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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:

QUESTION 1

I. Why is effective crisis management important in an organization
        Effective crisis management is important for an organization because it protects the company, their reputation and at times can salvage their very existence. It also helps handle threats, incorporates emergency response, disaster recovery and contingency communication. A crisis management plan is also essential in the sense that insures the viability of the organization. 


II. Eight different types of crisis
1. Natural- for example the Asian tsunami which affected nations, governments, corporations, businesses and the lives and social infrastructure of millions.
2. Technological
3. Confrontation- shell oil whose petrol stations suffered a consumer boycott after the company wanted to sink an oil platform in the north sea- the Brent-spar
4. Malevolence- product tempering by private citizen, like the Tylenol case detailed later, or direct actions by animal right campaigners such as placing bombs under the cars of executives
5. Skewed management values- Barings  bank went out of business after managers were accused of turning a blind eye to a rogue trader who did hid details of his massive financial losses in the current market
6. Deception- includes deceiving employees about the amount of money in pension funds after it has been used by executives to support the business
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7. Management misconduct- involves the illegal and un ethical practices rife in the senior management of practice
8. Business and economic 

III. Discuss the importance of communication
       Mishandling crisis communication can make the whole situation very much worse. If the messaging is wrong or the organization appears to be in chaos; this looks bad on the organization and makes another negative story for the media. But there is evidence that good communication in a crisis situation can support or increase a company’s reputation. The way an organization communicates during a crisis can make the difference between the crisis escalating out of control and it being a minor setback. It is important to gain control of communication in a crisis by being proactive. It there is a public interest in your crisis you need to make sure you feed the appetite for the news to avoid the media from writing stories of their own. The aim of successful crisis communication is to show that the organization is going about its normal work, controlling the crisis and retaining the support of the people who matter most 

IV. The possible cause of a crisis
· Lack of motivation to the workers- them being a company’s best asset when effectively motivated are able to keep up with organizational work if not it all ends up in a strike or go slow
· Disaffected employees or former employees taking some form of a revenge can trigger a crisis
· Lack of communication and internal conflicts among workers

V. What is crisis audit about?
     
    This is an audit that assesses the current vulnerabilities and strength of the company or organization. It researches key areas such as operations, marketing, employee relations safety experts, environmental experts, government and legal. It is responsible for asking tough questions to determine the most likely scenario that could happen, asses how well prepared the company is to del with it and whether it has all the necessary resources. The audit results can be used to identify which stakeholders would be affected and help management build scenarios to train a key crisis team with the techniques of effective crisis management. The assessment helps build a comprehensive system for managing crisis communication.


VI. Model for communication during crisis management.
· Concern- it is a simple human emotion. The organization’s spokesperson needs to show true concern about what happened and for the people affected now and in the future
· Clarity-organization needs to talk with clarity starting from the early hours of 
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The crisis. They need to have very clear message
· Control- when talking to the media, the spokesperson must take control of the messages, the situation, the environment and the venue
· Confidence- the spokesperson must get the key messages across with confidence, but without appearing complacent or arrogance.
· Competence-they must also demonstrate competence and reflect how, as the representative of the organization, they will handle the crisis.

QUESTION 2

Key steps involved in crisis management

1) Define the real problem-this is the most critical aspect of effective public relations crisis management. Define both the short-term and long-term problems.
2) Centralize or at least control/ Information flow: this applies to terms of information both coming in and going out. If there is a multi-country issue, have one central place as the focus.
3) Isolate a crisis team from daily business concerns: while managing a crisis, the day job has to be put on hold. 
4) Assume a worst-case planning position: Ensure the crisis team thinks about the worst-case scenario in term of what could happen to the brand and to the organization
5) Do not fully depend on one individual: the person managing the crisis must depend on the whole team for information, but never rely on information from just one individual.
6) Always resist the combative: do not go in battle with the media, NGOs competitors or supplier. An organization must demonstrate it is in control during the crisis. The outcome of being combative could well destroy the brand reputation.
7) Understand why the media are their: the media searching for a good story. They need focus, a cause and effect-something that their audience will relate to. A firm can assert the facts as it sees them and defuse an on-the-face-of-it story.
8) Remember all constituents(stakeholders): it is not just the media that need fast and relevant responses during a crisis. The crisis plan has to take all stakeholders into consideration
9) Recognize the value of short-term( sacrifice) this might involve the recalling the product or dismissing the person responsible for causing the problem.

CASE STUDY.

What strategies would you adopt to keep up PEC’s image clear?
i. Cary out an audit-the first step in preparation is to conduct an audit that assesses the current vulnerabilities and strength of the organisation
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Company or organization. It will research the key areas ,such as marketing and operations
· Adopt the model of communication during crisis
· Crisis manual
· Crisis simulation and training.


ii. List the target audience
· The media
· Stakeholders
· The public
· Members of the organization

iii. Results you expect of the crisis management activity

POSITIVE.

· They would have learned how to deal with a crisis
· Helps handle threats
· Gain support from its stakeholders
· Expect crisis leadership competency




NEGATIVE-Failure to handle the crisis can lead to
· Serious harm to stakeholders
· Likely to cause major disaster
· Some stakeholders will withdraw while others would have lost confidence


                 BIBLIOGRAPHY
· Frank jefkin fundamentals of public relation
· Brentwood lecture notes unit 11 crisis public relations management
· Www. Institute for public relations. Org
· https://www.shrm.org




Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Lillian k susubeli
	Date
	[bookmark: _GoBack]29/05/15




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




