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	Please insert your completed assignment (in word format) here:
1. Give short answers for the following questions: 
i. What is Issues Management?
Issues management, as a function of modern organization management, is generally considered to have its origin in the mid-1970s, in part a response to growing consumer involvement and anti-business repercussions (Heath 2002).  "Issues management" has been defined in diverse manners. Heath suggests that issues management is an analytical tool with a strategic reaction that allows an organization to adjust "to achieve harmony and foster mutual interests" with the broader community (Heath 1997). Other theorists have described issues management as a process in which organizations attempt to control and identify or change elements in the public environment, whether they are political, social, or have the potential to influence the corporate environment (Gaunt & Ollenburger, 1995; Wartick &Rude, 1986). Bowen (2000) has proposed that issues management is a management function.  It strategically brings into line businesses with its surrounding environment, "allowing continued survival and development allowing a mutually beneficial relationship with members of that environment."(Bowen 2000)
There are other processes such as risk management, crisis management, image, and reputation management also has overlapping concepts which cloud over the definition and meaning toward issues management. Primary objectives initiated by institutions maintain the public trust of high importance. Even more so when there are potential risks of threats (Regester & Larkin 1997; Hutton etal 2001). (Chase, 1984), defined issues management with the principal features including the identification and analysis of issues, planning for change, and a program of action, followed by the evaluation of results. The key issue of effective issues management is that it facilitates an organisation to maintain or enhance its relationship with its stakeholders by complementing their interests with that of the organisation (Lerbinger, 1997). Issues management is a management function "whose goal is to preserve markets, reduce risk, create opportunities and manage image as an organizational asset for the benefit of both an organization and its primary shareholders" (Tucker etal 1993).
The likelihood for an issue to arise occurs when there is a gap between the expectations of publics and the practice of organizations (Tucker etal 1993). Many definitions overtly define an issue by what it is not, but by possibly becoming the impending crisis (Kasunic, 1998). There are shared aims between the ways organizations manage crises and issues. Crisis management usually has reactive tendencies, while issues management relies on the concept that issues can be predicted and a program of action undertaken to lessen their effects. By identifying and largely addressing issues before they enter the public domain, the organization eliminates the possibility of outrage, and therefore of crisis (Gaunt & Ollenburger,1995).
The issues management process is frequently described as a progressive cycle. Identifying issues is the first step and most important stage. This is the key stage, where the organisation identifies an occasion or situation that has a possible threat or risk that may require intervention (Grunig & Repper, 1992). Effectively identifying a developing issue requires "coorientation" between the organisation's viewpoint and that of its stakeholders. According to Heath, it is "an expression of how the leaders of an organization and members of stakeholder groups hold the same opinions on key points and know what each other believes" (Heath, 1997). Furthermore, an issue tends to be shaped by the biases, perceptions, misconceptions, and beliefs of respective groups, not by the disagreements over data or facts. 
There are many models of issues management, of which assert that strategic issue identification takes place at the top of an organization, by senior executives and communications managers (Dutton & Duncan, 1987). The construction of open communication networks and the release of information regarding the organization's environment that is already available through the collaboration of the organization with its stakeholders will facilitate to ensure an effective issues management process (Stoffels, 1994). Accordingly to Griffin (2014) successful issues management must be included into the organisation as part of the management structure and expected discipline. This should also be separate from other disciplines including communications and public relations (Palese & Crane, 2002).

ii. What are the four functions of issues management as identified by Heath?
Issues Management is the process of identifying and resolving issues in a project or an organisation.
Heath has four functions of issues management
• anticipate and analyse issues
• develop organisational positions on issues
• categorize key publics whose support is vital to the public policy issue
• Identify desired behaviours of key publics.
Palese and Crane (2002) recommend a four-stage model of issue identification, analysis, strategy, and measurement. On another note, Regester and Larkin (2005) recommend a seven-step process including monitoring, identification, prioritisation, analysis, strategy decision, implementation, and evaluation processes.
There are numerous models of the issues management, and most identify the process being between five and ten steps. There are three major categories: (1) issue identification and analysis, (2) strategic decision-making and action, and (3) evaluation. Practitioners have tended to focus most efforts on the first two categories of issue identification & analysis and strategic decision-making and action.
Steps in issue identification and analysis include glancing over and monitoring. At the strategic decision-making process, an appointed issue action team analyses the issues and priorities in greater detail. This team should include people who are empathetic to the issue and best equipped to direct and implement the organisation's response. During this stage, this team allocates resources to a current issue and initiates the inquiry of various strategic options–including issue communication. Finally, the decisions enacted are evaluated. The process requires the ongoing collaboration of key internal stakeholders, facilitated by frequent interaction and cooperation.
