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Can you prevent a crisis?

KNOW WHAT LANGUAGE TO USE AND AVOID DURING
DIFFICULT TIMES
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Ground Rules

e Please “Mute” your mic during the presentation
e I[f you have any questions/comments, please enter in the “Chat” box

 We may call out names for additional participation/interaction - you may
choose “Pass”



CommCore...at a glance
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35 years Experience in Crisis & Communications

- From Tylenol to COVID-19 helping organizations prepare for and mitigate crises

e Communications training to develop superior internal and external

communications skills

e Critical Audiences during Critical Times

e As Featured in The New York Times
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https://www.nytimes.com/2017/09/17/business/media/crisis-pr-simulation.html
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Your CommCore Crisis Experts

Andy Gilman, President & CEO

* Lawyer and former journalist at NPR

e Counseled Johnson & Johnson’s CEO during Tylenol 1 Crisis

* Testimony Prep for Lockheed-Martin after Space Shuttle Explosions

e Crisis Media Training for FBI after 9/11

e Government of Canada during SARS Outbreak

e Crisis Testimony and Media Prep for Federal Reserve Board officials during the banking crisis

Dale Weiss, SVP

* Former major market TV journalist

* Executive Producer of CommCore PressureTest ™Crisis Simulations

 Former VP Communications and Global Crisis leader for Galderma Skin Care

e Crisis Planning and Counsel for Johnson & Johnson Supply Chain

* Crisis Counsel for Herschend Theme Parks after fatal accident, Confederate flag controversy
e Crisis Communications Prep for NTSB investigators
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Ways to Reduce a Reputation Challenge

o Use common sense
o Count to 10 before hitting send or answering difficult questions

o Consult with a team



Intent vs. Impact
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New Orleans Saints Quarterback Comments

* Drew Brees received backlash for comments made
about “disrespecting the flag” during an interview with

Yahoo Finance when asked what he thought about
players kneeling

* Teammates and other athletes responded on social
media

*Brees issued a lengthy apology

e+ Watch Listen Fantasy

~ Standings Stats~ Draft  DepthCharts  Tickets Maore ~

Saints' Drew Brees draws backlash for
'disrespecting the flag' comment

LeBron James & @KingJames - Jun 3, 2020 ,
WOW MAN! B . Is it still surprising at this point. Sure isn't! You
literally still don't understand why Kap was kneeling on one knee??
Has absolute nothing to do with the disrespect of & and our

soldiers(men and women) who keep our land free. My father-in-law
was one of those

e Yahoo Finance @ @YahooFinance

Highlight: @readdanwrite asks @drewbrees what the star NFL

quarterback thinks about "players kneeling again when the NFL
season starts.”

@drewbrees: "l will never agree with anybody disrespecting the
flag of the United States of America or our country.”

Full exchange:

e .

FRANWORTH AIMS TO HELP

BRANDS SCALE BY FRANCHISING
- -
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Brees Addresses Comments

==y | am sick about the way my comments were perceived yesterday, but | take full

dre\;vbrees (]nb‘mg)mm Q Search AV @

I would like to apologize to my friends, teammates, the City of New Orleans, the
black community, NFL community and anyone | hurt with my comments yesterday.
In speaking with some of you, it breaks my heart to know the pain | have caused.
In an attempt to talk about respect, unity, and solidarity centered around the
American flag and the national anthem, | made comments that were insensitive and
completely missed the mark on the issues we are facing right now as a country.
They lacked awareness and any type of compassion or empathy. Instead, those
words have become divisive and hurtful and have misled people into believing that
somehow | am an enemy. This could not be further from the truth, and is not an
accurate reflection of my heart or my character.

This is where | stand:

drewbrees @ Step-by-step you will
see my heart for exactly what it is and
the way everyone around me sees it.

I'm sorry it has taken this long to act
and to participate in a meaningful way
but | am your ally in this fight.

4w

©)

e judyh0311 You have to STAND for
what you believe in. You don't
stand and then kneel to pressure.
Too bad you can't practice what
you preach and that includes all
of your follow up BS posts trying

+m et Al A cauaeA

Qv N

1,605,988 views
JUNE 4

| stand with the black community in the fight against systemic racial injustice and
police brutality and support the creation of real policy change that will make a
difference.

| condemn the years of oppression that have taken place throughout our black
communities and still exists today.

| acknowledge that we as Americans, including myself, have not done enough to
fight for that equality or to truly understand the struggles and plight of the black
community.

| recognize that | am part of the solution and can be a leader for the black
community in this movement.

