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Crisis
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Bad Things Happen

v NormelACCtEnteZ
OCompIex Society/ Unntend:

Interactions
* Emergent Threats
» External Factors




Conditions of Crisis

~ Unenticpeted
pliejsiUslesrizlisioy/Eelei< of lnifgfgflife)
Outsider nermal Comiort Zone

» Perceived Tihreat
HiIgh' priority:geal (Reputation)
Probability: of loss X value of" less

+ Short Response Time

Slow Response, Increased harm
Inadequate information for a response




Conditions of Crisis

+ LOSS oIl PIoPERUSECUty
» Significants/sPersenal Impact

» Disruption off Existing Channels

» Decisions Requiré
Communication

» Response Requires Coordination




Crisis Type
~ “Natural” Disasters & Human Caused
- Jufriczlfle  Transgortetos)
~+ Flood / Tstinami Accigents”
+ Wild Fires « Leaks and Spills

Blizzards v Employee Violence

Tiornadoes » Strikes/Job, Actions

Earthguakes
Infectious diseases
Food borne: Iliness

¢ Terrorist: Attacks
» [ampering
» Explosions/Accidents




Five Stages of Crisis

» _I N
S

3. Maintenance: Initial intensity has

dissipated
4. Resolution: Crisis is'contained/No nhew
harm

5. Evaluation: Assessment/ Learning/
Critique




Five Stages of Crisis
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Resolution Maintenance




1. Communication & Pre-Crisis

Mlogliteirinie)/ e nltion of Mg/ Tzt
v PromoterstakeEn Bl ERiiiG Jerw JJJ’J"J sks
. Preparatlon for’adverse even

» Change behavior'te reduce likelineod of harm

» Allilances and cooperation With agencies;
organizations, and groups

+ Development off consensual response
strategies




2. Communication & Initial
Event

» [DesignatetSPERESPEISOINSICACHENNEIS
» Empatiy reasstianee/vealiconNireEmotional
turmoll, crisis relatear unecertaimty;

» Promote understanding off Crisis,
conseguences, & anticipated outcomes

+». Cooperation with agencies; oerganizations, &
stakeholders : Media

+ Promote understanding of crisis responses
(What we are doing; Why we, are doing; it).

+ Responsibility, accountability, blame



3. Communication and
Maintenance

Aedijzite ouglic Uricarstanclings of irla crisis
evoIving)™ . ,
Accuraterpublic Understandingsiof
FeCoVery/SoliCitation’ eiF SUPPOLit WHErE appropriate

Ongeing; suppert, cooperation; and alliances with
stakeholders, agencies, organizationsi: Media

fFeedback from: affected publics/correction of any
misunderstandings/rumors

Develop: corporateidentity and image restoration
strategy.



4. Communication and
Resolution

Miniforns lnlel gersuzde sulic sgut ggice
rESPONSE) fECOVERAaE H).“J(J e
+» Facilitaterbroad= njzlgele) HoNes dlscu35|on o)

cause, blame, respon5|b|I|ty, and adeguacy.of
F@SPONSe

» Improyve public understanding off new
activities, policies and procedures

o4 ’ (_

+ Reestablish/repair relationships with
stakeholders and restore corporate .image



5. Communication and
Evaluation

v Eval GUE JFJ dSS5ESS JI)OJ':)
includinglcommunicationterfiettiVeness

» Document;, formalize, andcommunicate
lessons learned

» Determine actions tor IMpPreyve CrisIS
communication and' response capability

1

+ Create linkages to) pre-crisis, activities



Six C’s of Effective
. Crisis Communication

1 CenuEhity

2 Copar .
3. Coordinated
4. Consistency

5. Calibrated
6. Considered




1. Communication
Centrality

-rr _\‘J

J

| Cogrlaitin [CALIBANS
orten relegated {0) al staft fiunction; as
OppPOSeditorpart of the,agency’s
strategic decision. making systems.
In these case, the communicative

implications; are not taken:into
account im decisions.



1. Communication
Centrality

« orinugicztion s 2
StrategIC RCHORT S

¢+ Communication’ in: cdecision-
making

¢ Communication as decision

+» Clarifies.communication
activities and' responsibilities




2. Communication
Capacity
IESETObIETI -
ImporantISSHEIRSUHICIENt

Information”+ Disrupted Channels
= Information vacuum >

Emergence off RUmors
Unofficial Sources
Public Confusion




2. Communication
Capacity
SUGENEEPEEIbY;
v EmergentAudien

+» Communication as decision

¢ Clarifies communication
activities and responsibilities



3. Coordination

iplerMandates
iple Metheds
iple Jurisdictions




3. Coordination

e

fl& core of rrlarcancy f12f agement
70) afe WitigNIIg E:‘POU [Zz]tlor)z

relatlonshlps Dfzl)al, ’EC’ —

& Shared communICation| systems

€ Shared procedures

& Participation intDrills & Exercises

& Familiarity

& Joint Operating Agreements/Joint

Information Centers




4. Consistency of Message

Proplemas
Multiple Sotkces
Multiple Channels

Multiple"Audiences  Multiple
Messages




4. Consistency of
Message

el of Effect]ye rwrur
2 Meeltetion of tnearteinty, conlitision
s Requirés coprdination

» Designated spokespersons,
channels, methods

+ Filling theiinfermation vacuum




5. Calibrated
~ Communication

1). EfiecuvercomimunicabicpNsinaiched
to the circumstances,

2). Crisis Is an abnermal circtimstance.

3). Every erisis is unigue, creating
unigue reguirements.

4). People rarely. panic.




5. Calibrated
Communication

* GihGUMSLENCEoIoT ShISISHEGITES

9 Rapld respense, to! il thevacuum:
+ Accuracy tormaintain credioility

* Specific informational needs:
» \WWhat to, think?
+ What to do?
+*\Where to go?
+ How to get there?
+ What do I need?




6. Considered

’ ~rrrJr J, COnS JerJrJ Wide rwrl c| e
ceRE UIENIIOSINIIIPOIERISLEDPINIR
effective crisis response.

» Requires, considering Very
uncomiiortable seenarios and disrupting

routines.
+ Operations Plan + Communication Plan
+ Plan is a “generall outline”



6. Considered: Steps
In Crisis Planning

1 lelag)tify s alress

= \WRat UgIESHIEVENIEPPENEE 7

= \What risks does oL mustry dGCE?
= Reduce risks where possible




6. Considered: Steps In
Crisis Planning

-Jala AINRIVEINRESIOIISE |
Crisis Te 7 ROIESGIRESYERSIPIILES
Notification Precedlresy/ Inrfermation

JTiemplates & Checklists
Contingencies & Resources

Joint; Information Center
Clearance; Procedures

Message Procedures & Templates

= Update Regularly
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