Using an Issue Management Process, an organisation can identify and resolve issues quickly, before they have an undesirable impact.
Whether an organisation experiences staffing, supplier, equipment or other issues, following an issues management process will guide an organisation through the steps towards resolution.
To summarise the key points an issue management process will help an organisation to:
Identify and record issues clearly
Use Issue Forms to document issues properly
Determine the impact of each issue
Prioritise issues and report on their current status
Review all issues and decide on a course of action
Take the steps needed to resolve issues as quickly as possible
By identifying and resolving issues as quickly as possible, in general, will directly affect the success of teams within an organisation. An issue management process will help an organisation achieve this, by describing the steps taken to resolve issues swiftly and efficiently.Catherine Richardson
1427
Diploma in Public Relations
Issue Management & Public Affairs
Assessment 10
Page 2
Catherine Richardson
1427
Diploma in Public Relations
Issue Management & Public Affairs
Assessment 10
Page 3
Catherine Richardson
1427
Diploma in Public Relations
Issue Management & Public Affairs
Assessment 10
Page 4

iii. Define the term ‘tipping point.' 
The tipping point is the precarious position in a changing situation that proceeds to a new and irreparable development. The said term originated in the field of epidemiology describing when an infectious disease reaches a situation beyond any local ability to control it from spreading more widely. A tipping point is often considered to be a turning point.
According to Gladwell (2000), the tipping point is about social epidemics and those curtain circumstances, involving particular people, messages and contexts bring about social change that has a real impact. Gladwell shares three rules of social epidemics: 
1. The Law of the Few – there needs to be a variety of a particular type of person (Connectors – individuals who know and can influence a lot of different people from various social circles, persons who hold valuable information and intelligence on certain subjects and individuals who have the ability to sell messages for a social epidemic to occur
2.The Stickiness Factor – the type of message is also critical. If it does not ‘stick' or adhere with the people by means of influence, it will not have any long-term impact.
3.The Power of Context –The context of the situation is key to ensure that the message is understood in a manner reflecting the above factors. Catherine Richardson
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The term tipping point within the social sphere is used in many areas. This term can apply to social phenomena, demographics, and almost any change that may lead to added consequences. Marketers see it as a threshold, once reached, may result in additional sales. The tipping point is simply an addition or increment might not seem extraordinary, but unexpectedly can amount to a little additional change that may lead to a big effect. In the butterfly effect of chaos theory (Lorenz, 1963), for example, the small flap of the butterfly's wings that in time leads to unexpected and unpredictable results could be considered a tipping point. However, more often, the effects of reaching a tipping point are more immediately evident. A tipping point may simply occur because a critical mass has been reached. 
iv. Outline the roles and responsibilities of an issues manager.
The issues manager has five roles to play which are as follows:
· Strategic Analyst
· Tactical programmer
· Facilitator of opinion
· Advocate of facts
· Counsellor on strategy issuesCatherine Richardson
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According to Dutton & Ottensmeyer (1987), suggests that an issues manager focuses on the set of organizational procedures, routines, personnel and issue of an organisation. A strategic issue is one that forces an organisation to deal with these factors because there is "a conflict between stakeholder groups over procedural or substantive matters relating to the distribution of positions or resources (Cobb & Elder, 1972).
Issue management is the process of categorising and solving issues. Issues that are identified as complications with suppliers, employees, technical failure, and resources are highly likely to have negative consequences on a project within a business. If the issue goes unresolved, there is a risk of creating unnecessary conflicts, delays, or even failure to produce deliverables.
One of the fundamental challenges of issues management is to solve the problem swiftly and proceed with the project in hand with as little impact as possible (Ashley & Morrison 1995). 
Issues management also allows time to reflect and evaluate the challenges so that this experience can be used for future risks.  Some issues may occur again, so by documenting the processes to resolve such issues, it becomes easier to forecast patterns to manage the risk.  (Larkin, 2003).
An issues management process gives an organisation a robust way of identifying and documenting issues and problems that occur during a project (Palese & Crane, 2002). The process also makes it easier to evaluate these issues, assess their impact, and decide on a plan for resolution (Scott & Walsham, 2005). This organised approach to managing issues provides many valuable insights that can be used to refine and improve future project results.
Issues managers, besides their various roles stated above, need to consider the moral and ethical environment which shape public opinions because it forms part of the context for undertaking advocacy duties and have a bearing on the kind of impact an issue will have and how it will be managed. The issue manager makes these assessments to help him/her provide excellent counsel to his employers. Apart from the public moral and ethical considerations, the issue manager also needs to take into account his/her own moral and ethical code or personal views when choosing which company to work for and consider the location of the company as well. Any strategy adopted by the issue manager should not be in conflict with their personal values.Catherine Richardson
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v. Define the term ‘Public sphere.'