1 will never know what it’s like to be a black man or raise black children in America
but I will work every day to put myself in those shoes and fight for what is right.

| have ALWAYS been an ally, never an enemy. o
Add a comment...

responsibility and accountability. | recognize that | should do less talking and more
listening...and when the black community is talking about their pain, we all need to https: //www.instagram.com/p/CBCIliGneKI/?utm source=ig embed&utm c
listen. - - = : - :

For that, | am very sorry and | ask your forgiveness. ampaign=embed video watch again

view all 89,051 comments



https://www.instagram.com/p/CBCIljGngKI/?utm_source=ig_embed&utm_campaign=embed_video_watch_again
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Evolving Language

e Twitter coding engineers change “Master & Slave” to “Leader & Follower”

* Google Chrome open source change: “blacklist” and “whitelist” to “blocklist”
and “allowlist”

e Unilever and other beauty products companies remove the words “fair;”
“whitening” and “lightening” in its skincare products

« HUL brands in India change beauty brand “Fair and Lovely” to “Glow and
Lovely”
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How You Get In Trouble

e Introduce the negatives

e Repeat the negatives

e Speculating

e Going beyond your expertise
* Not declining an interview

e Not preparing and rehearsing
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Words matter
when you're
public facing
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Recent Examples - #1 CrossFit

Institute for Health Metrics and Evaluation @IHME_UW - Jun 7 v

* Founder and Former ol g P e i
Read our director's statement: healthdata.org/about/racism-p...
CEO Greg Glassman
S e nt i n ap p rO p ri ate RACISM Is A Glassman was reported to have said, among other things:
+ “Can you tell me why I should mourn for (Floyd)? Other than that it’s the white thing
tweet PUBLIC HEALTH ISSUE.

= (Chicago Tribune

to do — other than that, give me another reason.”

+ “I doubt very much that they’re mourning for Floyd. I don’t think that there’s a general
mourning for Floyd in any community.”

+ “Killing George was wrong ... Burning the town down was wrong, killing the Black cop
was wrong, and the Black-on-Black murder every weekend in every one of our cities is

O 850 11 490 O 17K A

 Also made racist
a tragedy.”
remarks O n a Z O O m g I(:‘I:ELE?:;?‘E‘E"Q @CrossFitCEO - Jun7 « That the officer charged with killing Flovd likely did so because of an alleged criminal

conspiracy at the nightelub where they had both worked: “It's very interesting

P ) ™ . , :
C ll b f r ki n Q) 39K T K U 43K l that George gets popped with counterfeits, and who comes but the head of security
a e O e a g , Greg Glassman @ from the dance club? Watch: This thing’s going to turn into first-degree murder. That's
@CrossFitCEO what it’s going to turn into. And it's going to be because I'm predicting this. We have
twitte r p O St friends in the FBI in your neighborhood, and they're of the view that this was first-
degree murder and it was to silence him over the counterfeit money. That's the belief.

That’s what the cops think.”
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CrossFit Headlines & Partnerships

FBRTUNE RANKINGS ~  MAGAZINE  NEWSLETTERS  VIDED  PODCASTS  COMFEREWCES  COVID-18 SEARCH SIGHIN m
SPORTS « CROSS

Why CrossFit devotees leaving the brand
The fall of CrossFit founder behind is such a big deal

alld CEO Greg GlaSSIIlaIl, From gym owners to big-name athletes, CrossFit acolytes are breaking
. : ties over the brand's response to Black Lives Matter.
who resigned after racist vt S| bR R
remarks
£ W [ cusn
su ort The Guardian Searchjobs @ Signin O, Search US edition -
- Th = « osshies P

Mvadable for everyone, funded by readers a L
Guardian

— e Gltms [Lfestle i Gyms and brands are canceling partnerships with CrossFit

after its CEO tweeted an insensitive comment about George
Floyd

Sheshy Ciment M o

US Elections 2020 World Emvironment Soccer U5 Politics Business Tach Science

IS ey CrossFit CEO Greg Glassman resigns
after offensive George Floyd and
coronavirus tweets

= Ihi Tri - ONLY $%¢ FOR 10 WEEKS
= (Chicago Tribune ‘ (Y searcn Sobserlbe nov
Coronavirus in llinois | 3-year-old girl shot in the University of Wisconsin 1 Fox Mews' £d Henry fired

updates: Here's what's e wdls  cnestin West Englewoed, N students call fer remaoval of after sexual miscanduct

happening Wednesday wit.. apparently in retaliation f... = Abraham Lincoln statue o... 'l_..__ allegation

[ susimess |
CrossFit CEO’s George Floyd tweet raised eyebrows. He’s now out after
a Zoom call full of conspiracy theories and more Floyd comments.

