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Crisis!
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e What constitutes
a Crisis?

* What is your

definition?



Presenter
Presentation Notes
There ‘s more than one definition of a crisis.

What’s your short version?

Let’s park the definitions in the crisis lot for now.

Please call out some examples  of a crisis .










Disaster

 Natural — Hurricane,
earthquake, flooding

* Man-made —
environmental
pollution, terrorist
incident, gas main
explosion
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Presentation Notes
Disaster – typical crisis

Natural or man-made whether an earthquake on the West Coast  or a major oil spill in the gulf

What are examples of other types of crisis or disasters?


Threat = Disaster

* Scandal — A senior

executive caught taking B e Y
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* Economic instability —

recession, global

financial uncertainty

* Cyber security breach —

company’s customer
database is stolen
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Presentation Notes
Unlike the ones we mentioned already it could be a crime at a Wall Street firm

Global uncertainty as we’ve  experienced


Or perhaps you were a victim of a major cyber crime where your personal information was stolen along with thousands of others’


Definitions

* Any event that is
expected to lead to
an unstable and/or
dangerous situation

* Any major threats to
an organization’s
operations, brand, or
finances



Presenter
Presentation Notes
So now let’s return to definitions…

The first one can easily apply  to…Fukushima, Japan

Following a major earthquake, a 15-metre tsunami disabled the power supply and cooling of three Fukushima Daiichi reactors, causing a nuclear accident in March 2011

The second definition is different – can you give an example?


Crisis
US West Coast ILWU/PMA dispute
Fall 2014 - Spring 2015



Presenter
Presentation Notes
Here’s the crisis we dealt with in late 2014 into 2015.

Why did this qualify as a crisis?


Short and long-term threats

Cargo diversions from US
West Coast ports

* Reputations at risk

* Loss of global business

* Loss of ILWU jobs

* Loss of economic benefits

* Ports’ financial stability at
risk

PORT OF OAKLAND


Presenter
Presentation Notes
These were major threats at the time and those created a risk to the long-term viability of ports on the US West Coast.

If you are a competitor to West Coast ports that probably brought you some new business.

The challenge for all of us is that this can happen anywhere in the Port industry if employers and employees do not have strong, positive working relationships.

As a quick aside, I want to mention that the Port of Oakland has  MAPLA – the Maritime Aviation Project Labor Agreement. It began in the early 2000s and is renewed periodically for several years at a time. This brings labor peace to the construction trades for our big projects at both the Oakland Seaport and  Oakland International Airport which we own and operate.




Challenges

Unique circumstances:
Operational slowdowns

ILWU and PMA are the
negotiating parties

Ports not a party to
negotiations

Ports and stakeholders suffer
reputation and business losses

Crisis extends over several
months
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Presentation Notes
With the discord between management and labor at the Port, we experienced slowdowns in the movement of goods at the same time that more cargo was coming through Oakland. 

There were no overall Port shutdowns so it was an unusual circumstance where shipping continued but not at its usual pace.

Ports up and down the US West Coast had no involvement in  or authority over the ILWU and PMA ; the union and the association were solely responsible for the negotiations. They got a huge push from the US Secretary of Transportation to come to an agreement.

Unlike an earthquake where the incident comes and goes in seconds, this crisis had a life extending over months. Small business owners struggled to survive  and some likely lost their business during this difficult time.
What can you do when you’re not in charge?! 




Leadership role
Neutral position e
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Communicate frequently with
all audiences

Provide as much information AN < S i
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Neutral position – we did not take sides. We did develop a core message that was pushed out in opinion pieces, interviews, everywhere we could  reach.

The message adamantly urged both sides to come to agreement sooner than later. .. Otherwise, there might not be anything to argue about in the future .

When you are not part of the negotiations, the one thing you can do is communicate as often as possible, and at least try to keep your stakeholders informed with the facts.

When people are armed with information they can make  the best business decisions  possible during the toughest times and that’s the best you can do.


