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Essential Elements of a
Crisis Communication Plan

1
Organize a Team. Organize a good crisis team. Make sure the appropriate person is given the correct responsibilities. Take time to evaluate these positions, as these people will either lead you to a successful solution or make the emergency an even bigger problem.

2
Gather and Record Detail Information. Organize a plan which includes contingency procedures, telephone numbers, site plans, project sheets, company background, information, general media statements and as many details as possible. Talk with others in your company about the plan, and research the elements to ensure accuracy.

3
Train the Spokesperson(s). The designated spokesperson(s) needs to feel comfortable with the responsibility and should be prepared to speak to the media. This person has to know the dos and don'ts of dealing with the media as well as techniques for effective communications.

4
Train Field Supervisors. All field supervisors need to be trained for their roles as possible "temporary spokespersons" until the main person arrives at the scene.

5
Perform Systematic Crisis Planning. Determine what kinds of crisis are most apt to occur. Develop contingency procedures that can be implemented to cope with these emergencies.

6
Keep All Information Current. On a regular basis, take a few hours to keep your information up-to-date. You will waste precious time during a crisis looking for current information.

7
Practice Your Plan. Some companies never have the chance to test the program until an actual emergency arrives. At that point, little details may create major problems. Test your plan - find out what works and what needs more detail.

8
Use Your Public and Community Relations Programs. Think about how your company's existing public and community relations programs can help during a crisis. Contact company employees who are involved in community organizations and alert them to their potential value in the event of an emergency.

9
Keep Your Crisis Plan Accessible. Team members should keep a manual at work and at home. A copy of the appropriate information should be kept at each job site. In an emergency you need all of the details in front of you.

Crisis Management Plan Checklist

Immediate Actions
· Summons emergency assistance.

· Secure the site, ensure no evidence is moved.

· Notify any crisis team member.

· Notify other key personnel as required by policy.

· Crisis team to gather available facts and develop communications strategy.

· Crisis team to establish unified corporate response and brief spokesperson.

· Create a central information source for handling inquiries.

Secondary Actions

· Alert company personnel with crisis-related responsibilities.

· Issue statement to, or communicate with, all employees in the immediate vicinity.

· Crisis Team to prepare media materials.

· Notify media, site neighbors and community/opinion leaders as determined appropriate by crisis team. 

· Issue status reports to employees.

Crisis Management Plan
Checklist

STEP ONE - SUPERINTENDENT
• 
Contact emergency services. (See section 4)

• 
Gather all available information.

• 
Notify Area Manager.

• 
Inform job personnel and have them direct requests for information from outside groups to the on-site Project Manager.

STEP TWO - PROJECT MANAGER
Get details on:

•
What happened?

•
Where did it happen?

•
Who is involved?

•
How did it occurred?

•
Determine if jobsite should be shut down.

•
Notify management and determine if spokesperson is needed at the site.

•
Identify the temporary spokesperson and how he/she should respond to questions. (Not to public)

•
Notify the person answering the phone on how to route calls.

•
Notify the owner.

STEP THREE - AREA/PROJECT MANAGER
•
Notify appropriate governmental and legal authorities.

•
Inform any surrounding areas that may be affected by the incident.

•
Inform the Corporate Office.

•
Organize information updates for internal audiences.

•
Determine legal issues and contact Legal Department

•
Update spokesperson on all facts.

STEP FOUR - PROJECT MANAGER/SPOKESPERSON 
•
Inform receptionist/job office manager to screen media calls for the spokesperson.  (See section 6)

•
Anticipate media questions, develop responses, get clearance from management.

•
Assemble necessary background information.

•
Write and get clearance for a name release, if needed.

•
Start media log sheets. (See section 6)

STEP FIVE - SPOKESPERSON 
If you elect to give the media a briefing:
•
 Make sure a company representative always escorts them.

•
Instruct reporters of any restrictions on movement or photos.

•
Advise reporters of time and place for future updates.

•
Follow-up on additional media inquiries.

Crisis Management Plan
Checklist

JOB SITE INJURIES AND/OR FATALITIES
· INJURIES
•
Number/names of injured.

•
Status of injured.

•
Phone numbers of spouse, if possible.

•
___________  to notify spouse. Depends on severity of injury 

· FATALITIES
•
Number/names of fatalities.

•
Phone numbers of spouses.

•
Contact local police, to contact spouse/family.