By MATT OTT
E e ieh sRrss Um0 sean ATt Eu vy B ~

NEWS SECTIONS - TRAIL FEATURES PODCAST SUBSCRIBE

CrossFit loses support after CEO’s racist
comments

Since Saturday's tweet from CEO Greg Glassman, Reebok has left CrossFit
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The Apology

BUSINESS
ASTOMPANY
L]
"I, CrossFit HQ, and the CrossFit community will not stand for CrOSSFlt CE O Greg G l a Ssm a n
racism. I made a mistake by the words I chose yesterday. My heart is a p 0 l Ogi Zes fOl‘ . FLOYD w 1 9 ’
deeply saddened by the pain it has caused. It was a mistake, not

facit bt a istake,” Glassman s tweel after getling dumped by
Reebok

He continued: "Floyd is a hero in the black community and not just
a victim. I should have been sensitive to that and wasn't. I apologize
for that. I was trying to stick it to the @ITHME _UW for their
invalidated models resulting in needless, economy-wrecking, life-
wrecking lockdown, and when I saw they were announcing
modeling a solution to our racial crisis, I was incredulous, angry,
and overly emotional. Involving George Floyd's name in that effort

was wrong.

"It's our hope that his murder catalyzes real change resulting in a
level playing field for our black brothers and sisters. Please hear me

when I say, we stand by our community to fight for justice. I care
about you, our community, and I am here for you."
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CrossFit Moves On

e Glassman forced to resign as CEO
nstagram h YV e C

'I'l;n stepping down as CEO of CrossFit, Inc., and | have @ crossfit @ g linkin bio for full

¢ L O St C O rp O rate S p O n S O rS hip S S u Ch decided to retire. On Saturday | created a rift in the 5[.a1emem'

CrossFit community and unintentionally hurt many of its
members. Since | founded CrossFit 20 years ago, it has

a S Re eb O k, al O ng With gym an d become the world's largest network of gyms. All are

aligned in offering an elegant solution to the vexing
problem of chronic disease. Creating CrossFit and

b ra n d affi l i ate re l ati O n S supporting its affiliates and legions of professional trainers

has been a labor of love,

Those who know me know that my sole issue is the chronic

® S O l d C O mp any tO E ri C RO Za, Own e r disease epidemic. | know that CrossFit is the solution to

this epidemic and that CrossFit HQ and its staff serve as
the stewards of CrossFit affiliates worldwide. | cannot let

Of C rO S S Fit S an ita S gym my behavior stand in the way of HQ's or affiliates’ missions.

They are too important to jeopardize.
— Greg Glassman

(VA

20,560 likes



Discussion
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Recent Examples - #2 TikTok Harvard Grad

NEW YORK POST

 Deloitte analyst & Harvard graduate
posted an “analogous joke” video in

relations to #BlackLivesMatter and e _ 60Go0o
) ] _ Harvard grad Claira Janover says
#AllLivesMatter to social media she’s lost Deloitte job over

TikTok_‘stab threat’

platform TikTok

 She threatened to “stab” anyone who
told her “All Lives Matter

e Janover was fired by Deloitte from
her dream job



Discussion
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Recent Examples - #3 Mike Gundy’s Shirt

e Oklahoma State head football R T 5
coach wore a OAN Shirt while the ‘ "”‘ffeG””d”Tt_ﬁ“” it ng sl
country was in the middle of mramus: O il 1Y =
#BlackLiveMatter movement

* OAN is an independently owned { I. ‘
far-right cable news channel | -

Q) 54K 11 42K Q 97K i

Show this thread
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Media Headlines

$85ar ChaminatheGame . Yourlnbur?fapproves A to2of mammer st
@ i0M SCORES SCHEDU STANDINGS RANKINGS === PLAY WATCH PODCASTS
- - '
Oklahoma State coach Mike Gundy calls himself a '"dumbass
Oklahoma State RB (_‘:huba Hubbard for wearing OAN T-shirt
angered by coach Mike Gundy's OAN
shirt Gundy wasn't kind to himself or OAN as the Cowboys try to move in a positive direction after the controversy
Jacob Unruh The Cklahoman
Published 2.25 pom. ET Jun. 15, 2020 | Updated 12:00 a.m. ET Jun. 1§, 2020
0O v =
ESrii+ Watch Listen Fantasy s
Transfer Tracker  Recruiting  Bowl Results  Rankings~  More ~
fLos Angeles Times o

- : . Oklahoma State's Mike Gundy ‘'making
Oklahoma State coach Mike Gundy’s OAN T~ some changes' after players speak out

shirt spurs outrage from star players about OAN shirt
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Gundy Apologizes

€= Tweet

"..I sincerely hope the Oklahoma e S s TSR 6 T ¥
State family, near and far, will
accept my humble apology as we
move forward."

