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What about this one? \What Drives the Media?

“Twelve Men FoundiDead in West Virgi

How do they compete?

SENSATIONALISM!

Whilch| Story. Is More Sensational? WWhait Could Happen?

A fire, with resulting death(s)

A burglary or holdup at a high-profile account

Damage to the central station that might impact alarm response to customers
An employee issue — someone at your firm arrested or convicted of a crime




You Need a Plan Key Elemenits el a Crisis
CommunIcateniRPlian

Be prepared.
IT IS NOT A QUESTION OF IF, BUT WHEN A
BUSINESS WILL FACE A CRISIS SITUATION!

Also, in advance of a crisis, identify and establish a crisis
communication team from among your employees. Ideally, the
team should include one representative from each department who
is in the best position to know and understand the operation of
your business, and who can be trusted and relied upon. Ensure
A survey by the American Management that all team members are entrusted with contact information for all
Association shows that 64 percent of American other team members, and are willing to be available for contact at
businesses have crisis management plans in any time of the day or night.
place, up from 49 percent in 2002.

Key: Elements ol a Crisis Key: Elements ofi a Crisis
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Drill your crisis communications team.
Get the facts.

Who is the customer?
What is the status of the customer’s account?
Had there been any recent service to the account?

Was the signal received? When? By whom? What action(s)
were taken? When were they taken?

What was the result?

Key Elements off a Crisis Key Elements of a Crisis
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Be Proactive.

Use the Internet.

This can be particularly useful when a spokesperson
cannot be reached immediately and reporters are looking
for information and calling the central station. Operators
can direct reporters to the virtual “press room” on your
site, thus giving them time to find the designated
spokesperson from your company.
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8 Tell only the truth.
Monitor the news.

If negative or inaccurate news is
spotted, you can react quickly by
calling the reporter and requesting
a correction or follow-up story that
more accurately tells the facts of
the event.
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Designate a spokesperson.
Keep your tape recorder on.

All employees — not just central station operators
—must be made aware of who the official
spokesperson is, and how to reach him or her.
Give all employees a script for handling media
inquiries, such as, “I am aware/not aware of " - .
these events, and | will immediately contact our 4 Never speak “off-the-record.” There is no
company'’s official spokesperson. When and A A
where gan{/ou be reacﬁed? .P.in the meantime, g reason to inform a reporter of anything that you
please feel free to review the press information wouldn’t want to see in print or broadcast.
on our web site at www...”

Key Elemenits off a Crisis TS fer GIViRe lRternviews
CommunpcaeRiRIan

Put a smile in your voice. Use a positive tone — never defensive.
Make it a positive experience.

Speak in brief sentences (“sound bytes"). This will ensure that the
reporter doesn’t lose sight of your key messages.

Never say, “No comment.” This raises ared flag for a reporter and leads
them to believe you are hiding something.

At the end of the interview, restate your key message points, by saying:
“The most important thing to remember is..."
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