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BP’s RESPONSE TO THE GULF OF MEXICO OIL SPILL
A CRISIS COMMUNICATIONS CASE STUDY




SITUATION ANALYSIS

At 9:45 pm CDT on April 20, 2010, a deadly mixture of natural gas, mud, oil and concrete
exploded up from approximately 5,000 feet below sea level onto the deck of the Transocean
Deepwater Horizon oil rig stationed in the Gulf of Mexico.

The initial explosion
killed 11 platform
workers and injured

17 others. The fire
burned for a total of 36
hours before the oil rig
sunk into the ocean on
April 22.

Due to a malfunction
with the blowout
preventer's emergency
function, the well was
unable to be sealed
allowing 5,000 barrels of
crude oil to pollute the
Gulf of Mexico each day.

The disaster was quickly declared the largest oil spill in United States history. Not only was the
ocean surface glazed with an oily sheen, the impact on the marine ecosystems below the
surface and on shore was devastating. Additionally, the livelihoods of residents living in the
Gulf States of Louisiana, Mississippi, Alabama and Florida were put in danger.
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TONY HAYWARD, CEO

Tony Hayward had a number of factors working against him. First and foremost, he was grossly
unprepared to deal with an accident of this magnitude. Early on, his series of unfortunate gaffes
severely hurt BF's image and credibility for the remainder of the summer.

"Well, it wasn't our accident, but we are absolutely responsible for the oil,

for cleaning it up."
May 3, 2010
“The Gulf of Mexico is a very big

ocean. The amount of volume of oil
and dispersant we are putting into
it is tiny in relation to the total

water volume.” may 14, 2010

“The environmental impact of this
disaster is likely to have been very,
very modest.” may 18, 2010

“I'm sorry — we're sorry — for the

massive disruption this has caused their lives. And there's no one who wants
this over more than | do. You know, I want my life back."- may 30, 2010



ez viaunay — Social Movements

Greenpeace Campaign to rebrand BP

The well-known
environmental advocacy
group, Greenpeace,
developed their own
Interactive campaign to
encourage the public to
help rebrand BP.

op

According to the
campaign, "BP's slick green logo doesn't suit a company that wants fo invest in tar

sands, the dirtiest oil there currently is.”

Beginning on May 20, 2010, the public was able to submit their own design to a flickr
album full of green and yellow logos accented with black skulls and oil-covered animals.
Approximately 2,000 images were submitted to the rebrand BF flickr album and many of
the best images sftill emerge on a Google image search of BP.
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BP Spills Coffee YouTube Video
"Don't worry about it. It's a small spill on a very large table.”

A viral sensation during the summer of 2010, the BP Spills Coffee YouTube Video by

Upright Citizens Brigade Comedy made light of an otherwise dark environmental
Culture disaster. The parody boasts 12,046,674 views and caused the site to crash at one point
Jamming during the summer due to its overwhelming popularity.

In YouTube &
Facebook 1l
Autain il
Tuaheniing
LNEILLWS YR
unée 12 8u
views

Others:

Live Oil Spill Feed
Deepwater Horizon Response.com
GGoogle creates Crisis Response Page for the Gulf of Mexico Qil Spill
Watchdog boycott BP stations

Anti-BP Facebook groups

Alabama musician, Brent Burns writes a song to BP
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Tony Hayward
Former Group Chief Executive

Tony Hayward joined BP in 1982 and
in 1995, he became president of the
BP group in Venezuela.

He succeeded Lord Browne as group
chief executive in May 2007. BP
announced on 27 July 2010 that
Hayward would be replaced by Bob
Dudley as the company's chief
executive effective as of 1 October
2010

Robert Dudley, Current Group Chief Executive

Robert Dudley became Group Chief
Executive of BP on October 1, 2010
in the wake of the oil spill in the
Gulf.

Between June 23 and September
30 2010 he served as the President
and CEO of BP's Gulf Coast
Restoration Organization in the
United States before succeeding
Tony Hayward as Group Chief
Executive of BP.



Communication Plan

SLOGAN

"We will get this done. We will make this right."

