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Introduction

Dear Stakeholders and Respected Employees,

Here at Nordstrom, Inc. we pride ourselves on providing excellent customer service to our 
loyal customers.  Our company has been leading the way in superior employee satisfaction 
for years and intends to keep it that way.  It is my most sincere hope that our organization 
does not have to face any kind of crisis, yet unfortunately, crises are inevitable.  Most 
companies experience a crisis at least once or sometimes numerous times during the term of 
the company.  Sometimes they are predictable crises and sometimes they can be prevented 
before they occur.  Reputation, business, accreditation, and accountability are all at stake 
when a company endures a crisis.  It is very important to always have a plan and execute 
the crisis plan as best as possible.  

That being said, it is important for every employee to acknowledge and understand this 
Crisis Communication Plan as an important and serious part of their duties here at 
Nordstrom, Inc.  Our company must be as prepared as possible for any type of occurrence 
and so will enact this Crisis Plan in times of emergency.  Thank you for your consideration 
and understanding.

Sincerely,

Blake W. Nordstrom
CEO of Nordstrom, Inc. 
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Employee Acknowledgement

Dear Valued Employees,

As employees of Nordstrom, Inc. we all have a duty to uphold the name of our organization 
to our very best ability.  In doing so, every employee must familiarize themselves with any 
crisis that might befall the company as well as the Crisis Plans we have in place for those 
particular situations.  Every employee is invested in the well-being of our company and we 
are sincerely happy to be among the few companies about whom our employees sing high 
praises.  Even at the lowest levels, each of our employees must be prepared to face any 
crisis, in the event that they might be called upon to lead our organization to success.  

Please read and thoroughly familiarize yourself with this crisis plan.  By signing the below 
agreement, you are acknowledging consent with everything in this plan and enacting a 
promise to do everything you can to help the company.  

Thank you for your commitment.

Sincerely,

Blake W. Nordstrom
CEO of Nordstrom, Inc.

I have read and understand the above statement.

___________________________ __________________________
Print Name Signature and Date Signed
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Rehearsal Dates

It is vital to the well-being of Nordstrom that this Crisis Plan is enacted and carried out in 
practice at least once per year.  Our Crisis Plan was created to ensure complete preparation 
in the face of any crisis.  However, without the help and advice from our devoted 
employees, the Crisis Plan is unsuccessful.  Every plan is feasible on paper, but without 
practice, we would have no way of knowing that it works.  

The rehearsal for the Crisis Plan will take place every year on the third Thursday in March.  
We ask that every employee make note of this date and plan on being at work that day to 
guarantee that we are all familiar with the plan, should we actually need it in a real life 
situation.  
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Purposes and Objectives

The purpose of this crisis plan is to give an outline of what all individuals should do in times 
of crisis. This crisis plan will not answer all questions and will not specifically tell all 
individuals what to do in times of a crisis, but it will outline the basic tasks and options that 
everyone should do.  

A crisis is any situation that threatens the integrity or reputation of your company, usually 
brought on by unfavorable or negative attention by the media. These situations can be any 
kind of legal dispute, theft, accident, fire, flood or manmade disaster that could be 
threatening to your company. It can also be a situation where in the eyes of the media or 
general public your company did not react to one of the above situations in the appropriate 
manner. This definition is not all encompassing but rather is designed to give you an idea 
for the types of situations where you may need to follow this plan. If this crisis plan is done
correctly the situation may be minimized. 

One thing to remember in all aspects of a crisis is to tell the truth, tell it early, and tell it 
often.  If all of these steps have been taken then you may begin to minimize the crisis at 
hand.  When a situation arises that may be a crisis the first thing you should do is contact 
the CEO of the company and the chief of your public relations department.  They will be 
the ones to implement the crisis plan first.  The sooner you get those two organizations 
involved the sooner you can implement this plan.
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Contacting Key Publics

In the event of a crisis, there are certain key people who must be contacted and informed of 
the situation our organization faces.  These people are vital to a successful Crisis Plan.  

Internal Key Publics

 Employees of Nordstrom and Nordstrom Rack
 Corporate Managers 
 Public Relations Managers for Nordstrom, Inc.
 Board of Directors
 Stockholders
 Financial Partners

External Key Publics

 News Media
 Customers of Nordstrom and/or Nordstrom Rack
 Competitor Stores
 Union Leaders
 Community Leaders
 Government Officials
 Sponsored Brands

