Writing a basic crisis plan. Step 1

Things to Do

(estimated time needed to complete 2 to 4 hours)
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summary:

1. Understand the public’s access to your company: Complete the first
responder assessment

2. Identify key internal and external stakeholders
3. Identify and prioritize crisis scenarios or situations

4. Anticipate scenario-specific questions from each stakeholder groups



Homework: Understand the pu

olic’s access to company

Search for your company name on Goog

e, Bing, and Yahoo search

engines. Optional: also search for your personal name

Use the “First Responder Assessment Worksheet:”

— In Column A, write down all the ways a person can contact your company using publicly
available information or platforms on the Internet

— In column B, identify the person or persons who would receive an inquiry via each point

of contact. Put a ? if you aren’t sure.

— In column C, indicate whether The designated person(s) know this is their responsibility, how

to evaluate inquiries and determine how to handle
inquiry.
— Do not complete column D — we will cover that

An example is provided

or escalate, and how/when to document the

in Webinar #2



First Responder Assessment Example

A. Publicly available B. Person(s) at the C.Is that | D. Steps to getting this person ready
contact point found on company who would person

search engines receive an inquiry via ready?*
each access point Y/N

Main office phone number Jane Doe (receptionist) N
on website 123-456-7890

Contact us form on website Website company, ?
contact name

Sales staff’s phone and Each sales rep N
emails on website

Facebook page @mycowllc  Website company, ?
contact name

Old phone number found Goes to a voice message
on online Yellow pages that no one checks

Shipping/Receiving desk John Doe (logistics) N
phone number on website

*Ready = The designated person(s) know this is their responsibility, how to evaluate inquiries
and determine how to handle or escalate, and how/when to document the inquiry.



First Responder Assessment Worksheet

A. Publicly available B. Person(s) at the C.Isthat | D. Steps to getting this person ready
contact point found on company who would person

search engines receive an inquiry via ready?*
each access point Y/N

*Ready = The designated person(s) know this is their
responsibility, how to evaluate inquiries and determine how to
handle or escalate, and how/when to document the inquiry.



First Responder Assessment Worksheet continued

A. Publicly available B. Person(s) at the C.Isthat | D. Steps to getting this person ready
contact point found on company who would person

search engines receive an inquiry via each | ready?*
access point Y/N

*Ready = The designated person(s) know this is their
responsibility, how to evaluate inquiries and determine how to
handle or escalate, and how/when to document the inquiry.



Homework: Key stakeholders

« Use the “Key Stakeholder Worksheet” to identify the various groups the
company may need to communicate during any crisis

— In column A, identify the stakeholder group

— In column B, identify the person or persons who would most likely communicate with
each group or be the primary point of contact

— Do not complete column C — we will cover that in Webinar #2

— Do not complete column D — we will cover that in Webinar #2

* An example is provided



Key Stakeholder Worksheet Example

A. Key Stakeholder B. Internal or C. Possible D. What do we need to do to be
group external to the communication ready?
company?* channels
Regulators External
Consumers External
Employees Internal
Lawyers

(prosecution)

*External stakeholders typically do not rely the company to survive (govt. regulators), whereas
internal stakeholders rely on the company for survival or at least their well-being (employees).



Key stakeholder worksheet

A. Key Stakeholder B. Internal or C. Possible D. What do we need to do to get

group external to the communication ready?
company?* channels

*External stakeholders typically do not rely the company to survive (govt. regulators), whereas
internal stakeholders rely on the company for survival or at least their well-being (employees).



Key stakeholder worksheet

A. Key Stakeholder B. Internal or C. Possible D. What do we need to do to get

group external to the communication ready?
company?* channels

*External stakeholders typically do not rely the company to survive (govt. regulators), whereas
internal stakeholders rely on the company for survival or at least their well-being (employees).