•
If non-employee is killed, contact an attorney to inquire who should call family.

•
A member of Senior Management follow up visit after police contacts family

· EDIA CALLS
•
All calls are to be directed to a specific person for screening. He/she will then forward the message to the spokesperson.

•
Spokesperson will log each conversation with:


1) Date


2) Time


3) Reporter’s name


4) Publication/station


5) Information prearranged

•
Media advisories can be issued as soon as updated information is available.
· UPDATE INFORMATION
•
Each team member will provide the team leader with a timely status report on his or her respective areas of responsibility.

•
This information will be used for updating:


1) Employees


2) Media


3) All other audiences
· ASSIGN THE FOLLOWING
•
Develop a list of people who should know of the situation and who can help.

•
Contact employees to advise of status to assure that everyone speak with one voice.

•
Secure photographer.

•
Document past safety record.

Crisis Management Team
Assignments and Responsibilities


GENERAL/PROJECT SUPERINTENDENT (S)
NAME: 
BACKUP

RESPONSIBILITIES
•
If it is a jobsite accident, contact emergency services.

•
Get the facts.

•
Notify the Corporate Office.

      Notify the Safety and Health Manager

•
Document the incident in both writing and on film - 35mm photos, Polaroids, and/or video.

•. Interview witnesses. Get statements in writing and do it separately so you get that persons views not that of a group

Notes

	     


Crisis Management Team
Assignments and Responsibilities


NAME:


BACKUP

RESPONSIBILITIES
• Verify the facts of the incident.

• Notify spouse/family in the event of injury.

• Be aware of possible need for bilingual capabilities.

• Provide project information.

• Delegate someone to respond to family needs (e.g. transportation, childcare, etc.).

• Inform Office Manager/receptionist on how to handle phone calls.

• Assign spokesperson.

• Develop media response.

Notes

	     


Crisis Management Team
Assignments and Responsibilities

SPOKESPERSON
NAME: 
BACKUP

RESPONSIBILITIES
• 
Collect and verify facts.

• 
Responsible for all communications from __________________ Company to the general public


(Through the media).

• 
Develop responses to possible press questions.

• 
All statements must be approved by upper management.

• 
Collect company information for backup.

• 
Maintain log of all crisis related inquiries at jobsite.

• 
Contact Corporate Office  or your legal firm for assistance.

Notes

	     


Crisis Management Team
Assignments and Responsibilities


NAME: 

BACKUP: 
2ND BACKUP:                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                  
RESPONSIBILITIES
• Manage the crisis communication process.

• Assign team members and their responsibilities.

• Center point for all crisis communications.

• Advise and coordinate moves with upper management.

• Fill in for other team members where needed.

• Make certain that the appropriate person returns calls in a timely manner.

Notes

	


Contacts in the Event of
An Emergency

Company Contacts

Team Leader
Name  


Office  


Mobile  


Home  


Fax 

Spokesperson
Name 

Area Manager
Name 
                                                          Office:
                                                          Home   


