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CRISES ARE NOT PREDICTABLE

CRISIS IMPACTS

- Customer Turnover

- Employee Productivity
- Business Development
- Innovation
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Natural Disasters
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California wildfires

bad

The Mississippi River is straining levees, devastating agriculture and forcing
people from their homes as the water line in some places approaches record levels

set during flooding in 1993 The river is expected to crest in St. Louis on
Thursday, and flooding throughout t
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already breached a number of levees in Arkansas and Missouri.
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This Is How A Woman's Offensive
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The anatomy of the Twitterstorm that cost media PR pro Justine Sacco her job.

At 10:19 a.m. ET on Friday, Justine Sacco, a PR director at
InterActiveCorp (IAC), posted this tweet shortly before an 11-
hour flight from London to Cape Town, South Africa. fails.
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- 80% WHAT DOES THAT MEAN TO YOU?

have changed a purchase
decision due to a bad
review they saw.

68% of consumers trust
reviews more when
they see both good

and bad scores.

+i-28 Your brand reputation could be comprised
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PROIRITIZE CRISIS PREVENTION
m * Avoid long term financial hardship
e * Ensure readiness for potential crises
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~ You're not done yet...
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COLLABORATION IN PREPARATION

* Interdepartmental Buy-In
C-Suite Participation

PLANNING

 Risk Assessment
* Gap Analysis
e Mock

SUBJECT MATTER
EXPERTISE

Utilization of Specialists
e Qutside Legal Counsel
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RESPONDING TO A CRISIS

e Utilize crisis management plan
e Corral appropriate personnel
Ensure real-time communication

PLANNING

* Identify the threat
e Evaluate the risk
* Isitacrisis?

SUBJECT MATTER
EXPERTISE

Involve SMEs immediately
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POST-CRISIS DEBRIEFING

Functionality of crisis management plan?
Appropriate personnel involved?
Effective and timely communication?

REASSESS
PLAN

e Evaluate plan

* Revise and improve

* Prepare for future crisis
training

MEASURING
REACTIONS

* Stakeholder response to crisis and
interventions

 Customer engagement
* Regulatory and legal consequences
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Full Spectrum Crisis Management

BEING CLEAR IS NOT OPTIONAL COMMUNICATION

* Rapid Response Time
e Scripted Protocol
* Transparency

ACTIVE LISTENING IS KEY
e Psyche of Consumers
* Real-time Monitoring
* Proactively Diffuse Situations

DISCIPLINED APPROACH



Business stability is dependent on
crisis prevention and management.
Start planning.

MESSNER REEVES LLP