Audience Messages

v




Communication Plan
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Communication Plan
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Restoring the environment

Monitored Natural
health and resource
environmental damage
impacts assessment

Technical
Report
Documentation

Gulf Mexico
Research
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Restoring the economics

Tourism

Payments
and
Investments
in the Gulf
States

Seafood

BP
Promoting
Gulf Coast

Seafood
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Restoring the company’s image
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Website & Social Media

Branded Youlube Channel Gulf of Mexico Restoration Page

The channel features the Gulf stories, restoring the environment, restoring the
and BP priorities. The branded YouTube channel was launched almost a mon!
the explosion on May 18, 2010 and cost BP about $250,000 to create. To date
videos have been accessed by more than 16 million viewers, including 10 milli
viewers on their website. Shows both viral and television ads that explain whe
measures BP took to solve the problem. They tend to showcase CEO, Tony +
as both narrator and face of the company, telling viewers the message, “to tho
affected and their families, I'm deeply sorry,” and that “we will get this done. W
make this right.”

= el e e e s 8

The iInvestigations

Both a communications and management tactic, BP created an interactive section of
their website dedicated to the spill. It is a comprehensive section, complete with photos,
videos, and colorful maps that track details of the cleanup. It is an aesthetically
pleasing portal for everything BP Qil Spill related such as, community outreach, news,
state updates, tourism, seafood, claims and partners. There is a sub-page for each state
affected, highlighting developments from each region.

15



BP Oil Spill : After emergency plan

BP: GBp 446 25 % (0.0) USD 41.34 8 (-0.05)*

bp

{:} BP Global | BP Worldwide

Investors Careers Gulf of Mexico restoration

Products and Services Sustainability

a Gulf of Mexico restoration

Gulf of Mexico restoration

VWe are helping economic and environmental restoration efforts in the Gulf Coast as part of our
ongoing commitment to the region following the Deepwater Horizon accident in 2010

-~ ol
B

: ¥
BP i1s committed to the Gulf )

-
We continue to make significant progress cleaning the Gulf _‘ 4 /

shoreline and supporiing economic and environmental recovery
in affected areas. Our goal is to provide a positive legacy in = ” -
these coastal communities. ; ‘\

Our commitment >
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Case Study

TEPCO & Fukushima
2011



Between emergency plan (1)

Bl Radiation levels at nuclear plant now
NEWS AsiA-PACIFIC el harmful government says

Home UK Africa LS ER:ETSN Europe Latin America Mid-East South Asia US & Canada Business Hea|

NNK WORLD

Japan quake: PM calls for unity in face of
disaster

BIBIC

Yukio Edano
Japanese Chief Cabinet Secretary
1

t Secretary Yukio Edano says tf
15 March 2011 Last updated at 10:18 GMT 7]

NN WORLD Naoto Kan

D — — A ununlunisinnisis
RV ety /ﬂ’J’]JJ‘i‘]JNG‘I‘D’a‘.IJTﬂU‘iﬁ

*

11 March 2011 Last updat,ﬂ at 08:16 GMT
A 8.9 magnitude Parthquake has hit the Pacific roast of Japan.

Atsunami has caused mc’gpr damage in the nortﬁ of the country, sweeping away buildings and cars.

- N

_"" N I S A Muclear and Industrial Safely Agency




Between emergency plan (2)

NEWS ASIA-PACIFIC

FUKUShima governor SayS Japan earthquake OINEN UK Africa Asia-Pac Europe Latin America Mid-East South Asia US & Canada Business H‘ea
ViCtimS need he'p In Pictures | Also inthe News | Editors’ Blog | Have Your Say | Special Reports | Libya

: » LATEST: Bahraini health minister reported to have resigned in protest against attacks on anti-government demc
W WW! nhk or Jn nhkworld /E--
e e M5

I L

LIVE Japan earthquake ' BBC News live coverage

The BBC's Chris Hogg in Tokyo says the city is still relatively calm. The risk for the authorities is that fear
and panic could cause more problems... 24 SECS AGO

Japanese emperor 'deeply worried'

Japan's Emperor Akihito says in a
highly unusual TV address he is
"deeply worried" about the nuclear
crisis his country is facing following
last Friday's quake and tsunami.

Japan earthquake

Q&A: Health effects of radiation
Analysis: Problems mount

‘Red tape' forces quake team home
In pictures: Struggling on

Tokyo jittery under surface calm
Foreign firms evacuate staff

16 March 2011 La}t updated at 12:21 GMT [ 7]
|

The governar offukushima, Yuhei Sato, has told a press conference that the unfolding catastrophe
\ at the Fukushigfa Daiichi nuclear plant was not limited to his prefecture, and urged all Japanese
ople to rgebignise its national impact.