 Mobile 

                                          Fax       
Superintendent(s)
Name  


Office  


Mobile  


Home  


Fax 
Project Manager
Name  


Office  


Mobile 


Home  


Fax 

Engineer
Name  


Office  


Mobile  


Home  


Fax 
Vice President
Name  


Office  


Mobile 


Home 


Fax 

Safety Manager
Name       

Office       

 FORMTEXT 
     

 FORMTEXT 
     

Mobile  


Home  


Fax 

Emergency Services

Police
EMERGENY 911


Non-Emergency

Name 


Phone


EMERGENCY 911


Non-Emergency


Name 

Phone

Hospital
Name  


Phone 

Fire Department
EMERGENCY 911


Non-Emergency


Name 


Phone 

Designated Medical Provider


Name 


Phone 
Hazardous 
Name  

Material
Phone 

Fax 


Cell 
Company Contacts

Crisis Consultant(s)
    Corporate Office
Name   


Office   


Mobile


Home   


Fax   
Legal Counsel
    Corporate Office
Name   


Office   


Mobile 

Home   


Fax  

Name  


Office   


Mobile


Home   


Fax   
Insurance Contacts
    Corporate Office
Name   


Office   


Mobile


Home   


Fax   
    Property Insurance
Name   


Office  


Mobile


Home   


Fax   
    Workmen's Comp
Name   


Office   


Mobile 

Home   


Fax   
    General Liability
Name   


Office   


Mobile 

Home   


Fax   
Owner/Developer

Owner/Developer
Name  


Office   


Mobile 


Home  


Fax   
Owner/Developer
Name   


Office   


Mobile 


Home   


Fax   
Owner PR Person
Name   


Office   


Pager    


Home   


Fax   
Subcontractors

Subcontractor
Name   


Office   


Mobile 


Home   


Fax   
Subcontractor
Name   


Office   


Mobile 

Home   


Fax   
Utility Representative

Gas Utility
Name  


Office  


Emergency 

Electric Utility
Name  


Office  


Emergency 

Water Utility
Name  


Office  


Emergency 

Telephone Utility
Name  


Office  


Emergency 

Government

City/Township 
Name   

Officials
Office   


Mobile 


Home   


Fax   
County Officials
Name   


Contact 


Office   


Fax   
Internal Contacts
In the Event of an Emergency

List the names and telephone numbers of key people, both inside and outside our company, who may be contacted to help cope with a crisis. This should include the names, titles, work and home telephone numbers (with pager numbers included).

A list of all company personnel should be included and kept current. This list includes the employees’ home address and home phone numbers. You may have a crisis in the evening or on a weekend and need to contact employees not on your crisis team, for technical expertise or other knowledge. If any of these employees have pagers, include the pager number also.

FOREIGN LANGUAGE

Name  


Office 


Mobile 


Home 


Fax 


Language


Name  


Office 


Mobile 


Home 


Fax 


Language 

ADMINISTER CPR
ALL SALARIED STAFF, FOREMAN AND SUPERINTENDANTS AS WELL AS ALL SUBCONTRACTOR FOREMEN HAVE BEEN TRAINED IN FIRST AID AND CPR.

Notification to the
Victim's Family

IN THE EVENT OF AN INJURY
1. DETERMINE the extent and nature of the injuries.

2. FIND OUT immediately where the person is being taken.

3. NOTIFY CORPORATE OFFICE

4. Management Staff will call the victim’s family to explain only that there has been an accident and that the employee has been injured. If the injury appears to be serious and you are questioned, say, “We can’t be sure until we hear from a doctor”. Advise the spouse that a cab is on the way to take them to the medical facility. Discourage them from driving themselves unless they absolutely insist.

5. Management Staff will select an appropriate employee to go to the victim’s house to lend assistance.

6. THE TEAM LEADER will assign someone to stay in contact with the hospital for updates on the insured’s condition.

7. When the designated employee arrives at the family’s house, he/she should call the office for any new developments and then, depending on the situation, offer to take the spouse to the hospital, find someone to watch the children or to make any calls the spouse wishes.

THE EVENT OF A FATALITY
1. Contact the Corporate office immediately in the event of a job-site fatality.

2. Corporate Office will instruct the job site to contact emergency response 911

3. Local POLICE will inform the spouse IN PERSON of the accident 

4. Senior Management will visit the family and then offer (and select) an employee to assist in any manner he/she can in making calls or handling arrangements. Grief Counselors  are available through local police departments and ARE  Recommended.
5. The designated person should remain with the spouse until other family members arrive or as long as he/she is needed. They should protect the family from calls or visits from the media.

6. If the media attempts to contact a family member, it is the family member’s right to speak to the media only if they wish.

7. If the victim’s family is in need of money to cover small immediate expenses, you should assist.

8. Contact should be maintained with a relative or close friend of the spouse through the time of the funeral to make sure everything is being taken care of.

9. Note OSHA must be notified within 8 hours of a fatality or anytime 3 or most workers are injured in a single event. 

Phone Calls from Media

• 
Notify the person answering the phone on how to route calls.
• 
Ask to keep the telephone lines clear.

• 
Take messages but do not give out information.

• 
All calls are to be directed to a specific person for screening.

• 
He/she will then forward the message to the spokesperson.

• 
Spokesperson will log each conversation.

