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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Please insert your completed assignment ( in word format)  here:
1. 

I. Effective crisis management is important to an organization because it protects companies, their reputation and existence in the market.


II. Lerbinger categorized eight types of crisis that are attributed to management failures and environmental forces. These are;

Natural. For example; the 25 April 2015 earth quake in Nepal which claimed thousands of lives and collapse of infrastructure.

Technological. The 08 march 2014 disappearance of Malaysia air craft, that last made contact with flight control less than an hour after take-off leaves the public with a lot of speculations.

Confrontation. For example, top Russian director raised a ban on Hollywood movies screening, until United States of America lifts sanctions off Russia for annexing Crimea from Ukraine.

Malevolence. The recent German Wing air craft that exploded on the French Alps left speculations of a bad hearted pilot alongside other conspiracies.


Skewed management values. For example, in the recent NHS checks, research reveals that there was an unacceptable performance of hospitals that is purely due to poor management.

Deception. For example, faking of emission tests by Volkswagen is affecting its reputation and market alongside their competitors.

Management misconduct. For example, Volkswagen car company admitting to falsifying emission test between 2009 and 2015.

Business and economics. For example, the massive use of internet today may cause a crisis if used wrongly or sharing inappropriate information.


III. Communication during a crisis upholds and boosts the company’s reputation.

Effective communication during a crisis increases the audience’s trust in the company.

Due to effective communication, the increased trust by the audience will strengthen the company’s customer base.

IV. Ingested products. For example; food, oral pharmaceuticals.

Linkage of confidential information to the non-intended public.

Company employee dissatisfactions, especially due to lack of communication will cause speculations and insecurities.

Availing incorrect research information to the media.

V. A crisis audit is an official examination and verification of the current vulnerabilities and strengths of an organization.

VI. Concern. The organization’s spokesperson has to show concern of the situation and those affected in due course.

Clarity. The organization should ensure prompt and clear communication to the public from the early hours of the crisis.

Control. The spokesperson must take control of the message, environment and venue when talking to the media. 

Confidence. The spokesperson must communicate key messages with confidence but not appearing arrogant.

Competence. The spokesperson must demonstrate competence and show how the organization will handle the crisis.

2.  Crisis audit. Examines the current vulnerabilities and strengths of an organization.

Crisis manual. This contains a simple system of rapid communications and basic messages.

Crisis simulation and training. This integrates spokesperson skill and crisis plan tests, and examines communication tools to find weak spots.


CASE STUDY

1) Initial crisis assessment. This will help me as a public relations person to identify the risk level of the crisis.

External communication strategy. Crisis management at local level with supervision and keeping the media informed.

Internal communication strategy. This would help review the post crisis environment.


2) The media.

Workers.

Neighborhood and the general public.


3) Definition of both the short term and long term problem to ensure brand recovery from both market shares and reputation.

Control of the flow of information. All spokespersons should be trained to communicate the same message with language sensitivity.

Isolation of a crisis team from business concerns. This allows enough time and sanity to deal with the problem.

Assume a worst case planning position, in terms of what would happen to the brand. This therefore requires brainstorming and getting more input of a variety of sources.

Fully depending on a team and not a single individual for information on which to base judgements.

Resisting the combative instinct. Not to go to war with the media and other competitors.

Understanding the relevance of the media in information dissemination.

Keeping all stake holders informed during crisis management.

Containing the problem, by reducing its geographical location to local level.

Sacrifice. As a public relations person, I would ensure the dismissal of the person responsible for causing the problem.
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