-
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Between emergency plan (3)

2/11031220-e html

us,co.th o Imageplus Wwebmai (old) 7 HotNL- SignIn [ Soontorn Blager I] Soontorn koonchaima, .. I] SCE Thailand Facebook

ontact Us » Site Map » Japanese » Chin,

©F 10610 ELECTRIC POWER COMPANY

Customer Communication Challengegfof TEPCO Corporate Information TEPCO News

Press Releases

Press Release (Mar 12,2011)
Plant Status of Fukushima Daini Nuclear Power Station (as of 1PM March 12th }

Unit 1 (shut dowm at 2:93FM on March llch)

- Beactor is shut dewm and reactor water laevel is stable.

- 0ffsite power ir available.

- bt &:19am, there mas an alarw indicating that one of the control rads
was not properly insezved, however, at l0:43am the alazm was automatically
called off. Other contzel rods has been confirmed that they are fully
inserted (reactor is in subcritical skavus)

- Btatus of main steam irelation valve: closed

- Injection of water inte the reacter had besen done by the Reactor Core
Isalation Cooling System, but at 2:48, injection by Maks-up Uater
Condensate System bagun.

- &% 6:0GFM, we announced the increase in Ieactor conbainment vessel
pressure, assumed to be due to leakage of reactor ceelant. Howewer, we

do not believe there iz leakage of reactor coolant in the containment
verrel at this moment.

- &t 5:ZZMM, the temparaturs of the suppraession chamber sxcesded 100
degress. ks the reactor pressure suppression function mas lost, at 5:2Z8M,
it mas deternmined that a specific incident stipulaced in arsicle 15,

clause 1 has occurzed.

- Te decided to prepare implementing measuzes to reduce the pressure of
the reacker containment vessel (pazvial dizcharge of aiz conbaining
radisactive materials] in order to fully secure safewy. This prepazavion ! 1
werk =tarted at arcund 9:4%am.

o SNHABUBINTAAANTULLATLNENUNIN

- 0ffsite power is available.

- Conbzol zeds are fully inzerted (reactor iz in subcritical stavus]

- Brabus of main steam iselavion valve: closed

- Injection of water into the reactor had been done by the Reactor Coze

FENTNUNANNTDITAN U



m'a'?.iLLQ\‘mmJa WU Factsheet — Internet Base

% 1
A Y

foatingaenNsTaiundayatiinasiasdia Pro nuclear

The explosion
The Accident in * What has occurred is hydrogen explosion.
: The fuel t led d |
Fukushima Nuclear Power Plant S Tuel was not cooled cown property
and the temperature elevated. Due to the
high temperature, the metal piping had
oxidation reaction, which generated

hydrogen. Hydrogen flooded into the
building and created an explosion.

For accurate understanding IT IS NOT A NUCLEAR EXPLOSION!!

Please keep this in mind.

Amount of Radiation What is the worst situation? Conclusion
. L. = We are safe unless we go near the nuclear

* How mu;h cosmic ra_d|at|on are we exposed - Hydrogen explosion may happen again. power plant.

to when flying round-trip from Tokyo to New )

York? . Eve_n if we are near the nuclear power plant,
there is no problem if we wear mask and long-
sleeved shirt, and wash our hands and shirt
when coming home from outside.

- If the diffusion of radioactivity is detected, * We can conclude that it has no effect on
the government may enforce the 20km no-go Tokyo.

* A round trip between Tokyo-NY can have you

exposed to 200 micro sievert of radiation. zone around the nuclear power reactor No. 3. * We can trust the information announced by
the Japanese government.
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Explainer: How a nuclear reactor works

March 13, 2011 -- Updated 1501 GMWT (0201 HWT)

Steel pressure
vessel

] STEAM | |

g ——
’—‘, WATER

B .

