes from
ber pocket aleey with » Krypeomite
bernd lock and peovaded o donoe
siration By less thar fve seconds,
the saackle popped and slid open.

IE i that waey " My Dywr saM,

The NY Chan ek, the prodsct
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clists, consks of & heavy chai g
small Ushapad lock. & weighs about
six poends, 50 dewvy that sy rid-
e & aking st thesr watsts,
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il sound.
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Mg
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€ ooy office buldings allowed peo-
ple 10 hring thels bicycles isdoors,
Bex fow € A B reguoring Sealdings
% allow Bikes (ralde was Introdeced
b Ciy Couscilmas David Yassky
Bt Aax boee stuch in Bye Howsieg
and Butdlingx Commitiee

Wi Wood, whese Spokes and
Stringgs shep o Williamsburg cuers
% the coonmmier markae, sseed ba way
warniag areee who wokd listen

“I fexd like 2 Cassandra, dax foc
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KRYPTONITE’S BLOGSTORM
How ten days of Internet chatter crippled a company's reputation.
1,800,000
1,700,000
Complaint posted to bikeforums.net b g
that a Bic pen can open a Kryptonite lock.
Videos showing how to
pick a lock are posted.
Company assures public Company
that its locks are effective. announces
free product
s New York Times and exchange.
900,000 AP report the story. Estimated cost:
® $10 million.
700,000
| ® o
| | 550,000 520,000
| | b
. 80‘ 000 375,000
| 11,000 BOGREADEIS: 38,000
12 13 14 1D 16 17 18 19 20 21 22

Source: Fortune
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perspective.
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Two thirds of all reporters say they

MFY Legzl Services, which defends homeowners, 2nd Harwood Feffer, a large class-action
firm, have filed 2 class-action suit claiming that Steven J. Baum has consistently failed to
file certain papers that are necessary 1o allow for a state-mandated settlement conference
that can lezd to 2 modification. Judge Arthur Schack of the State Supreme Court in
Brookhm once described Bzum’s foreclosure filings 2s “operating in a parallel morigage
universe, unrelated to the rezl universe.” (My source told me that one Baum employee
dressed up zs Judge Schack 2t a previons Halloween party.)

I s2w the firm operzte up close when [ wrote severz] columns about Lilla Roberts, a2 73-
year-old hbomeowner who had spent three years in foreclosure hell. Although she had a
stezdy income 2nd was a good candidate for a modification, the Baum firm treated her

mercilessly.

Whken I called a press spokesman for Steven J. Baum to 2sk zbout the photographs, he
sent me a stztement 2 few bours later. “Tt has been suggested that some employees dress in
... 2itire that mocks or zttempts 1o belittle the plight of those who have lost their homes,”
the statement read. “Nothing could be further from the truth.” It described this column as
“another zttempt by The New York Times to attack our firm and our work.”

I encourzge you to Jook 2t the photographs with this column on the Web. Then jodge for
vourself the veracity of Steven J. Baum's denizl

Gail Collins is off today.

@ cowmenss i17s)



You must listen and be ready to react

Identify listening tools (Google Alerts to Radian6)

Identify trends, news, key phrases etc. to monitor.

Not an intern’s job — they have to be able to interpret.
Measure mentions (not just quantity but sentiment)
Respond when the fire is just a spark (according to your plan)
Weave results reporting into C-level routine.




Be human and be humane
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Terminal during the lc...
by DadLabs
17,748 views Featured Video
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by wizbang
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Show more
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Sony delays response as problems deepen...

Aug 15, 06: Dell recalls 4.1m batteries
Aug 24, 06: Apple recalls 1.8m batteries
Sept 15, 06: Virgin Atlantic, Qantas and Korean Air

ban use of Dell and Apple laptops on board its planes,
unless the battery removed.

Sept 28, 06:Lenovo/IBM: 526,000 batteries
Sept 29, 06:Dell increases recall to 4.2m
Sept 29, 06:Toshiba recalls 830,000 batteries



Crisis Escalates, Spreads
Like Viral Fever

Dell battery explodes at Yahoo HQ, hundreds
evacuate Multiple post on photo-sharing
Posted Sep 20fh 2006 4:11PM by Ryan Block  Engadget.com site Flickr.com

' Everyone snaps a shot

& AL
SIZES

We just got word that a Yahoo employee's laptop went up in flames today at
their Mission College campus down in Silicon Valley, causing hundreds of Yahoo
employees to be evacuated from an 8-story building. The culpnt: you guessed it,
a Dell machine whose faulty cell that should have been replaced (don't they have
corporate memos at those big companies?) instead caught fire. From what we
now know it doesnt seem like anyone was hurt, but let this be a lesson, people:  Atleasttwo dozen people took a cameraphone shot while | was taking mine,




Sony finally responds...