According to Habermas (1962) "We call events and occasions 'public' when they are open to all, in contrast to closed or exclusive affairs."
According to Arendt (1958), the public sphere is, therefore "the common world" that "gathers us together and yet prevents our falling over each other."
Habermas defines the term public sphere as a "society engaged in critical public debate" (Habermas, 1962). Within the public sphere, public opinion is formed, and all citizens within that sphere have access to the public domain. (Habermas, 1989).
The public sphere is considered as a virtual community which does not necessarily exist in any obvious place. In its ideal entity, the public sphere is "made up of private people gathered together as a public and articulating the needs of society with the state" (Habermas, 1962). The public sphere creates opinions and behaviours which assert or challenge. According to Rutherford (1981), the public sphere is the foundation of public opinion needed to "legitimate authority in any functioning democracy". 
A public sphere began to emerge in the 18th Century through the emergence of coffee houses, societies, voluntary associations, and the growth of the press and media. In their efforts to discipline the state, parliament and other agencies of representative government sought to manage this public sphere for their benefits. In the ideal situation, and according to Habermas, the success of the public sphere depends on: 
the amount of access, the level of autonomy of citizens free of coercion, the rejection of social and professional hierarchy, the rule of law, and the quality of participation. 
For Habermas, the public sphere is a successful entity when all participants are deemed as equal to communicate accordingly. With the evolution of technology, large private interests, and political gain, the press and media used the public sphere to generate public opinion to refashion any concepts of those leading political factors and the messages of those in authority. It is through the misuse of the public sphere that propaganda was used to shape and display a staged opinion to the public with the notion to persuade the public to that particular opinion (Ellul, 1962).
"Propaganda is needed in the exercise of power for the simple reason that the masses have come to participate in political affairs." 
Marcuse (2000) suggests that the style of address by the actors in the public sphere use their authority of assertiveness to create public opinion in a manner that the receiver is unable to refuse such messages. He states further that the messages of authority are hypnotic enough to persuade public opinion. 
Based on the theorists above, the techniques of advertising and publicity have occupied and tainted the public sphere.  Rutherford concludes that the public sphere remains as a position for the creation of public opinion. The public sphere is a contested showground to manufacture moral concepts, power tactics depending on the wealth of institutions with money, high regard and forms of power. The mass media have the dual role to source the news and to roll out the information through a suitable or an engaging vehicle of communication. Rutherford (2000) suggests that the public sphere is a collection of systems with authority debilitating the individual within the public.
The public sphere has an element of democracy (Arnold, 2008). The public sphere helps to develop and articulate public will which is crucial for progressive development. 
The public sphere is a space constituted between the state and the private sphere of citizens, households, and private corporations. In general, it is a communicative infrastructure. This allows the free exchange of information, ideas and allows for deliberation on issues of public concern. The public sphere forms public will and the projection of public will to official authorities. Authorities are accountable for their actions through communication networks of the public sphere. The public sphere could be perceived as if it were a free marketplace of ideas. The goods of the public sphere are ideas, and the currency is public opinion (World Bank Blog, June 2016). 
Two-way communications between citizens and public officials create the public sphere. Therefore, media systems need to be impartial to encourage the flow of communication from both parties. Catherine Richardson
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vi. Define the term, ‘Public Affairs.'
Public Affairs is used to categorise and describe an organisation's relationship with its stakeholders. These are individuals or groups with an interest in the organisation's matters, such as politicians, civil servants, customers, local communities, clients, shareholders, trade associations, business groups, charities, unions and the media.
Public Affairs addresses issues that affect people or are issues acsending from the relationship of the public to an organization such as a government body or a financial institution.
Public affairs practitioners involve stakeholders in a manner to explain organisational policies and public policy issues, assisting policy creators and legislators in amending or laying down better policy and legislation (McKie, 2013). They provide statistical and factual information and lobby on issues that could impact upon the organisation's capacity to function successfully.
"Lobbying serves a significant function in politics – by putting forward the perspectives of stakeholders to policy creators, with the hope that it aids the development of better legislation" - Introducing a Statutory Register of Lobbyists, Consultation Paper, January 2012.
Public Affairs combines the communications with government relations, media communications, issues management, corporate social responsibility and strategic communications advice (Lerbinger, 2006). Practitioners within this field aim to sway public policy, build a reputation and maintain strong relationships with stakeholders.
Public Affairs also has some associations with public relations, press and media relations and crisis communications. 