Communications

Traditional and new




Editorials

Port Executive Director
editorials in JOC and SF
Chronicle; share everywhere

Acknowledge issue and
directly address it; express
empathy

Push for resolution of dispute;
explain consequences of

continuing crisis

Offer solutions

PORT OF OAKLAND
MARITIME @ NEWS

SEALLLL B L January - 2015

We must make 2015 the Year of the Customer

Editor's note: The following commentary from Port of Oakland Executive Director Chris Lytle appeared Jan.
5in the Journal of Commerce

On Feb. 19, Asia begins its celebration of Lunar New Year. It will be The Year of the Sheep. Perhaps our industry
should consider a variation on a theme: The Year of the Customer. After all, we owe customers

something. Goodness knows we made them suffer enough in 2014.

From port congestion to labor negotiations last year was a trying one for international shippers. We've got to do
better for them this time around — not just for their sake, but ours, too. If we don't, especially on the U.S. West
Coast, they'll bolt.

Canada....Mexico....Suez Canal....Panama Canal....we know the alternative paths to the U.S. Our customers do,
too. Frustrated by delays in California and the Northwest, they're increasingly using those gateways. It's hard to
blame them.

So what do we need to do to stem customer attrition? We need to do a lot, and in a hurry. Here are improvements
we have to make right away:

PORT OF OAKLAND
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Presentation Notes
Push out your message to anyone who will listen. Get your leaders’ comments and opinions in key industry publications  and local media.  Make videos or podcasts.  Be genuine and don’t promise anything you can’t really make happen. Admit how tough the crisis is and express empathy to those who are suffering . That helps neutralize  the negativity that flows in crisis.

Get your highest level executives/commissioners, to speak on the topic. Make sure everyone is giving the same message so that there is consistency and credibility during this critical time.

By communicating you are showing your customers that you  care, and that you are doing something,. You  can protect your organization’s  image , in this process by being visible, concerned and taking a leadership role. Yes there will be hounding by critics, to do more, and they have a right to do so in  troubled times.  It was critical that we emphasized all through this  crisis that we were not part of the negotiations.
Do not hide.  That is a guaranteed losing proposition.

If there are solutions, get out in front of those. Talk about what steps are being taken or will be taken even if you are not doing them.  Give credit to those who are doing the work,  and keep the information flowing.




Customer updates two to three

times a day

Daily blog, press releases, social
media

“Dark site” for website

Link to resources, contacts &
related news stories

Post letters from electeds and
stakeholders

Monitor media, counter rumors,
correct misinformation

No More Business as Usual

Disruptions from waterfront labor negotia-
tions have waned, but don't expect a return
to business as usual at West Coast ports.
“The old methods won't work any longer,”
Port of Oakland Executive Director Chris Lytle
said this month.

Addressing shippers and other stakeholders
at a meeting of The Waterfront Coalition in

. Long Beach, Mr. Lytle said his industry must
J. Christopher Lytle change, “We can't go back to the way it was;
e that's not acceptable,” he told an audience
that included Federal Maritime Commission Chairman Mario Cordero.
“We have to do a better job for our customers if we want to hold
onto our market share.”

Mr. Lytle joined other West Coast port executives in addressing the
aftermath of nine months of labor-management disputes on the
waterfront. The longshore contract impasse ended February 20 with
a tentative settlement of a new contract for ports from Seattle to San
Diego.
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Presentation Notes
We emailed our maritime partners in various distributions lists., one to three times a day with updates.  We created a blog that was updated frequently as well with the latest information we had. 

When you came to our website, a yellow page would pop up saying click here for the latest information on the cargo slowdown.

That special page had the blog in the middle, resources and contacts on the right side menu, and articles, positions statements, letters from electeds pushing for compromise, etc. on the left side menu. When media called we would initially direct them to that page.
When a crisis occurs there are often rumors and a lot of misinformation just because people are in a hurry to find things out and they may not have  all the facts or even be correct. So it’s important to correct any big mistakes right away. For example if a reporter said we were shut down, we immediately reached out to clarify the situation. Those errors also gave  us an opportunity to advance our message again.