Sept 30, 2006: Sony finally announces global
recall of 9.6 million PC batteries. The recall and

replacement would cost as much as 50 billion yen
(about US $423 million).

...but profit plunges 94%

AP, Oct 26, 2006: Sony's profit plunged 94 percent for
the July-September quarter as a global battery recall
and red ink in its video-game business hurt the
Japanese electronics and entertainment company.



Sony’s mistakes

Was slow to take blame, disclose information
and coordinate global recall

Let clients make multiple announcements
making crisis protracted and lingering in
public eye

Only worked with US Consumer Product Safety
Commission (and Japan’s Economy, Trade and
Industry Ministry) to coordinate recall and
replacements with clients, after clients did so
themselves




Dell’s Response on the flip side

Determines cause — battery supplier,
executes costly remedial action with safety
in mind.

Liaises with authority: Works with U.S.
Consumer Product Safety Commission to
announce global recall of 4.1 million laptop
batteries.

Used website: Sets up recall website for
customers to check affected units.

Assures safety: Guarantees replacement
batteries are safe.



Never a real “I’'m sorry”

“We want to put this behind
us. | take this problem
seriously and | want to
finish the replacement
program as quickly as
possible for the sake of our
users and corporate
customers.”

Yutaka Nakagawa, CEO
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Show your human side

Showing your human side does not mean lose control.
Know legally what you can and cannot say.

Own the problem. No buck passing.

Say “We’re sorry” in the more clear way you can.

Go beyond “now”

Have the right person (usually CEO) front and center.
Be specific about next steps.







“Over
commuhnicate
In crisis...but
do it in deed

more than
words.”

~ Jack Welch



All Topics » Food and Cooking » Food Safety » USDA Beef Recall Video - Hallmark Westland Meat Packing

Food recall How | Get Free Bacon Lowe's® Garden Center

Nation's #1 Food Recall Thanks to this website, | never Shop Flowers Bred From Scratch
Management Recall Experts for have to pay for bacon anymore. With Tested & Guaranteed
Companies FreeGroceryCentral.com Performance!

“vﬁxpedRECALL.oom www.Lowes.com Ads by G le

USDA Beef Recall Video - Hallmark T boycottchapter27
Westland Meat Packing 77 C:] From Chicago

131 Followers
| bt rate or flag this page ~ [C] Tweet this | [ Like 63 Hubs
US Department of Agricult 45 Joined3yearsago
men riculture Y
P g USDA Beef Recall
Largest Meat Recall -

5|

Every once in a while, we hear about
the federal government inspecting
something and taking action. | would
imagine that if we improved our
oversight in industries like this or
others, such as the port or
employment verification, we would see
much more of this type of action.

Heard the lawyers’ chatter about

ZIMMER

The U.S. Department of Agriculture
on Sunday ordered the recall of 143

million pounds of frozen beef from Meat/Beef Recall - Humane Society Video Below
View Video at your own risk

a California slaughterhouse, the
subject of an animal-abuse
investigation, that provided meat to
school lunch programs.

D Read more Hubs by boycottchapter27
Officials said it was the largest beef

recall in the United States, = Contact boycotichapter27
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Didn’t respond immediately (ostrich thinking)
Stock prices dropped 10%

Pizza home delivery sales tanked
Eventually released their own video
Prosecuted the two people in the video
Talked about it until we were tired of it
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Over communicate

Do not wait.

Be transparent. Tell the whole truth.
Build message hierarchies so key messages are delivered every time.
Do not dodge questions or online comments.
Be confident. Look them right in the eye.
Speak in sound bytes.




Create relationships and communities







To report an emergency, call 1-800-232-0144 Contact Us CSX de Mexico Media Search

[ m ] How tomorrow moves

o0 LA About CSX Responsibility Customers Community Investors Working at CSX

About CSX

We do more than transport ¢ s at CSX—we revitalize communities,

commerce a

Latest News New to CSX or Rail?