Control rods

Steam separator

Turbine

Pump

Producing nuclear energy

Click the points on the graphic above to learn how a nuclear reactor works. A meltdown occurs when there is a
catastrophic failure of the reactor core, with a potential for widespread radiation release.

http://www.bbc.co.uk/news/world-asia-pacific-12715415



http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415
http://www.bbc.co.uk/news/world-asia-pacific-12715415

o

LYRYAUR + adANTHILARELS

¢ hiip:hwwwaea.org newscenter/news 201 1sunamiupdate himl ]
. . isGnal o nageplus.coth e Inagephis Webmal (od) &7 Hotmal - Sin In [ suontorm Bloger ] Socntorn Kacnchaima.,, [ 5C8 Thaland Facebook
Radiation

dose

2 mSwfyr Typical background radiation experienced by everyone
imillisieverts  (average 1.5 mSv in Australia, 3 m>v in Morth America)
per year

-HAEA.org

) [y Intemational Atomic Enargy Agancy \
About Us Our Work | News Centre | Publications Nucleus

Who We Are What We Do Latest from [AEA Buoks and Reports | Specialized Resources
9 mS".".""_lll'r E}{FIDSLII'E |:I'_'|" aitling crew ﬂ'_',"lr'lg R YDrk-TDk'_lll'D Fll:llar route T0|] Stories & Features TopStories & Features  Topics inFocus  Multimedia  Statements  Press
20 mSwiyr Current limit (averaged) for nuclear industry employees .
! (averaged) fEmpiey b Earthquake and Tsunami Update
. . o o Staff Report
a0 mSwiyr Former routine limit for nuclear industry emplayees. It is also P
2 2 2 arl
the dose rate m{hn:h arises from natural background levels in Vienna, 11 March 2011 (1245 CET) | The 1428 nident and
several p|EIEES in Iran, India and ELII’EIFIE Emergency Centre has recefved information from Japan's Nuclear and
Industrial Safety Agency (NIS&) that & heightened state of alert has been
100 mSwlyr Lowest level at which any increase in cancer is clearly dleclred ar Fukushima Daichi nuclear power plant, NISA says the plant
evident. has been shut down and no release of radiation has been detected,
Truget This!
350 Criterion far relncating FIEEIFI|E after Chernnhyl accident Japanese authorities have also reported a fire at the Onagawa nuclear
mSwflifetime . power plant, which has been extinguished. They say Onagawa,
as Fukushim a-Daini and Takai nuclear power plants were also shut down
L. . Shate on Facehaak automatically, and no radiation release has been detected,
1,000 mSy Causes (temporary) radiation sickness such as nausea and g
single dose decreased white blood cell count, but not death. Above this, B - . . R
. . . . The [AEA raceived information from its Intemaional Seismic Safety
severity of illness increases with dose
} Centre that a second earthguake of magnitude 8.5 has struck Japan near
Bookmark The IAEA's Incident and Emer gency Centre provides atound- b FHanch he Tokid nlant
) . ) L the-clock assistance to Member States in dealing with nuclear the coast of Honsn, near the Takal plant.
E.DDD I'T'IS'I.I' W':'Uld k'” EItIEILIt halfthDSE I’EEEI'I.I'II"IQ It W|th|n a I'T'II:II"Ith and radiological events, including security and disaster related
single dose evets. (Photo Credit D CalmafIACA) The 1AEA |5 seeking further detalls on the situation at Fukushima Daiichi
Hors shating. and other nuclear power plants and research reactors, including
SOURCE: WORLD HUCLEAR ASSOCIATION Story Resoutces information on off-site and on-site electrical power supplies, cooling

systems and the condition of the reactor buildings. Nuclear fuel requires

A I B BT S e continued caaling even after a plant is shut dawn,

24



UNUINVDIED NN / UNUI INUUDINDINN

O Tube I R Tube a

pray for japan song by =R Hold your last chance ETHN I REBEV L EAEE

sounder®62s ° Alas B%a v sandabee o Al 10125 ~

& vou | 4 Gaswns v il » 64_1 07 v B+ Gswes v widhe » 136.648 et

25



UNUIMNLAALAUVBINDITIN + WISA

wiladaftunlszanzuiu (2asnienisiu)
189U MmsiinnsGanseauniidenialu
14 unAinavanntiaineg uazstiunmoiings |
Auluihetui 13 wawanau ureusn
A1uu 20,000 Au uay d8n 30,000 aulu
LGN

nseilil The New York Times /
Washington Post inlduaauAauiuns N S LA S :
Janseawme Hurricane Katrina inasvin [P B8R Chinese Soldiers Rush
anig doiideanuiu 50,000 Au winlll  EESEEHE LS | Bolster Weakened
Mendandvanniiaing 8 Ju e g Baine

