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AGENDA

v' What is a Crisis?

v" Planning for the Worst
v The FAST Approach

v" Crisis Management

v' Communications Tips

©2017 Wainger Group All Rights Reserved

CRISIS DEFINED

A significant threat to operations that can cause damage
and have negative consequences if not handled properly.
The threats are typically in three areas:
= Public Safety

= Financial Loss
= Reputational Loss

Source: Institute for Public Relations

©2017 Wainger Group All Rights Reserved




4/25/2017

THESE FOLKS HAD CRISIS PLANS

DO YOU HAVE A PLAN?
{If it looks like this, OMG!)
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CRISIS MANAGEMENT FRAMEWORK

Executive Crisis Management Team
CEO SAFETY COMMUNICATIONS GENERAL RISK Immediate
OFFICER DIRECTOR COUNSEL MANAGEMENT Response

Operational Crisis Management Team

SAFETY TEAM ll COMMUNICATIONS RISK MANAGEMENT Redundancy
- TEAM s 1Al (Back-Up)
Site/Incident Crisis Management Team

ON-THE GROUND TEAM OUTSIDE Field
(Field) CONSULTANTS Response
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THE CRISIS COMMUNICATIONS
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CORE FUNCTION: crisis MANAGEMENT PLAN
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SECURE COMMUNITY

SECURE THE COMPANY
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-----------------------------------------------------------------------------------------------

F.A.S.T. APPROACH

v Find the Facts
v" Assess the Situation
v’ Strategize on Best Action Now

and Going Forward
v Talk to Your Stakeholders

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Consider all appropriate
communications channels...
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1. Thou shalt of
measured response.

er quick but

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

2. Thou shalt know your
essential audiences.
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3. Thou shalt
get the facts

4. Thou shalt develop clear
messages...
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5. Thou shalt
THINK
before speaking.

6. Thou shalt identify the
spokesperson. 4
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7. Thou
shalt not
make |
statements
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9. Thou Shalt Express

Concern...
NOT

10. Thou shalt
keep your cool.
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AVOIDING COMMON

MISTAKES WITH SOCIAL AND
TRADITIONAL MEDIA

Be sure before
you speak. +
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Don't Fight the Media... e

...no matter how uncomfortable you are.
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Remember,
you're in control.
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Don't go
off the record.
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Avolad Jargon.
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Don't forget the pause.
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Don't comment
Oon rumors.
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Keep confidential, confidential.

C(DNF“)EN'I‘IAL
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CRISIS MANAGEMENT
4

PHASES

Plan

4

Plan for Crisis
* Pre-plan.

« ldentify risks &
potential
deficiencies.

» Assign
responsibilities.

» Understand crisis
protocols and
procedures.

* Practice

Respond to Crisis

* |dentify on-site
leader.

Assess situation.

Focus first on life
and safety.

Contact the Crisis
Leadership team.

Refrain from
comment -- let a
company
spokesperson
handle this.

1

Check

Improve

Check Action

* Follow the check-
lists..

« Ask for additional
help.

* Keep
communications
flowing between site
and Crisis
Leadership Team

Improve for the
Future

Review crisis
response.

Identify areas for
improvement.

* Keep
communications
flowing between the
site and the Crisis
Leadership Team.

-----------------------------------------------------------------------------------------------
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Wainger Group
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Liz Wainger | President
WWW.waingergroup.com

liz@waingergroup.com
301-340-6831
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