Select One n

To be the safest, most progressive North CSX Corporation Chief Financial Officer to
American railroad, relentless in the pursuit of Address Bank of America Merrill Lynch Global Commodities
customer and employee excellence. Transportation Conference - Oscar Munoz, CSX Select One n
Corporation executive vice president and chief
- a % financial officer, will address the Bank of America Other Transportation Services

Merrill Lynch Global Transportation Conference at Select One n



Train derailment in KY
Had to create media relationships

Ran to the crisis — offered $ to anyone
who was inconvenienced

Announced new safety measures as a
result

Reputation and relationships are
stronger than ever
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Sequence of events

Greenpeace releases fake Kit-Kat
video and it goes viral

Nestle fights back by chasing after
the video and trying to censor it

Greenpeace moves the fight to
Nestle’s Facebook page

Nestle’s Facebook team responds to
criticism on their wall by threatening
to delete comments left by
individuals using modified versions
of their corporate logo as avatars,
which only adds fuel to the fire.

The campaign, initially managed by
Greenpeace, moves into the
mainstream as environmentally-
conscious Facebook users join the
anti-Nestle crowd.



facebook

Home Profile Account v

Nestle's Profile

Nestle

S0 our page now has more than 200,000 fans! Thanks to all our fans and supporters that enjoy our
NESUE products and news, and also to those that make this page a space for open discussion

May 6 at 10:10am

@ 92 people like this.

Cindy Smith but you are evil! | am only a fan so | can
boycott!
May 6 at 10:13am - &3 5 people

Charlotte Saklatvala But then you are a fool - by being a
“fan" you make nestle more popular!!
May 6 at 10:34am - &3 1 person

Katy Nestle Hey my last name is Nestle!

5 May 6 at 10:44am - &3 3 people

Meme Smith really, the only way to communicate with nestle
over this medium is to become a fan. they don't allow "not a
fan but still want to voice opinions” as an option. | don't think
that my being nestle's fan in order to express my dismay at
the...

See More
May 6 at 10:51am - &3 2 people

Liz Forbes Oops and | thought fan stood for friends against

L nestle;)

May 6 at 10:55am - &3 2 people

Jim Long @Meme So, what you're saying is that you're willing

. to lie about liking something in order to get attention. That

explains the lies about baby formula too.
May 6 at 11:53am

Peter Kjeldsen Jensen While alot wrong has and will be
done, being on Facebook opens up to peoples opinions and
thoughts.

And of course to the crowd that just shouts, screams and in
reality doesn "t add anything to the discussion.

Recommended Pages See All
v

The Growing Concern

Ned Skinner suggested you
check out his page.

o) Like

Yotel
Mike Street suggested you check
out his page.

&Y Like

Sponsored Create an Ad

Des Moines Bucket List
partners.livingsocial.com

365 Things to do in
Des Moines!
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FilmYard

FilmYard is a
production company
dedicated to creating
quality work in a
creative environment
with solid talent.

&) Like - 44 people like this.

Benjamin Moore

Love REMODELING?
Does your home décor
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Nestle Meets Greenpeace’s Demands Following
Social Media Backlash

May 17, 2010 by Jennifer Van Grove
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Today Nestle announced a “zero deforestation” policy in
partnership with The Forest Trust (TFT), which will initially
focus on amending its palm oil purchasing practices. The
move follows a full blown Facebook attack initiated by
Greenpeace earlier this year.

Eight weeks ago, Greenpeace UK released a provocative
YouTube video calling into question Nestle's methods for ; Foinforests

a break

acquiring palm oil. Greenpeace claims that the company's

practices contribute to rainforest deforestation and used
YouTube as a platform to shock viewers with a video that
likens eating a Kit Kat to eating an orangutan (the graphic video is embedded below).

The video caught the attention of Nestle, who had it removed from YouTube and consequently incited
Greenpeace to rally the troops to call, send e-mails and leave chastising comments on Nestle's Facebook
Page. The situation created by the cacophony of updates worsened after a Nestle representative threatened to
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What to do if they come knocking

Be very present.

Gain control of the conversation.
Introduce yourself — be a person/role not an impersonal company.
Welcome comments, even encourage them.

Invite your fans into the conversation.

Create a discussions page (get it off your main stage)

Don’t get defensive. The calmer you stay, the more irrational they look.
Actually listen for some middle ground. '
Ask for suggestions.

Follow through.




Build connections...hopefully before you
need them

Know the reporters and high authority bloggers in your space.
Bulletproof your brand by creating real conversations now.
Hang in there when the waters get rocky.

Invite others into the conversation.

Recognize that social media is mainstream now.




5 must do’s for effective crisis communication

Crisis Management Center

1. Be prepared

2. Listen, monitor and
interpret
[ . Be human & humane
Jb

W

Over communicate

, “ | . Create relationships
I'm not sure "everyone dies" ..

is a great emergency plan. & communities
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Drew’s presentation on crisis communications:
Download presentation notes here

Drew’s presentation on branding:

Download presentation notes here
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