LUNUINUBNNANINN aaalas

wadau

NITSTANARINRINNY ‘ ’

L= A
I LTI DO TaawssanauifadIu ey 13
aaadas FITLIATY
aa9au 11l 2008

Tunsoiaag

26



After FUKUSHIMA

Standard &
new energy energy
policy business of
FRATUNANIU Japan

New Social TEPCO and

Movements
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Ants tuclear demonstrators march m Cologne, westem Gemany Saturday March 26, 2011 to protest aganst nuclear power. Poster m front reads: Fukushima wams: Pul the Phig on all Nuclear Power '
Plants. White barner behind reads :'Sokdanty with the people in Japan'. Some 200,000 people tumed out in Germany's largest cities on Saturday bo protest against the use of nuclear power in the
wake of Japan's Fukushima reactor disaster, police and organizers said
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September, 2012
The Sasakawa Peace Foundation
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Case Study : Haiti 2010

IR 12 uns1An 2010
\'."-. North America AtlanticQgean
L ) Fth ] s mmu\ll!M“)L""'"""'"'"ln "y

\
\ ‘Il“ll““ ““l“‘““““““ “l““““““““““l"
\ \

pe Caribbean (:Q‘

Guantanamo
Bay Naval pats

Base \. N

Saint-Marc . &,\ :

ngmlo Enrlqulllo-PlanmIn

e \\

p=—r— 1 1.0 quake TueSdaV
90 i

28



AUERERINWANITA (1)

316,000 au (ang)
MuAhaAuuRY
uINKaI9 Joseph ’ 300,000 au
Serge Miot :Iuvy (unaLdn)
MINUSTAH
vinflaussuna / 1,000,000 au (i
CRREPER R fifinu)
CRlZREE RN GERYT] -
fnuGaudavng
AETIn, 30,000 250,000 udo

s

MINUSTAH - the United Nations Stabilization in Haiti - Agauidedinyy1n1s Hedi Annani lunSeamgnisaiil
My

29



AULEBEINANTITA (2)

Confusion over who was in charge ,air traffic congestion ,prioritization of flights further
complicated early relief work
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Pledging funds and
Humanitarian aid dispatching rescue and
medical teams

Engineers and support
personnel




Case Study : Nargis 2008
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MYANMAR: Tropical Cyclone Nargis
(as of 02 May 2008)
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Bangladesh
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Italy
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World Food
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8/5/2008

Malaysia

Trained 180
doctors from
the Myanmar
Medical
Association

Malaysian Red
Crescent
Society
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Thailand UK

g1+ 271117 AN
Thai Red Cross
HMS
Westminster

: Operation
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Twenty medical
team

USA

American Red
Cross and NGO
partners
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Others

Facebook —
Global Day of
Action for
Burma
(UK,Canada,Us)

The Nargis
Action Group
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Conclusion
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The Tragedy

On December 3 1984, Bhopal:
MIC, a major component for the
production of the pesticide Sevin
escaped from Union Carbide’s
plant

2000 died immediately g'ﬁ%or
50,000 permanent disabilities A GLOBAL
300,000 injured WORRY

History's worst industrial accident

Revolutionized process safety




Union Carbide
comes to India :
1972

—> Part of the Green Revolution

—>UCIL: 50.9% subsidiary of the
Union Carbide Corporation

- Fully Operated by Indian
Labor

— Located in Bhopal

Science helps build a new India

Oxen working the fiolds . . . the eternal river Ganges . . . jeweled elephants on parade.
Today these symbols of ancient Indin exist side by side with a new sight —modern in-
dustry. India has developed bold new plass (o build its econemy and being the promise
of a bright future 1o its more than 400,000,000 people. » Bat Indis needs the techuial
koowledge of the western wordd, For exmmple. working with [ndian engineers and
wchniclans, Union Carbiide recently maode svailable its vt scientific resources to help
bulld & mujor chemmbcals nnd plastion plant pesr Bombay. » Throughout the free workl,
Union Carbide has beett actively engaged in building plants for the manufacture of
chemicals, plastics, carbons, gases, and metals. The people of Union Carbide welcome

the opportunity 10 use their knowledge and skills in partnership with the citizens
of %0 many grest countries
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Available Safety Systems