Jessen (2000) generalises the concept of public affairs as any communication between and organisational entity and its stakeholders. This would include public relations with the media, lobbying with the local councils and government. Public affairs also consider customer relations in business organisations and the reactions towards unfavorable circumstances such as crisis communications (Morrison, 2015). 
With any public affairs practice, there are strategies, tactics, and tools to implement a plan for the corporate reputation through relationship building. 
A strategy determines where the business currently is, and the vision of the future and what actions are required to get there.   A smaller enterprise may decide to use a public relations strategy to intensify its visibility within the business community and prospective clients.
Unlike strategies, tactics are oriented to time and action. They are the methods used to implement the strategy in a timely manner. The tactics assign precise actions to specific people with the emphasis to accomplish the actions by a certain deadline.
The tools for a public affairs strategy to improve public relations include tools such as press releases and a media list. The aim is to cover information regarding new products or information which is of interest to its stakeholders. 
Public affairs are communication between an organisation and its stakeholders.  Using the correct strategy unique to the targeted stakeholders ensures that the right information is shared in the context to guide and inform according to the intended correct manner. 
The goal is to establish relationships with the parties concerned to achieve sustainable long-term growth and profitability (Lerbinger, 2006).Catherine Richardson
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2. Discuss the role and responsibilities of an issue manager in an industry.
Issues Management involves identifying problems, issues, and trends relevant to an organisation (Griffin, 2014) followed by developing and implementing a program to deal with them (Regester, 2005). Areas covered are matters of concern to an organisation, in particular, public policy scenarios and its stakeholders (Jaques, 2014).
Specifically for an Issues Manager, they need to establish a framework to reassure their publics that any risks are noted and addressed. The key notion is building trust and confidence by assuring people that the raised concerns are not a concern. Some corporate organisations use the term solutions focus. They identify an issue that may have a negative effect and focus on finding a solution (Winbolt, 1989). 
Their roles within Issues Management include:
Strategic Analyst to create action plans by researching and analyzing trends. They would also deliver a plan presenting ideas for improvement and resolution.
Tactical programming required the issues manager to programme or design tactics which towards the overall strategy. In other words, tactics are the plans, tasks, and procedures that are required. Their perspective is on a macro scale as supposed to strategies having a broader perspective. In military terms, a strategy would be the overall planning about where to send the troops to win the war; tactics are ensuring that the soldiers run in a zig-zag pattern to reduce the chance of being shot. 
Issue managers are also expected to facilitate opinions by managing the process of information that is exchanged. The facilitator’s main concern “is to address the journey, rather that the destination” (Bacal, 2015).The aim of facilitators is to remain impartial to the subject matter however to encourage the way a decision is made and what decision is made. 
Advocacy skills are also required in an Issues management role. Depending on the issue, the Issues Manager would be expected to collect all information and facts about to that issue. From these facts, one should aim to have specific goals to achieve, in this case, resolution of the issue and to identify people or tasks required to achieve these goals. Most advocacy roles require effective communication skills and assertiveness to deliver and keep track of the aims of resolution. 
As with the concept of advocacy, counseling strategic issues is another role expected from a issues manager. The approach is for the issues manager to deal quickly with highlighted problems, identify the solutions and to set and agree on the interventions and goals that suit the organisation by meeting their needs (Abrahams, 2012). This counseling role also intertwines and compliments the facilitating role. 
The underlining factors affecting the effectiveness of an issues management not only focuses on the roles and responsibilities of the occupation and expectations of the issues management position. Strong considerations are taken by the moral and ethical situations regarding the space and time of the public sphere. The public opinions during that particular time frame affective the issue at large will have an impact on the overall strategy and tactics. The Issues manager would use their wider perspective to manage and counsel organisations to ensure that stakeholders need to be kept rightfully informed. Their perspective on morality and ethics needs to mirror the organisations’ perspective. Objectivity, however, impartial it may be will have an impact on the outcome of the issue. As an example, nurses have a code of conduct to provide professional and dignified nursing care to those that require and, those that are in their care. In theory, we are told that this quality and professionalism does not discriminate. The following sets the scene of a real life situation during my nursing experience. Two patients both requiring the same surgical intervention and aftercare. One is a lawyer and other is a convict with a history of manslaughter. The two items that separate them are restraints on the convict and a curtain on the ward (the NHS sees busy times, and there are no empty side rooms!). After identifying all the risks in a risk assessment, the professionalism and delivery of care should be no different. Depending on our experiences our morality and ethics drivers our behaviours. An Issues Manager is expected to both self-awareness to deliver impartial and objective advice as well as pin-point and interpret the strategies and tactics required by the organisation and their stakeholders.Catherine Richardson
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