SAMPLE
Press Information Log Sheet

Office Manager (or person responsible for answering the phone)

Date       




Time of Call       
Reporter's Name 
Phone Number  

Questions
	     


Deadline       
Spokesperson
Call Returned By       
Date             


Time of Ret'd Call       
Facts Given

	     


Press Information Log Sheet

Engineer (or person responsible for answering the phone) 

Date       




Time of Call       
Reporter's Name       
Phone Number       
Questions
	     


Deadline       
Spokesperson
Call Returned By       
Date             


Time of Ret'd Call       
Facts Given

	     


Pointers for the
Company Spokesperson

ANYTHING YOU SAY TO THE MEDIA CAN APPEAR
IN PRINT OR ON THE 6 O'CLOCK NEWS

1. Be honest and responsive.

2. Get your main facts up front in every answer. Limit what you  say to the following:


• 
What happened?


• 
Where did it happen? When did it happen (day, date, time)?


• 
What is the current situation as verified by facts (e.g. number of fatalities or injuries).


• 
Do not release names until the next of kin are notified - then you can release name, job title, age, sex and refer further questions to the appropriate hospital/funeral home.


• 
What effect on the local work force.


• 
Stress our concern for the employee and his/her family. Indicate that the situation will be thoroughly reviewed by the company. Stress our concern for safety


• 
What is the status of investigation/who is investigating.

3. Don’t let a reporter reinterpret what you’ve said in a subsequent question. Correct the question before you attempt an answer.

4. Watch out for a “stall” technique in which the reporter leaves the microphone in your face after you have answered, hoping for you to say more. This is an uncomfortable moment, even for pros, but if you are silent, you won’t slip.

5. Senior Management  , or their specific designee, prior to release, must approve statements.

6. Dependent upon the crisis, it is a wise idea to follow up a verbal statement to the press with a written one and distribute to your media list. This helps to assure fairness and consistency in your statement.

Techniques for Interviews

1. TELL THE TRUTH.

Reporters will find it out anyway, so be honest and accurate when giving information. This doesn’t mean you have to give every detail, but be truthful.

2. DON'T TELL ANYTHING "OFF THE RECORD".

If a reporter is professional, he/she needs to utilize all information received. Never go off the record—it will only come back to haunt you.

3. USE UNDERSTANDABLE LANGUAGE.

Use “lay” language whenever you are speaking to reporters. Try to be conscious of jargon, acronyms or company language that might not be understood.

4. IF YOU DON'T WANT IT USED, DON'T SAY IT.
   
Only tell reporters what you don’t mind being included in the story.

5. CONDENSE THE INFORMATION.

Give the information fast, succinctly and accurately. Because reporters arriving at an emergency scene may need to write or broadcast their story quickly, you need to be as concise as possible.

6. NEVER SAY “NO COMMENT".

Saying “no comment” immediately reflects guilt. If you don’t know the answer to a question, tell the reporter you don’t know, but will try to find out.

7. STAY AWAY FROM LIABILITY ISSUES.

Do not talk about who is responsible, do not make any accusations, and do not give out company or individual names. Whatever you say may become part of a legal issue, so be as general as possible.

8. EMPHASIZE THE POSITIVE.

Remember to emphasize the good safety measures taken, the minimal damage because of good team work by your employees, and what the company is doing to minimize the effect of the emergency on the community.

9. MAKE SURE YOUR INFORMATION IS ACCURATE.

Make sure your information is from a reliable source and that you understand the details. If you’re told something you don’t understand, ask further questions. Also, don’t let the source speculate; if they don’t know, try to find somebody who does. Don’t be afraid to tell the media you don’t know. It is far better to have information still unclear than to have guessed an answer which is completely wrong.

10. NEVER BE TRAPPED INTO PREDICTING THE FUTURE.

Just as you would not guess or speculate, never try to predict the future. If the situation is complex, and will take days to determine the full extent of damage, tell reporters the company will resume work on the project as soon as possible.

TECHNIQUES, CONTINUED

11. WHEN POSSIBLE, CREATE VISUAL ANALOGIES.

This tip will be especially helpful to reporters, and they appreciate “illustrative language”. It makes their stories more interesting, and helps you to make sure others understand the situation.

12. TAKE CONTROL OF HOSTILE SITUATIONS.

If you find yourself trying to answer hostile or angry reporters, take control of the situation immediately. If a reporter continually interrupts you while you are giving an answer; try to keep talking until the reporter is quiet or wait until the reporter is done, then ask if you may finish the question, and state your answer again.

13. MAKE SURE THE REPORTERS KNOW WHO THE SPOKESPERSONS ARE
    
This may be the most difficult task, but remember that you may ask reporters to play by your rules too. If they insist on talking to those working on the situation, go over and politely ask them to come with you so you can answer their questions.

