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bridging, 189–90, 336
color words, 200
community core values and, 191
compassionate language, 190
complexity-to-process, 190, 337
contrast, 191
disparagement, 198, 340
employee core values and, 191–92
influencing others, 196
memorability, 196–97
negative language and concepts,
193–95, 199
newsworthiness, 197
non-technical language, 198
ownership, 198
pacing, 198
packaging and bundling, 198
persuasiveness, 198–99
positive language, 193–95, 199
power words, 200
pyramid-like answers, 200, 349
repetition, 200
sensitivity to core values, 191
sensitivity to victims, 201
specificity, 196
story-like construction, 201
themes/key messages, 201, 353

Anticipation of questions, 187
Apology

defined, 335
litigation and, 320, 323–25
public forgiveness and, 123
to victims, 28

Arbitration, 305, 324, 325, 335
Arrogance, 10, 26–27, 51, 56, 281,

317, 335
Assault, 10, 335
Attack sites, 21, 215, 336, 352
Attorneys, guidelines for working with,

300–314
building relationships with, 298–99
communication behaviors to avoid,

307–12
control of, 305–6
general rules, 300–302
press policies, 306
privileged communication, 313–14,
348–49
reporters, talking to, 308–9
work product doctrine, 313–14,
355–56

Attributes of news, 140–42
Axioms of crisis survival, 55–56

BB
Backbiting, 51
Berserk employees, 11, 336
Bewilderment, 44
Bickering, 51
Bing, 209, 215. See also Social media
Blogs. See also Social media

case study, 244–46
key audiences, 226–27
monitoring social media by, 216
overview, 209–11
ubiquity of, 243

Boards of directors, responsibilities of,
91–92

Bomb threats, 11, 16, 17
Bosses. See Executives
BP/Deepwater Horizon crisis (2010).

See Deepwater Horizon crisis
(2010)

BrandProtect, 214, 219
Bridging, 189–90, 336
British Petroleum Deepwater Horizon

crisis, 206, 210–11, 218–19, 224,
243

Bullying, 10, 165, 336
Business continuity plans, 99, 336
Business loss, 11

CC
“Call Headquarters If” process, 92–94
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Callousness, 10, 336
Candor, 123, 319, 336
Carelessness, 10
Categories of crises, 17–22

combination operating/non-
operating crises, 21
competitive targeting, 21–22
local events, 18
non-operating crises, 15, 19–21
operating crises, 15, 18–19
web-based attacks, 21–22

CCCCS (Crisis Communication
Command Center Staff), 89

CCCRO (Corporate Crisis
Communication Response Officer),
88–89, 338

Checklists for news conferences, 173
Chemical spills, 17
Chief executive officers (CEOs)

compliance practices, 280
data needed by, 41
information needed by, 41–42
inside mind of, 39–40
main tasks of, 40–41
perception issues, 41–42, 348
real-time responses, 42
responsibilities of, 91

Chief financial officers (CFOs),
responsibilities of, 91

Chief information officers (CIOs),
responsibilities of, 91

Chief operating officers (COOs),
compliance practices, 280

Citizen journalists, 203, 204, 210,
253, 336

Civil litigation, 291–92, 336
Coercive telephone calls, 11
Cold logic, 51–52
Color words, 162–63, 200, 336
Combination operating/non-operating

crises, 21
Command center approach, 109, 336

Commission, 10, 336
Commitment, 124, 320
Communications

with activists, 249–77. See also
Activists, coping with
leadership’s role in, 33–64. See also
Leadership building
litigation, 279–326. See also
Litigation and legal activities
media relations, 125–68. See also
Media relations
news conferences, 169–202. See
also News conferences
plans, 97–124. See also Crisis
communication plans
preparation of organizations, 
65–96. See also Preparation of
organizations
social media, 203–48. See also
Social media

Communications organizations, 87
Community core values

defined, 337
message development and, 118–19
news conferences and, 191
threat identification and, 72–73

Community involvement audits, 66–67,
337

Community relations, 18, 54, 56, 72,
84, 337. See also Community core
values
angry community response, 98
audience analysis, 74
communication with community
leaders, 85
community environment chart, 75
public forgiveness and, 123–24

Compassionate language
defined, 337
in litigation, 284
with media, 132
in news conferences, 190
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