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Internal Communications & crisis

A Organisational communications

A The rules for the organisation

A The rules for the people

A Example A sudden shock to the system
A Example Change in slow motion

A How people react and what you can do
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Two things to remember

1. Employees can make or break your reputation

2. The hardest work is done before and after the initial impact
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Organisational communications

A The primary role of organisational
communications is to support
business strategy

Emp'oyeeS’ A Organisational communications is:
T More than just internal
Partners I Understanding how people receive and

process information
I Recognising that these are -@oing

Suppliers : _
relationships
Joint Ventures i Not about selling to people
Industry / Govt
The Public
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Rules for the organisation

The rules for protecting your business reputation:

1. Ensure business continuity

2. Tell people what you know, when you know it

3.LF @2dz R2y QU (y2¢ GStt (UKSY @gKSyYy é2dz
4. Set up regular communications even if you might not have any news

5. Open lines of communication for individual concerns
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Rules for people

The rules for protecting your reputation with and through employees:

1. Check up on all your people, make sure they are well
i Can you reach everyone?

2. Offer them any security information they may need
I Do you have a secure push channel?

3. Urge people to check on their families, properties, etc.
I Do managers have the authority to make personnel decisions?

4. Provide insight on causes and possible outcomes
i Do you have an open relationship with authorities?

5. Start showing the way forward
I Can you explain the strategy and get people behind it?
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1) Sudden shock

A sudden, businesaltering event:
Fire

System failure

Product recall

Natural disasters

etc.

T To T To T
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How did it rate?

Business rules: People rules:

1. Ensure business continuity 1. Check up on all your people, make sure

they are well
2. Tell people_ what you know, when 2. Offer them any security information
you know it they may need

3. LT @2dz R2y Qi 1y26 U8t Yoenrpgel§tychegkpnihgir families,

properties, etc.

you do
o 4. Provide insight on causes and possible
4. Set up regular communications outcomes
even if you might not have any
NEWS 5. Start showing the way forward

5. Open lines of communication for
individual concerns
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What happened next...

Business:

1. The business carried on from other locations

2. ¢KS &adzRRSY RNRLI 2F Iff O2YYdzyAOlI GA2ya YSI
3. Little was learned from the experience

People:

1. The events were added to a long list of things that people saw as corporate failing

2. Attempts to get people talking about it were cut short

3. Employees saw no loyalty from the company to them... departures continued
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2) Slow motion change

A more gradual crisis change:
M&A

Credit crunch

Loss of patent

Recession

Sector shift

etc.
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