14. CORRECT INACCURATE INFORMATION.

Do not let a reporter incorrectly interpret what you have said. Correct the answer before you continue the interview. If the reporter has incorrectly stated a question, correct the information before you provide them with the answer.

15. UTILIZE OPPORTUNITIES.

Do not feel that you have to talk just because the microphone is in front of you. Say what you need to say, add any positive messages you want to relay, then be quiet.

16. KEEP EVERYTHING OUT OF YOUR MOUTH.

Don’t chew gum, eat a breath mint, or have any other substance in your mouth which may fall out (e.g. toothpick, tobacco, match).

17. TAKE OFF YOUR SUNGLASSES.

If possible, take off your sunglasses, especially if they have a mirrored exterior. Because the reporter—and viewers—won’t be able to see your eyes, they may think you are trying to hide something. If your prescription glasses are very dark in the sun, consider taking them off if you can read your information and see to walk around. Do not take them off if it will result in you stumbling around trying to find your way or trying to read your information.

EVERYTHING YOU SAY TO THE MEDIA 

IS QUOTABLE.
YOU AND THE COMPANY ARE RESPONSIBLE FOR YOUR COMMENTS 

Dealing with the Media

DO
TALK. Saying little is better than saying nothing. Explaining why you can’t talk is better than stonewalling. If you want your side of the story told, you must tell it. If you don’t, reporters will get a version elsewhere - such as: from a disgruntled employee that was laid off last week, or a worker who has just witnessed his best friend getting hurt or killed.

TELL THE TRUTH. Reporters will find it out anyway so be honest and accurate when giving information. This doesn’t mean you have to give every detail, but be truthful.

RESPOND QUICKLY. If you don’t, the wrong story may be told and that it tough to erase.

EMPHASIZE THE POSITIVE and communicate your corporate message. Remember to emphasize the good safety measures taken, the minimal damage because of good team work by your employees, and what the company is doing to minimize the effect of the emergency on the community.

STAY AWAY FROM LIABILITY ISSUES. Do not talk about who is responsible, do not make any accusations, and do not give out company or individual names. Whatever you say may become part of a legal issue, so be as general as possible.

TAKE CONTROL. If there is bad news, release it yourself before a reporter digs it up and tells the world.

MAKE SURE YOUR INFORMATION IS ACCURATE. It should come from a reliable source and you should understand the details thoroughly.

MAKE SURE THE REPORTERS KNOW WHO THE SPOKESPERSON IS. The corporate spokesperson should be the only one authorized to disseminate information to the outside world. It is very important that you “speak with one voice". Keep in mind that no information should be released without being approved by upper management.

DO NOT
DON’T TELL ANYTHING “OFF THE RECORD". If you don’t want it used, don’t say it

DON’T PREDICT THE FUTURE. If the situation is complex and will take days to

determine the full extent of the damage, tell reporters that the company will resume full work on the project as soon as possible.

DON’T SAY “NO COMMENT". This statement implies guilt. If you don’t know the answer to a question, tell the reporter you don’t know, but will try to find out. If the question may lead to an embarrassing answer, give as much information as you can in as positive light as possible. If you make a mistake, admit it. Avoid excuses. Explain how you are planning to make things right.

Be Able to Collect Your Thoughts When Questioned by the Media

“We are aware of the situation and are investigating the details. We will keep you informed as the situation progresses.”

“The cause is not known at this time. Our investigation is continuing.”

“Due to the rush of the emergency, information is not yet complete.”

“Our management team cannot be reached because they are handling the emergency. We

will notify you as soon as details are known.”

‘We have no information as to the extent of the emergency at this time, but we will contact you as soon as details are known.”

• 
Who did it happen to?

•
How many, and who, were injured/killed?

•
How much damage was done?

• 
What’s the potential for continued damage or danger?

•
Who was/is responsible? Can we talk to them? Why not?

• 
What went wrong? Has this happened to you before?

• 
What do you plan to do about it?

• 
When will more information be available?

CONSTRUCTION DELAYS: If the information is available, go ahead and release it but accentuate the positive.

CAUSE: Let the Owner release this. Avoid speculation on the cause of an 
accident or fatality.

SPECIFICS: Try to avoid specific damage estimates. Be very careful if asked to recite events as they transpired.