Flare tower
Designed to burn off

gas, bul a connacting
pipe had been removed
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MIC storage tanks |
40 tons in EG10, 15 te
inmn EG11, EEG19 was emp
Water leaked into EE10
causing runawvway heat-
producing reaction

Freon system to cool iguid MIC
was shut downin June 1984 Lo sawn
monaey and Freon shipped Lo
other plants,



C B L VS P B L? Case Based Learning Problem Based Learning

Structured scenario <+—> Unstructured problem
Resources are largely provided <> §tudents identify their own
or clearly signposted in advance = leamning needs and seek
esources in the light of the
problem
Allocated roles (although not G No role play; students tackle
necessarily ‘role play’ in the problems ‘as themselves'
sense of acting out those roles,
rather thinking from the position
of someone in the scenario)
Short time frame —e.g. 1 x 3 <+—> Longer time frame
hour session (Up to a term)
Leamning tool designed to deliver Leamning process as an end in
specified learing outcome(s) = itself — outcome not necessarily
specified in advance
Used within traditional academic Seen to challenge traditional
structures (e.g. of assessment) academic structures (e.g.
disciplinary boundaries;

assessment; role of tutor)

From: http://www.deakin.edu.au/itl/assets/images/pd/tl-modules/teaching-approach/health-care/cbl-
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DEMOCRATIZATION AND
ENVIRONMENTAL POLITICS
IN TAIWAN

Shui-Yan Tang and
Ching-Ping Tang

During the past decade of democratization, Taiwan’s
ruling party, the KMT (Kuomintang), has encountered numerous political
challenges, one of which is the environmental protest movement. Being the
owner and promoter of many heavily polluting industries, the KMT regime
has become the target of increasing numbers of environmental protesis, many
of which were supported by elected local officials and opposition parties,
The regime attempted to use its informal client-based political machinery at
the local level to resolve these conflicts. As illustrated in several case stud-
ies, these attempts succeeded in locations in which the regime’s traditional
political power remained intact but failed in those where such power had
been eroded. This article contributes to the growing literature on democrati-
zation by (1) focusing not just on electoral politics but on how various groups
participate in policy processes; (2) examining how national and local political
processes interact to affect resource distribution and conflict resolution; and
(3) illustrating how informal political institutions affect the evolution and
functioning of formal democratic institutions,

Scholars paying close attention to the “third wave™ of democratization may
consider Taiwan an interesting case. Since the mid-1980s, Taiwan's Leninist
authoritarian regime has taken steps to introduce democratic institutions and
processes, beginning with granting legal status to opposition parties in 19886,
followed by the lifting of martial law in 1987, open elections of the entire
Mational Assembly and Legislative Yuan in 1991 and 1992, respectively, and

Environmental
Polilics
in Japan

Networks ol Power and Protest

Jeffrey Broadbent




Issue & Crisis Management

Case Study : PTTGC after emergency
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PTTGC after emergency

‘ Compensation Investigation Standard
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Part # 2
Principle Definition

What’s crisis

-~




What'’s crisis ?
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A FEMA(2011), cited by Sellnow and Seeger. Theorizing Crisis Communication. Willey-Blackwell. 2011 : 5
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Typologies of crisis

Lerbiger (1997) Coombs(2010)

Natural disaster Public perception Natural disaster
Technological crises Natural disaster Malevolence
Confrontation Product or service crisis  Technical breakdowns
Malevolence Terrorist attacks Human breakdowns
Organizational misdeeds Economic crisis Challenges

Workplace violence Human resource crisis Megadamage

Rumors Industrial crisis Organizational misdeeds
Terrorist attacks/ man- Spill (Oil, chemical) Workplace violence

made disaster
Transportation disaster  Rumors

Crises from
environmental factors
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n13am Matrix szuqnennssala - ldeela / nneuan - anelu

Out of the 114 articles, 71 matched the framework and were labeled as crises. However, 43 of the
articles does not fit the given framework. Figure 5.1 summarizes the identified crisis types.

