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NEW REALITIES IN CRISIS COMMUNICATIONS MANAGEMENT
THE RAPID RISE OF REPUTATIONAL RISK IN THE AGE OF RADICAL TRANSPARENCY

THE GLOBAL PILOTS’ SYMPOSIUM— APRIL 14, 2016
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NYPD NEWS <
@NYPDnews
Do you have a photo w/ a member of the NYPD? Tweet us & tag it
#myNYPD. It may be featured on our Facebook.

1:55 PM - 22 Apr 2014




'THE MOVIE SEAWORLD
'DOESN'T WANT YOU TO SEE|

SBLACKFISH




sorry, the site is temporarily
unavailable.

We're working hard to fix the problem, and will have the site back up as soon as
possible. We apologize for the inconvenience - thanks for your patience.




{ Chats 3en Innes

You know your boy doesn't ¥ ] j
about!! :! ‘ l

Turn on the news lad!!!

Is that a bomb attached to
the guys chest




This ain’t your daddy’s
diesel.

Stinky, smoky, and sluggish. Those old diesel realities no
longer apply. Enter TDI Clean Diesel. Ultra-low-sulfur fuel,
direct injection technology, and extreme efficiency. We've

ushered in a new era of diesel.

¢ Engineered to burn low-sulfur diesel fuel

e “Common Rail” direct injection system

View key fuel efficiency info







“It takes 20 years to build a reputation and
flve minutes to ruin it. If you think about that,
you'll do things differently.”

-Warren Buffett




NEW REALITIES — MORAL OUTRAGE

Activists / critics are
paying attention

demanding a robust,
responsible and
principles-based
compliance
environment
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NEW REALITIES — DIGITAL WILDFIRES

Truth Is negotiated Iin
social media

Google

Colombia

pony malta

pony malta minions

pony malta mini

pony malta muerto

pony malta es mala

pony malta muerto en tanque
pony malta engorda

pony malta contaminada
pony malta en mal estado
pony malta colombia

pony malta danada

Buscar con Google Me siento con suerte




NEW REALITIES — DIGITAL WILDFIRES

e~

LEGO: Everything is NOT awesome.
h,
Facts are trumped ' ,9 ")

by sensationalism

P ) 110/145 O @@ 2
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NEW REALITIES — DIGITAL WILDFIRES

News will spread
faster than we can
respond

Social media plays 2 80*'{]
a significant role in '
spreading the story internationally

of crises spread

within

1 hour
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NEW REALITIES — DIGITAL WILDFIRES

Digital molbs form
around vacuums for
content and everything
IS magnified
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"A lie can travel halfway around the world
while the truth is still putting on its shoes.”

-Mark Twalin




KEY IMPERATIVES FOR PREPAREDNESS

Crisis Decision Tree

RELATIONSHIP CHECK
Community Manager Does SCJ H_BVE an F(isling Relationship With thE.
Refers to Risk User? Coordinate with Edelman PR and SC J Public
Assessment Guide Affairs to determine relationship.

INFLUENCE CHECK

RISK ASSESSMENT Is the post otherwise likely to receive attention?
Does the user exceed 5,000+ monthly unique blog
visitors or 800+ Twitter Followers?

VELOCITY CHECK

F . | T
all TO prepdare,
[ ]
° Has the number of blog stories posted exceeded 1-
re O re O O I 2/howr, tweets exceeded 50/hour or Facebook wall
L) posts exceeded 50/hour?

. 4

establish process R
and governance

VENUE CHECK
SCJ Public Affairs provides

Does SC I's position and response on
Post Approved Response the issue exceed the medium? (i.e. feedback and approval of the
recommended response.

on Appropriate Social 120 characters on Twitter, 100 words
Does 5C Johnson Have an
Edelman recommends a response,
if needed.