LAYOFFS: Release information as soon as you can since waiting breeds rumors.

PROJECT SHUTDOWN: Fully assess the damage before making a statement regarding

this. Once the course is determined, give it to the media

Sample Statements

SAMPLE STATEMENTS IF THERE IS AN INJURY
 (Never release the name until the next of kin have been notified.)

"Joe Smith, 20, was injured Tuesday morning about 8:45 a.m. on the XYZ construction site. Smith, who is a carpenter apprentice, suffered multiple injuries as a result of the 30 foot fall. He is reported in critical condition at University Hospital in Denver. “

“No one is in danger - there is no threat of danger. Our employees brought the situation under control very quickly.”

SAMPLE STATEMENTS IF THERE IS A FATALITY
 (Never release the name until the next of kin have been notified.)

Always know your most important point and lead with it!

“Joe Smith, 20, was fatally injured Tuesday morning about 8:45 a.m. on the XYZ construction site. Smith, who was a carpenter apprentice, suffered multiple injuries as a result of a 30 foot fall.

“I cannot provide additional details at this time since we are attempting to investigate all of the facts involved. Our thoughts are with the family and we share the grief.”

“Prior to today’s mishap, we have not had a fatality in the last …....years.”

“Our safety record is ..”

SAMPLE STATEMENTS IF YOU DON’T HAVE INFORMATION
“I don’t have that information ….....let me get back to you in 15 minutes.”

“That’s the first I’ve heard of that ….I’d like to check into that before responding.”

“Let me put that into perspective …....”

SAMPLE STATEMENTS IF THERE IS A BRIEF POWER OUTAGE
“The cable line on the crane accidentally hit the power lines and caused a temporary power outage. There were no injuries.”

SAMPLE STATEMENTS INSTEAD OF “NO COMMENT”

Warn aggressive reporters that they have no right to characterize your response as “no comment” when that is not the case. If you simply can’t comment without making the situation worse, or your comment will fuel the situation when it’s about to die, or there is no positive public or corporate purpose served, then and only then, “no comment” is the best action.

“I’m sorry, it’s just not appropriate for me to comment at this time.”

Suggest an alternative deadline so you can gather the information required to make a response.

“I am not the best source for information on that. The person you need to talk to is…” or “The most current information is available from …”

“When the information is available and ready for distribution, you will receive it.”

“The information will be given to all media when the facts and data have been properly checked. We are unable to make it available to a single media outlet at this time.”

“The matter is in litigation and it is not appropriate for me to respond to questions.”

 SAMPLE STATEMENTS IF A POWER LINE IS SEVERED
“My name is …...., I’m (position) ….....with ….. . .. Construction Company. At approximately …...O’clock one of our workers accidentally hit an underground electric cable disrupting 

service to …....”

“At this point, we have contacted the utility company, whose crews are on their way to repair the line. At this time we do not know how extensive the damage is, but I’m sure the utility people will be able to provide you with those details once they review the situation.”

“The location of the line break is approximately ….....”

“Because our employees adhered to the strict safety policies, no one was injured, and there was no further damage to the area.”

“At this point, that is all the information I have. Our corporate spokesperson is on the way to provide you with further details, but right now all I ask is that you stay in this area, away from where the line break occurred, so emergency personnel and utility employees will be able to work on the line. We will keep you posted on any further information.”

Electronic Media

ADVANCE PREPARATION FOR TELEVISION APPEARANCE
For a successful television interview, you will need to have confidence and credibility based upon knowledge of the subject and advance preparation and planning.

You should:

• 
Determine the general thrust of the interview and the reporter’s specific areas of interest.

• 
Anticipate tough questions. Look for holes in your position and have your  staff prepare and conduct a mock questions period with “no holds barred.”

• 
Determine in advance your main objectives for the interview and prepare three or four key points that you want to make.

Remember, during the interview you are interested in informing, educating, translating and interpreting for the audience. The interviewer is interested in pacing and “entertainment.”

• 
Do not state personal opinions; you are your company during an interview.

• 
Do not use expansive gestures on camera.

What Not To Do

• 
Do not use expansive gestures on camera. Keep your hands in front of your chest when you are gesturing.

• 
Do not be evasive or attempt to lie.

• 
Do not ramble or bury your key points in a long-winded answer.

• 
Do not ask if your response answers the reporter’s question.

