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Could this be you?

* Reputations suffer
e Credibility destroyed

» Confidence shattered L é%n_
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Could this be you?

our organization may survive
poorly handled crisis, but your care
may Nnot.
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EXCLUSIVE

= g,ﬁim | "THE MOST DESPISED PERSON IN QUEBEC" m
_R00M " | Railway chief speaks to CNN about disaster

Could this be

YOU?

"~ OIL SPILL DISASTER
BP TO TRY NEW CONTAINMENT PLAN

TODAY SHOV

& TODAY




FISIS IS publically hanaled can

Make Or break you.




Crisis Communications:

The backbone of an effective emergency
response plan

Crisis
Communications

Investigatio

Investor Relations
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FUY A word about working with NTSB

 If you are a party to an NTSB
Investigation, all information
related to the actual investigation
must come from the NTSB.
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This Is not a gag order

e \We want one voice
of the investigation.

- The NTSB Is that
voice.

o Parties may discuss
things not directly
related to the actual
Investigation.

7 |NTSB









A GOOD PRACTICE

To be safe, clear press releases with
NTSB Investigator-in-Charge or Public
Affairs Office before releasing
Information.
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Advance Preparation




Advance Preparation




Advance Preparation

 Plan — have one

» Practice the plan
- Drills, table-top exercises
o Anticipate
- Prepare media templates in advance

- Website and other marketing
considerations

7 /INTSB



Do you want to send a
“business as usual” message?
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BBC News (World) o F

woAlD  @BBCWorld

Airlines @germanwings & @lufthansa change their logos to grey
after crash in French Alps bbc in/1LSgxV
pic twitter com/4iJhc410RQ
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W
Dynamic International Airways flight safely
diverted. Flights continue per schedule Oct
30 2015

MEE. & &

Tweets  Tweels & replies Photos & videos

Dynamic air i 3}

= BOOK NOWI! Caracas - New York, starting
November 14th!
Check the #flight schedule at
bit.ly/1hufSav #NewYork
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- Good Execution.ﬁ




Execution Strategies for
Effective Crisis Communications

1y
2)
3)
4)
5)
6)

Prepare Yourself

Display Command Presence
Show Compassion
Demonstrate Transparency
Project Credibllity

Remember Your Message




Crisis Communications Execution Strategy #1

PREPARE YOURSEI'E




Prepare yourself

jdentity your
talking points

‘Murder board™







Crisis Communications Execution Strategy #2

DISPLAY COMMANDIPRESENCE




Command Presence

overrun by tn




Command Presence

e Be In control; control the environment
 Don’t be overrun by the media
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Command Presence




Command Presence




risis Communications Execution Strategy #3

\

SHOW CONMPASSION




 Don'’t read this — speak from the heart!
e Show that you care!
e Show compassion!

i |NTSB



Crisis Communications Execution Strategy #4

DEMONSITRATENIRANSPARENCY:




The way you answer does matter

What was the speed of the airplane as
it departed the runway?

“ can’t answer that.”

If yvou are the investigator

“One of the many things the investigation will do is
develop a complete timeline of events, including
speeds throughout the accident sequence.”

If you are the operator
“The NTSB Is conducting the investigation, so that
guestion would best be directed to them.”
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SIS Communications Execution Strategy #5

PROJECIF CREDIBILEINY:




“Stay In your lane”




Crisis Communications Execution Strategy #6

REMEMBERWOURIMESSAGE




The Pivot — your best friend.

10N that you
anSWer, pivot
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Execution Strategies for
Effective Crisis Communications

1y
2)
3)
4)
5)
6)

Prepare Yourself

Display Command Presence
Show Compassion
Demonstrate Transparency
Project Credibllity

Remember Your Message
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