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ABSTRACT

Two questions face crisis planners. First, how can they best help a reluctant management be
ready to respond verbally as well as administratively and operationally? Second, once an
approach is suggested, how can management be assured that its participation will mitigate
potential reputational damage?

One technique involves effective, dramatic, participant-involving simulations. There are several
guidelines for developing excellent communication simulation experiences:

e Take a positive approach and deal only with the most serious scenarios.

e Avoid approaches that embarrass management and kill management participation and
interest.

e Use a dramatic story or problem that is both plausible and directly relevant to an
existing business issue.

e Set specific learning objectives.

e Provide specific instructions to participants for role-playing.

e Use a skilled facilitator.

e Establish positive goals for the exercise that demonstrate what participants do
correctly.

e Be prepared to provide participants with single-sheet scenarios containing action
checklists and outlines of their duties.

e Hold an interactive, verbal assessment session later the same day.

e Have only two or three specific, positive recommendations at that meeting.



One of the more interesting simulations The Lukaszewski Group uses, because it teaches so
many of the communication lessons corporations are concerned about today, is the Peppermill
Scenario. This simulation can be adapted to involve participants in public meetings; in solving
internal communications issues, media relations problems and issues, and litigation and legal
issues; in dealing with angry neighbors, competitors, and disgruntled employees; and in
resolving the chaos that crisis situations often generate.

The lessons this scenario teaches can be applied broadly across an organization to a variety of
potential threat circumstances. These lessons directly reflect the crucial appropriate behaviors
that should form the basis for crisis response. Somewhere, somehow, victim, community,
employee, and government questions will be answered, and quickly. When the organization is
not ready, responses will come from outsiders — often in ways that cannot be controlled and not
liked by management.

This monograph provides background on the Peppermill Company and the situation it is facing
along with confidential instructions for each of the players in the simulation.
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If this Abstract has been helpful and you wish to acquire the entire text, please visit
www.Amazon.com.
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