QO 185K 11 59K Q 93k T

https://twitter.com/CoachGundy/status/1273002885283020809



https://twitter.com/CoachGundy/status/1273002885283020809

Discussion
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Recent Examples - #4 Brevard County, FL

e Sheriff’s Deputy made
inappropriate posts under the
Florida Fraternal Order of Police
(FOP) chapter Facebook page

* He was suspended and later
resigned

 Embarrassment for department,
FOP and county

Sherifl suspends Florida police group head over posts relating to use of foroe accusations acr. svec mas - ¥y = L]

Sheriff suspends Florida police group head
over posts relating to use of force

accusations across U.S.
“I'm embarrassed by it. 'm infuriated by it, and I'm having it investigated,” the Brevard County
sheriff said of the posts by the local Fraternal Order of Police president.

s Brevard County F.O.P.
&~ Yesterdayat11:23PM-Q

Minneapolis officers... we WILL NOT disband
our LE agencies or give in... we are hiring in
Florida. Lower taxes, no spineless leadership,
conflicting orders or dumb mayors rambling
on at press conferences... Plus... we got your
back! #lawandorderFlorida

#movetowhereyouare @

#

@00 584 643 Comments @ ~
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Sheriff Deputy Apologizes

 Lt. Robert Gamin’s personnel file also
revealed “previous forms of corrective
BERT GAMIN action for statements or comments

FRATERNAL ORDER OF POLICE

This weekend, | made a that were outside the scope of his

posting on social media

B - tasteand duties and were specific to either

did not reflect the sentiment

that | was trying to convey,

BOF that of the FOP. union or political-related activities
and views."

e Internal affairs investigation is
ongoing
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Other Examples?
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Example of a Long Count

CANADA.CA/CORONAVIRUS
B  CANADACA/LE-CORONAVIRUS

Canadian Prime Minister Justin Trudeau



How You Get In & Out of Trouble
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e Introduce the negatives

e Repeat the negatives

e Speculating

e Going beyond your expertise
* Not declining an interview

e Not preparing and rehearsing

o Use common sense
c Countto 10

o Include your team
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Never Repeat The Negative

S

DALLAS, TX

KTV

|

— ?1
HEWS JREWE DECONTAMINATION PRI

APARTMENT OOF IND PATIFNT RFING CIFANED NOW
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Texas Health Presbyterian Hospital

Executive Defends Dallas Hospital: No
‘Systematic, Institutional Failure’

by Evan McMurry | 9:27 am, October 15th, 2014 178 |

[ X

Dr. Daniel Warga, chief clinical officer for Texas
Health Resources, defended Texas Health
Presbyterian Hospital at a press conference
Wednesday moming after news that a second
health worker had contracted ebola from patient
Thomas Eric Duncan, who passed away last week.
The second case intensified criticism of the
hospital, especially after a statement from a nurses
association accusing the hospital of lacking proper
protocols.

PRESS CONFERENCE UNDERWAY OVER EBOLA CONCERNS

“We're a hospital that serves this community
incredibly well and we hawve for nearly a half century,” Vargas said. "We're a hospital that may have done
some things different with the benefit of what we know today. But make no mistake, no one wants to get
this right more than our hospital, the first to diagnose and treat this insidious disease that has now
attacked of two our own.”

One reporter asked whether the second case represented a “systematic, institutional problem” at the
hospital.

“Ldontibinkwe Dave a sysiemafic insiitutional problem ” Vargas said. “The case of this patient here

again shows that the ability to intake those folks, get them into isolation and manage them has been very
effective. But we're looking at every element of our personal protective equipment and infection control
inside the hospitals.”
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Contact Us

Thank You!

agilman@commecoreconsulting.com
dweiss@commcoreconsulting.com

1660 L St. NW, Suite 204
Washington, DC 20036

(202) 659-4177

www.commcoreconsulting.com
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