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OverviewOverview

Reduce your stress and Reduce your stress and 
increase your increase your 
effectivenesseffectiveness

•• Understand the processUnderstand the process
•• Understand your roleUnderstand your role
•• ChecklistsChecklists
•• Communications modelCommunications model
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Fill Fill ‘‘erer upup

•• Saturday lunch time, holiday Saturday lunch time, holiday 
weekendweekend

•• Gas Gas stationstation
•• 11stst carcar
•• 2nd car2nd car
•• 88thth carcar
•• Tow trucksTow trucks
•• Phone call?Phone call?
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What would you do?What would you do?

•• Shut down pumpsShut down pumps
•• Arrange for tow trucksArrange for tow trucks
•• Arrange for rental carsArrange for rental cars
•• 11--800 number800 number
•• Company operated?Company operated?
•• What else?What else?
•• WhatWhat’’s the hardest question?s the hardest question?
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Saturday Night NewsSaturday Night News
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More NewsMore News

•• Sunday MorningSunday Morning
•• Sunday Evening (early & late)Sunday Evening (early & late)
•• Monday Morning (holiday)Monday Morning (holiday)
•• Monday Evening (early & Late)Monday Evening (early & Late)
•• How many eyes, how many How many eyes, how many 

times?times?
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Monday Night NewsMonday Night News
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Legal Issues in Crisis Legal Issues in Crisis 
ResponseResponse

•• WhatWhat is a Crisis?is a Crisis?
•• Common elementsCommon elements

–– Inaccurate or incomplete Inaccurate or incomplete 
informationinformation

–– Compressed time frameCompressed time frame
–– Human elementHuman element
–– Media interestMedia interest

•• ExamplesExamples
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Legal Issues (2)Legal Issues (2)

•• PlanPlan
–– ImportanceImportance
–– ComponentsComponents

•• Lists of names and numbersLists of names and numbers
•• ChecklistsChecklists
•• Key constituenciesKey constituencies
•• PrePre--prepared formsprepared forms
•• Communication controlCommunication control
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Legal Issues (3)Legal Issues (3)

•• Role of Legal Role of Legal 
–– Do the legal stuffDo the legal stuff
–– Document awareness & controlDocument awareness & control
–– Review messages Review messages 

•• Elephants, not miceElephants, not mice
•• Anticipate the tough questionsAnticipate the tough questions

–– Maintain objectivityMaintain objectivity
–– Keep to the planKeep to the plan
–– DonDon’’t get in the wayt get in the way
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Crisis CommunicationsCrisis Communications

•• Define your business objectivesDefine your business objectives
•• Identify key constituencies Identify key constituencies 
•• Understand the media filterUnderstand the media filter
•• Develop 4Develop 4--part messagepart message

–– Show concernShow concern
–– Outline responsible actionsOutline responsible actions
–– Describe cooperative approachDescribe cooperative approach
–– Demonstrate resolveDemonstrate resolve
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Another crisis situationAnother crisis situation

•• Monday morning Monday morning 
rush hourrush hour

•• RainingRaining
•• BeltwayBeltway
•• Tanker truck Tanker truck 

flips, spillsflips, spills
•• FireFire
•• Shut down Shut down 

BeltwayBeltway
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News CoverageNews Coverage
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Another crisis situationAnother crisis situation

•• Media coverageMedia coverage
•• WhatWhat’’s your s your 

plan?plan?
•• Where is it?Where is it?
•• Your tanker?Your tanker?
•• Your product?Your product?
•• Driver selection Driver selection 

process?process?
•• Safety history?Safety history?
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GraphicsGraphics
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WhatWhat’’s your message?s your message?

•• ConcernConcern
•• Responsible actionsResponsible actions
•• CooperationCooperation
•• ResolveResolve
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Four PointsFour Points

•• Be preparedBe prepared
•• Understand the media processUnderstand the media process
•• Anticipate the responsibility Anticipate the responsibility 

dilemmadilemma
•• Minimizing liability v. protecting Minimizing liability v. protecting 

reputation/brandreputation/brand
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The End