New tools

Daily status update on website
homepage

LiveChat
Daily seaport operations update

Initiated monthly maritime
newsletter

Commissioners daily status report

ED speaking regularly with both
sides for status updates

MARITIME €-NEWS

MARCH 2015

Vessel Backlog Disappearing Customer Sees Improvement

A vessel backlog at the Port of Oakland is disappearing. The Port said | A major California exporter sees progress in Port of Oakland efforts
today no ships are anchored in San Francisco Bay awaiting berths. to eliminate a cargo backlog. Stockton-based Capital River Group
Only two are holding station outside the Golden Gate until berths says the velocity of its cargo volume through Oakland gates has in-
open. That's down from a high of 20 vessels waiting to dock at the creased in three consecutive weeks. It's a sign that trade is rebound-

VIEW TERMINAL ENTRY STATUS

The Port of Cakland is proud to offer up to the moment terminal
data to save you resl ime. VIEW TERMIMNAL ENTRY STATUS »

CURRENT STATUS

Port of Oakand Seaport Operations Update

June 3, 2016

Dear Maritime Stakeholder,

Below is today s Operatlons Update from the F'ort of Oakland. Street wait tlmes are
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In the effort to better inform our customers and partners, we created new communications tools. We started with a daily status update on approximate wait times for truckers in the morning  and  that  was on our website home page along with how many ships were in port , how many were waiting and the number of ships on the way.

We added LiveChat, a customer service tool , normally used in the retail business, that allowed us to respond to inquiries quickly. We developed  a daily seaport operations update  emailed to our maritime database subscribers. We initiated a monthly maritime newsletter that would sum up all that happened over the last four weeks. We kept our commissioners informed with a brief status update each morning via email. And our Executive Director Chris Lytle was talking regularly with both sides of the dispute  to get status updates from them.
Our Director of Communications Mike Zampa came up with some of these new ideas that required cooperation from staff in other divisions to actually do the work that would elicit the information. As a result internal collaboration supported communications successes.




Operational solutions




New operations

* Brought group together to come up
with new ideas to phase in over time

* Saturday gates

* Night gates

* Exclusive import pick-up yard
* Remote Central Valley depot

* Mobile phone apps to measure
transaction times

* Mobile phone app to enable empty LA RO =la = . 8
container interchange R =Ton g v

* Terminal Appointment System
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While this was happening cargo owners and truckers were  upset with the  situation because it was interfering with cargo flow, business and livelihoods. There was a backlog of cargo at West Coast ports after the two sides reached  a tentative agreement in February.

We brought together various stakeholders to brainstorm on operational solutions. As a result a series of ideas  evolved and were put into play over a period of time.  It took a serious commitment  with the Port  of Oakland  and its partners  to make financial investments to get these programs up and running. 
It all started with the crisis .  In the aftermath of the labor/management dispute, we’ve seen  real improvements  in  Oakland as an operating seaport.




Transformation

The Port of Oakland is
changing the way it’s e
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and attract new
business.
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Today we are a different port – we’re no longer 9-5. We have night gates,.

We’ve invested in creating new trucker wait time and turn time apps –
Dray Q and Dray Link to name a few changes.

The crisis spawned efficiency measures  that are making a real difference.

We’re a better port but there’s still a lot more  work to do.










Collaboration

Port leadership brings
its maritime
stakeholders together
to facilitate
relationships and

solutions.

It works!



Presenter
Presentation Notes

Port leadership brought together  our staff, Port tenants and customers, leaders with the PMA, and ILWU, truckers, shippers, and  ocean carrier representatives as a task force. They’re meeting again in about a week and a half. This began shortly after the tentative labor/management agreement that was reached last year in Feb. The task force members continue to build on those relationships and are coming up with solutions to keep cargo moving at the Oakland Seaport.

The big lesson we learned  - collaboration is essential for success. It worked!

Thank you. Happy to answer any questions you may have.


Thank you!

Spokesperson

Marilyn Sanditur
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