• 
Do not express an opinion if you can cite a fact. Do not try to be an expert outside your field.

• 
Do not be argumentative or defensive. Do not lose your temper.

• 
Do not say, “No Comment”.

• 
Do not wear sunglasses or have anything in your mouth (e.g. gum, toothpicks, tobacco, candy, etc.).

What To Do

• 
Relax, get comfortable, and be yourself.
• 
Speak informally; use everyday language.

• 
Give your attention directly to the reporter when responding to a question or listening to a question. Let the camera person worry about getting your picture.

• 
Ignore all cameras, camera person, microphones and other distractions when on the air.

• 
Be aware of and avoid nervous mannerisms indicating stress, such as swiveling the chair, twisting your ring and mopping your brow.

• 
Answer questions openly, honestly and candidly.

• 
Keep your answers short and understandable. Speak in 30-second to 45-second responses if possible.

• 
Use short declarative sentences. Bridge to other areas when possible (e.g. turning a negative into a positive).

• 
When you have finished your answer, stop talking.

• 
Seek openings to use your three or four major points in capsule form at the earliest opportunities. Take the initiative when you can.

• 
Use concrete examples or personal experiences.

• 
When asked a complicated question, listen to the entire question first, then think and reply.

•
 Listen carefully to the question. Challenge any incorrect assertion built into the question before dealing with the question itself.

• 
If you do not know the answer to a question, say so, and offer to obtain the information as soon as possible.

• 
Be ready to turn negative questions around by responding with positive answers.

• 
You do not have to answer every question, buy you do need to provide a plausible reason for not answering.

• 
If a question is unfair, personal, or confusing, do not be afraid to say so.

• 
Regard every microphone as “hot”; any comments you make will be picked up and could be recorded.

Safety

POLICY AND ATTITUDE MAKE THE DIFFERENCE
______________ intends to perform work in the safest manner possible consistent  with good construction practices. To achieve this goal, an organized and effective safety program must be carried out at each project location. Our Safety Program emphasizes management’s belief that people are our most valuable asset, and as such, must receive top priority. Safety is also important because it can affect financial results, our reputation with clients, and our employee relationships.

OUTSTANDING SAFETY RECORD

Accident prevention is a line responsibility beginning with the Managers and Job

Superintendents to individual supervisors. Safety performance is considered a reliable guide to overall managerial performance. Accidents usually result from the same deficiencies that adversely affect productivity, costs, and employee relations.

Crisis Management Plan
Checklist

FOLLOW UP ACTIONS
•
Contact the media if any “good” news or positive steps can be reported after the crisis.

•
Issue an after-the-crisis statement to all employees.

•
Give site neighbors, community/opinion leaders and other VlPs a final status report by 

phone or letter.

•
Extend thanks to any individuals who were particularly supportive during the crisis.

•
Review the crisis communications plan and make any necessary revisions based on your 

experiences.

•
Issue status reports to employees.

Crisis Management Plan
Checklist

POST CRISIS EVALUATION
After crisis situation, conduct a post-emergency meeting with all team members. Ask the following questions:

•
WHAT WENT WELL?

•
WHAT COULD HAVE BEEN EXECUTED DIFFERENTLY?

•
WHAT COMPONENTS WERE THE MOST HELPFUL?

•
WHAT WAS NOT NEEDED?

•
WAS THE MEDIA ACCURATE AND FAIR?

•
WAS THE SPOKESPERSON HELPFUL TO THE MEDIA IN RELAYING THE 

COMPANY’S IMPORTANT MESSAGES?

•
WERE THE “OUTSIDE HELP” ORGANIZATIONS HELPFUL AND ORGANIZED?

An incident report should be completed immediately after the crisis has been brought to its conclusion. 

If you feel as though you have been treated unfairly by the media, document specific errors or inaccuracies in the article. Contact Senior Management to determine if a letter correcting the inaccuracies needs to be sent to the media.

An incident report should be completed immediately after the crisis has been brought to its conclusion. 

DISTRIBUITION LIST

Copy  1 -  CEO Office
Copy  2 -  Presidents Office

Copy  3 -  Vice President of Operations Office

Copy  4 -  General Superintendent

Copy  5 -  Job Superintendent

Copy  6 -  Job Superintendent

Copy  7 -  Safety and Health Manager

Copy  8     Owner Rep/Developer Rep

Copy  9     Prime contractor


