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- Understand the Anatomy of a Crisis

- Learn Phases of Grisis Gommunications

- Discuss the Role of Social Media

- Learn Tips & Strategies for Dealing with the Media ’




Cri-sis
A time of intense difficulty,

troubie, or danger; a time
y y =3
when a difficuit or important :




Any event, issue or
relationship between

your school district and
one or more of its ]
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Types of Crises
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- Initial chaos, followed by
“aftershocks”
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- Involves situations that may
linger for years

- Occur if crisis not handled
correctly in early stages
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- Media help set community/region/national | ¢
& world agendas

- Media has significantimpact on PERCEPTION
and REPUTATION '




* More long-term damage BEFORE and AFTERa | §
crisis than during f
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a crisis was handled far
longer thanthey
remember the details of
the crisis.
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“Flight 3411 from Chicago to Louisville was
overbooked. After our team looked for volunteers,

one customer refused to leave the aircraft voluntarily

and law enforcement was asked to come to the gate.

We apologize for the overbook situation. Further

details on the removed customer should be directed to

aquthorities.” |
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United Airlines updated their logo today in

order to more accurately reflect their
aggressive customer service policies.
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Let Us Re-Accommodate You!

UNITED







This is an upsetting event to all of
us here at United. | apologize for
having to re-accommodate these

customers. Qur team is moving with
A"“““I noon the a sense of urgency to work with the
authorities and conduct our own
Ile)ﬂ dav“' detailed review of what happened.
We are also reaching out to this
passenger to talk directly to him and

further address and resolve this
situation.

- Oscar Munoz, CEO, United Airlines




’ ’ 2
United Over Bookings ey =
" @UnitedOverBooks %

sorry we overbooked our flight
3:20 PM - Apr 10, 2017

) 17.8K () 12.2K people are talking about this
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THE HUFFINGTON POST

s

Insight gt ot & Sppasen

UNITED CEO BLAMES
THE VICTIM!

. HuffPost &
@HuffPost
Now leading HuffPost: UNITED CEO BLAMES THE

VICTIM! 3http/huff.to/20lPQNy
12:25 AM - Apr 11, 2017

Q) 367 () 509 people are talking about this

After Dragging Bloody
Passenger Off Plane and
Blaming Him, United Airlines
Has Actually United Americans
(in Disgust)
maoine the glas g1 Pepsi in the wake of United's
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Southwest®

we beat the competition. Nof you.
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Even as the internet kicked up a maelstrom of outrage, investors still thought
United Airlines’ decision to forcibly eject a customer from an overbooked flight
would have little effect on the company's profits.

But that changed Tuesday, when shares of United fellas much as 6.3% in pre
market trading, dropping $1.4 billion from the now $21 billion company by
market cap. By early trading Tuesday, shares were down 4%,

overtalbillionldollars.
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— Andy Gilman of Comm Core Consulting




ACTIVITY

+ You are the CEO of United
Airlines.

+ Write a brief statement

addressing passenger
removal incident on United
Flight 3411 from Chicago
to Louisville.
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He who fails to plan
is planning to fail.

- Winston Churchill




GRISIS GOMMUNICATIONS PLAN

A

* Policy  Messaging Channels
* Roles & Responsibilities < Social Media ‘
* KeyContacts * Snokesnerson Prep

e Checklist  Holding Statements £




POLICY

i i n *

How/when crisis communications plan
activated?
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ROLES & RESPONSIBILITIES

- Training and refresher training for _-
spokespersons




KEY GONTACTS

- Crisis team members - Llocalresponders | §

- Insidethesystem - Media contacts list
- Outside the system - Llog-incredentials | |




GHECKLIST / AGTION PLAN

1 Gather facts

1 Brief internal stakeholders

1 Prepare key messages

4 Inform external stakeholders
J Etc.




Key Audiences & Best Communication Channels

< TextAlerts < Push Notifications
< Webhsite < E-Blasts |
< Facehook/Twitter - Roho-Calls :

< YouTubhe < Traditional media




S0CIAL MEDIA
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HOLDING STATEMENTS

- We are In contact with the student's family and are
doing everything we can to support them. ;
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* We are reviewing our procedures/policies to 2
prevent this incident from happening again. |




RELATIONSHIPS

< Police/emergency
personnel

+ Media

< Gommunity leaders &
influencers

< Faith leaders







GRISIS COMMUNICATION |
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What you do in the first 24 hours:
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- Be FIRST to control the - Stick to the facts.
Story/news. - Set out your actions and
- Take responsibility. stick to them.