Homework: Identify and prioritize business crises

 Brainstorm the various types of crises (people, property, product,
perception/reputation)

— Identify 3-5 that keep you up at night but which you can influence

— For each, think of the likelihood of it happening and the impact on the business if it
did happen

 Plot these 3-5 of the crises on the Risk Map

* An example is provided
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Homework: Identify 3-5 business
crises (something that keeps you up at
night but which you can influence) and
chart the likelihood of each one
happening (1 won’t ever happen and
10 it will definitely happen) on the x-
axis and the impact on the business if
each one does happen (1 no impact,
10 the company won’t survive)on the
y-axis. Describe the business crises:

Mmoo wr



Homework: Key stakeholder messaging

» Use the “Key Stakeholder Messaging” worksheet to anticipate the
toughest questions that each stakeholder group might ask
* Choose one of the issues you plotted on the Risk Map

— In column A, copy 1-4 stakeholder group names from the previous Key Stakeholder
Worksheet. Ideally, you would list ALL stakeholder groups, but for the purpose of this
exercise, choose 1-4 stakeholder groups

— In column B, identify 3-5 of the toughest questions each group is likely to ask

— Do not complete column C — we will cover that in Webinar #2

* An example is provided



Key Stakeholder Messaging Example for a food safety issue

A. Key Stakeholder group B. 3-5 (hard) questions they might ask

Lawyers (prosecution) 1. What did you know?
2. When did you know it?
3. What did you do about it?

1.

2.
3.
4.
5.



Key stakeholder messaging for

A. Key Stakeholder group B. 3-5 (hard) questions they might ask
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Key stakeholder messaging for

A. Key Stakeholder group B. 3-5 (hard) questions they might ask
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Homework Summary:

1. Understand the public’s access to your company: Complete the first
responder assessment

2. Identify key internal and external stakeholders
3. Identify and prioritize 3-5 crisis scenarios or situations

4. Anticipate scenario-specific questions from 1-4 stakeholder groups



Crisis Communication Office Hours

* Thursday, February |,2024,4:00 pm — 5:00 pm PST

« Join Zoom Meeting
https://link.edgepilot.com/s/dd95b17d/bkjwpUz6lU6-
VAKEBxGUiw?u=https://fresnostate.zoom.us/j/82611272609?pwd=a2dsU2FORMhOWnBZWijh5dU5
YQjhOUT09

Meeting ID: 826 1127 2609
Passcode: 307205

* Tuesday, February 6, 2024, 4:00 pm — 5:00 pm PST

| « Join Zoom Meeting
https://link.edgepilot.com/s/a02b6f0e/X11hJUpKJ0SzZ-
6VINABMA?u=https://fresnostate.zoom.us/j/82611272609?pwd=a2dsU2FORmMhOWnBZWjh5dU5Y
QihOUT09

Meeting ID: 826 1127 2609
Passcode: 307205
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https://link.edgepilot.com/s/7bdcb7ef/ioZnd8UuhkuZBg54948a5g?u=https://www.google.com/url?q=https%253A%252F%252Ffresnostate.zoom.us%252Fj%252F82611272609%253Fpwd%253Da2dsU2FORmhOWnBZWjh5dU5YQjh0UT09%26sa=D%26source=calendar%26usd=2%26usg=AOvVaw1FcyUTDRlpNKLGm3rFnyvQ
https://link.edgepilot.com/s/dd5b124b/fIFLw42CxUCf-3UyxNjY7Q?u=https://www.google.com/url?q=https%253A%252F%252Ffresnostate.zoom.us%252Fj%252F82611272609%253Fpwd%253Da2dsU2FORmhOWnBZWjh5dU5YQjh0UT09%26sa=D%26source=calendar%26usd=2%26usg=AOvVaw1FcyUTDRlpNKLGm3rFnyvQ
https://link.edgepilot.com/s/dd5b124b/fIFLw42CxUCf-3UyxNjY7Q?u=https://www.google.com/url?q=https%253A%252F%252Ffresnostate.zoom.us%252Fj%252F82611272609%253Fpwd%253Da2dsU2FORmhOWnBZWjh5dU5YQjh0UT09%26sa=D%26source=calendar%26usd=2%26usg=AOvVaw1FcyUTDRlpNKLGm3rFnyvQ
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