FIGURE 5.1: Crisis Types Summary

UNINTENTIONAL INTENTIONAL
EXTERNAL Fau}i Pas Te1‘1‘r:_:1;5m
AYNHNHEANANA / AINALLUAN " ,
No fit
43
INTERNAL Accﬁeu‘ra Trausi:ie*ssmna

QAR /ANl N1969 b ANINAADIBIANT

* One crisis corresponded to two crisis types.

SOURCE: Adapted from Coombs, 1995, p. 455
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Part # 3
How to manage crisis ?




IMAGEPLUS Overlap of meaning

Risk management

Crisis
Pre-crisis management
/ Emergency

Crisis communication

Strategic issue management ? /issue management
Risk communication

Emergency plan/Contingency plan
Business Continuity Management

62



IMAGEPLUS

moi/mmunm maunalseaunisnd

e 3 e - '
?Wqﬂﬁtﬂﬁﬂwﬂﬁﬂmﬂﬂﬁluﬁtﬂxu AanTsa
Aamsa @ My Lﬂ@!ﬂﬁmﬂlﬂlﬁ@ﬂ Y AR
P -
aduazy @ Wafuanmedn@lnaiige

HUR AR T

AstESa NI Y WaaL f98)

e & - = ' v o a
asdamstuszazil ssdasddumslusndn muglddumsdans
1 w1 = = e e = ol PO |
dawe (wiihwmaFaasdfudmsldfdadamemsaldda g Sud
¥ o aem = o v o= ' = =
a1 wilumay fiidnsSandaslisufanaudannufaniaandubes
= oy wal o n g . n
A ldsuransny wasdiifisdanislasasuaclnodoy a:dds
- P A v s w =
Faninasauauuslufadauglldunmsmaruemadmsdime

N19AANTFLUG - JTUNRILAG)

AISWRIWIITWI=H2ET7

& s 5
ﬁmluﬁ:ﬂ: HE T ql’l”'-lﬂﬁﬂ T IR LA @Jﬂﬁm
o= & = = .
¥iLh ﬂ"ﬂuﬂ?ﬂ Lﬂu‘LIﬂL‘;TEI‘LL 733 ﬁﬂﬁﬂ?1”3 R
2 o 1 -
ATFAATEAUNTITUIATIAD Industry ATAAI7I9
= ' Y = =l =
'-il:LﬂuLﬁﬂ-ﬂLmuﬂuﬂ"ﬁ"ﬂ@]”mﬂﬂﬁm (Lﬂ‘l.ln‘l"mﬂ
s 3 we a4 &
ANITRCLRATEHE-40N5 — NG04 UAT59392
| . .
Lﬂuﬁmﬂuﬁ‘ﬂﬂ-ﬂ Corporate communication)

Ufddins dszaums dszausm
IAmEng RULAYM 2IRIRUAS
[ _|
£ a | Fo o I
AUELanIT | gudsiEas
= : = :
sRaA1s R |
I
| i
R
| Social media
i
| manitaring -
i
: Influencer

L3
ATTUITTR T
) ﬂuﬁﬂlﬁ]uh]ﬁlﬂuﬂﬂﬂﬂﬂ‘ﬂmﬁﬂ“’]ﬂ
__-"
e -
y
e e LaTgfia e Avaguhe /
Tl - ElA TINETR TUBL iR
=y
AudUSHg brs g
o Ur=AuAT LR
rAaR1:
AFWITE

:‘ﬁ'uﬁwau
) -
ATTHEIUT KM ATTlEE T T ATEANT
UBZATTIRATT 4'114.1]'511]?4 ATRAAE -
ardangu R - wIngiiwut
- UBIEaTRURT

BT dasrh / A3 o

_ . UNTIME RN

WaWLnATA

4Ry
Y8 SSHE

MSFIAMT + SIwasate

63




IMAGEPLUS  Communication Strategies

organizations had one or more variable of each established communication strategy. Table 5.1
summarizes the strategies.

TABLE 5.1: Crisis Communicafion Strategies Summary

Attack Accuser
Demal

Excuse
Justification
Ingratiation

Corrective Action
Full Apology
Combined Strategy
No fit

No communication

0 5 10 15 20 25 30

Frequency

Articles that contained communication from an organization but did not correspond to a variable
in the conceptual framework included several types of different 'statements’. As these statements
could not be defined by the conceptual framework, the statements were analyzed and narrowed
down to the following variables.



IMAGEPLUS Information Flow
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IMAGEPLUS
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