Venue on Facebook or 150-200 words in a
Approved R n:
Does 5C ) Have an Answer, or Will

blog comment)
Continue to Monitor ta Post Response to 5C) One Be Likely in the Next 1-3
Determine if Additional ‘Website or Newsroom Hour(s)?
Action Is Required
Post Holding Statement Within 1-3

Hour(s); Prepare Response With
Approval of 5C ) Team




/ DRIVERS OF SEVERITY

ATTRIBUTE

DEFINITION

Organizational Speed / Momentum / Terrain / Potential for Trust / Venue
Purpose Velocity Influence Timing Advocacy  Relationship
* Mission and * Pace of * Protagonists, * Conditions on * Moral, * Transactional * Where is this
values spread antagonists the ground emotional or engaged occurring?
outrage
* Ethics and * Bias for * Drivers of * Bigger issue * Gap between
transparency action stories occurring? * Policy, Legal, expectation/
social performance
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KEY IMPERATIVES FOR PREPAREDNESS

Monitor for
iIntelligence not
just dato
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KEY IMPERATIVES FOR PREPAREDNESS

Own the factual
record or it will be

defined for you:
what are you saying on
your own channelse

e

HEINEKEN g
NOT INVOLVED

% . | \
‘ - i e .
4 5 0% .“/
) DRMALLY WE COU TAKE WE REA UT TO PIT ) (
ONFII t L ‘ (1] OPLE CONTINUE T(
( I | GAL ) | H IM

IADE | WESPONSOR WORLD CLASS EVENTS. WE DO NOT SPONSOR VILE DOG FIGHTING.

SHAR L PLEASE SHARE THIS WITH YOUR FRIENDS SO THEY KNOW WHAT REALLY HAPPENED.

Heiﬁéi(en‘
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KEY IMPERATIVES FOR PREPAREDNESS

Pink goop in Chicken McNuggets? McDonald's Canada answers s ® <0

Be fransparent:
show in various
dynamic channels,
don'’t just fell them
through a
statement

“What are legitimately in mcnuggets is there pink goop?”
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KEY IMPERATIVES FOR PREPAREDNESS

TIW\' { 4 aét Below are
St Ar
for Sharing yYour {u e
T%f::&{ ouahts {o(‘)eL.uve qowue{hmg TheCeuret
<

COHVGTT PhD TO Adoesn 4 :)e{ rubll%nez’(
A.D.D. Hofc this ‘he{fﬁ.—v‘/M’T

The Corporate Daddy

\' \I

5 .| : | !
almmart, Starbucks. and the ! wnt Agmrst b g Uity

yon t eve




KEY IMPERATIVES FOR PREPAREDNESS

e NFL @NFL - 59m
m] “The Times ignored the facts. So we present them here ..."
nfl.com/news/story/0ap...

Amplity through
the noise

9% NYTSTORY DOESN'T ADD UP.
gY READ OUR RESPONSE.




KEY IMPERATIVES

Influencers are
different:
go beyond normal

mainstream media
channels

Rosanna Pansino
$2.5m (£1.6m)
4.8m followers

1bn views

BUSINESS INSIDER
BuzzFeeD

T reddit

THE
HUFFINGTON P

-

POST
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KEY IMPERATIVES

Stakeholders
hate surprises:
don’t forget about

employees,
advocates, etc.

Interest over time

Regional interest




KEY IMPERATIVES

You are judged by
the company that
yOU keep:

sometimes it is better

to let others speak for
you
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KEY IMPERATIVES WHEN MANAGING A CRISIS

1 NoO scenario
IS TOO far-
fetched;
plan, train
and fest G ity el i, S e s Mg,

We continue till our request be met.
Wei ve obtained all your internal data including your secrets and top secrets.
If you doni t obey us, wei Il release data shown below to the world.
Determine what will you do till November the 24th, 11:00 PM(GMT).
Post an email address and the following sentence on your twitter and facebook,
and wei |l contact the email address.
i°Thanks a lot to Godi sApstis contributing your great effort to peace of the world.it

a T A i e i

- 3 el Sl et ==
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Questions?

-@danwebber
Daniel.webber@Edelman.com