* Honesty IS key. No spin  Keep communicating.







KEEPING PARENTS INFORMED

Mass Notification Galis
Textalerts

App push notifications
SCripts for secretaries
social media
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- Real-time updates .
- Reaches broader audience
. ] .
- Direct to more suhstantive info f
5

-Video/Live ;j







YOU SHOULD KNOW

80% of U.S. population has a social
media profile.

- 67% of adults report getting at least
some of their news on social media.

- 29% of verified users on Twitter are
journalists.




YOU SHOULD KNOW

- 94% of parents are Smartphone users.

- 93% of parents report using social media
compared to 81% of non-parents.

- 60% of parents under 49 yearsreport -~ |

Qe

using Facebook “all the time” or “often.” ~5\"
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S0CIAL MEDIA BEFORE A CRISIS

Key communicators.
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* Actquickly

 Targetkey list of
communicators

 Use/adapt existing
Key messages
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SOCIAL MEDIA AFTER A CRISIS

< Reassure stakeholders hy sharing
ongoing response/recovery efforts.

< Share results of after-crisis review.

< Share corrective actions planned.




“You need to he prepared for today’s
media culture, in which a tweet can
hecome newsworthy and a news

a.k.a Mr. Media Training
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DEALING WITH THE MEDIA:

1. Know your ohjectives
2. Anticipate questions
3. Rehearse .




DEALING WITH THE MEDIA:
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- RADIO - Sound bytes,
atmosphere




GCOUNT ON THESE QUESTIONS:

1. What happened?
2. Why did ithappen?
3. What are you doing ahout it?

4. Who's to blame?




PROACTIVE

y
< Angle - What's next?
<+ Good news/Feel-good stories
< Behind the scenes




TIPS & TEGHNIQUES
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TIPS & TEGHNIQUES

Focus on human aspect
- Show empathy
Be aware of hody language
Remember your audience
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BRIDGES & FLAGS




« That's just one of the ways we are addressing
NYL ...

< There are two very important factors we needto | |
take into account when ... The firstis ..
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o [NBC EXCLUSIVE

IBM'S ROMETTY: WE ARE CHANGING THE
PROFILE OF THIS COMPANY AND INDUSTRY IRV B =
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WELL THIS IS
AWKWARD...




Flash Flood Watch
Bell

KEN
STARR
INTERVIEW

THE WEATHER 7:00 AM Noon . 5:00 PM
AUTHC?RITY Lampasas ‘ 66 M Cloudy % 71SctT-Storms 7# 73 T-Storms
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PARKLAND, FL

O[NNI AYSY SPECIAL REPORT

SUSPECT IN CUSTODY AFTER SHOOTING AT FL SCHOOL
FIRE DEPARTMENT: AT LEAST 20 INJURED







 PARKLAND, FL

TN AVRY SPECIAL REPORT 22 S «liliy S

SUSPECT IN CUSTODY AFTER SHOOTING AT FL SCHOOL
FIRE DEPARTMENT: AT LEAST 20 INJURED







" PARKLAND, FL
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SUSPECT IN CUSTODY AFTER SHOOTING AT FL SCHOOL |
FIRE DEPARTMENT: AT LEAST 20 INJURED
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| LESSONS |~ MONTGOMERY
I-EAHNE“ W PUBLIC SCHOOLS




“Go at it boldly, and you'll find
unexpected forces closing round
you and coming to your aid.”

- Basil King, The Conquest of Fear

Tom Salter, Senior Communications Director,
Montgomery Public Schools
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Tell your story FIRST.
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Act quickly ana
decisively.
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FIRE INFORMATION P,
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