Notification Procedures

Addressing key publics is an issue that must be dealt with on an individual basis.  
What will work in terms of contacting one key public may not necessarily work for another.  
Smaller groups of stakeholders, such as PR Managers, Board of Directors, and shareholders 
should each be contacted by phone individually.  Due to the large numbers of people we 
employ, phone contact is not necessarily possible for all of them.  Therefore, a mass e-mail 
specific to the particular crisis we face will be created and sent out to ensure that each 
employee is notified at the same time.  The last thing we would want in terms of this crisis is 
for the employees to find out after the media tells the public.  We want to be sure that the 
employees are notified and have any questions they may have addressed and answered to 
the best of our ability.  
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The News Media is a vital tool to addressing the rest of our external key publics 
about any crisis we may face.  A sample press briefing that may be tailored to specific crises 
is included in our Crisis Communication Plan.  The customers of Nordstrom will be 
addressed through any press briefing we choose to hold, but it is of high importance that a 
press briefing occurs as soon as possible following a crisis.  The crisis team will decide if and 
when the time comes how to contact all other key publics and other figures.  
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Crisis Team

Board of Directors

Blake W. Nordstrom
CEO of Nordstrom, Inc.
bwnordstrom@nordstrom.com
Cell: 206-555-5600
Work: 206-555-5601
Home: 206-555-5602

Kevin T. Knight
Executive VP of Nordstrom, Inc.
ktknight@nordstrom.com
Cell: 206-555-5603
Work: 206-555-5604
Home: 206-555-5605

Erik B. Nordstrom
President of Stores
ebnordstrom@nordstrom.com
Cell: 206-555-5606
Work: 206-555-5607
Home: 206-555-5608

Peter E. Nordstrom
President of Merchandising
penordstrom@nordstrom.com
Cell: 206-555-5609
Work: 206-555-5610
Home: 206-555-5611

Corporate Officers

Enrique Hernandez Rick, Jr. 
Chairman of the Board
ehrick@nordstrom.com
Cell: 206-555-5612
Work: 206-555-5613
Home: 206-555-5614
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Phyllis J. Campbell
Chief Executive Officer
pjcampbell@nordstrom.com
Cell: 206-555-5615
Work: 206-555-6516
Home: 206-555-6517

Robert G. Miller
Chief Executive Officer of Public Affairs
rgmiller@nordstrom.com
Cell: 206-555-6518
Work: 206-555-6519
Home: 206-555-6520

Phillip G. Satre
Chief Officer of Communications
pgsatre@nordstrom.com
Cell: 615-555-6521
Work: 615-555-6522
Home: 615-555-6523

The Crisis Team is first on the contact list in the event of any emergency or crisis 
within or concerning the organization.  The team consists of Nordstrom’s current CEO, 
members of the Board of Directors, and Corporate Officers for Nordstrom, Inc.  Any 
decisions that need to be made about declaring a crisis or how to enact the Crisis 
Communication Plan will be made by members of the crisis team.  All members of the team 
must be sure that everyone else on the team has full knowledge of the impending crisis and 
each member is responsible for keeping themselves and others up-to-date on the situation as 
it unfolds.  Above is a list of all contact information for individual members.  It is not 
necessarily the order in which people should be contacted, however.  
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Spokespeople for Related Organizations

The following is a list of the designated spokesperson for related organizations.  In 
individual cases, these people may need to be contacted.  Contact with these spokespeople is 
at the discretion of the Crisis Communication Team.  

William T. Dillard, II
Chairman of the Board, Dillard’s, Inc.
Phone: 501-376-5200
Fax: 501-376-5917

Stephen F. Bollenbach
Chairman of the Board, Macy’s, Inc.
Phone: 513-579-7000
Fax: 513-579-7555

Tony Spring
President, Bloomingdale’s, Inc.
Phone: 513-579-7000
Fax: 513-579-7555

Thomas M. Belk, Jr.
Chairman and Chief Executive Officer, Belk, Inc.
Phone: 704-357-1000
Fax: 704-357-3278
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Emergency Personnel

The emergency personnel list is a group that should be contacted in the event of a natural 
disaster or other such crisis or event.  Since Nordstrom has stores across the country, the 
contact information changes by location.  However, this the contact information for those 
emergency personnel closest to our headquarters in Washington.  

Pete Minden
Director of Information Security 
Phone: 206-555-1000

John Diaz
Interim Chief of Police for Seattle, Washington
Phone: 206-625-5011

Gregory Dean
Chief of Fire Department for Seattle, Washington
Phone: 206-386-1400
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Key Media

The media play an important role in contacting the public.  In the event of an emergency, 
these key figures are to be contacted in order to alert the public of any crises.

Gerald Marzorati
New York Times, Editor
gerald.marzorati@nyt.com
516.235.6485

Cecilia Venezuela
Washington Post, Editor
cecilia.venezuela@washingtonpost.com
703.545.3296

Donald Post
CNN News Brief
donald.post@cnn.com
545.254.1234

James Garrison
NBC Press Briefing Officer
james.garrison@nbc.com
283-459-4539
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Crisis Communication Center

Should a crisis occur, the Crisis Communication Center for Nordstrom, Inc. is located in 
Seattle, Washington.  All or most of the information about a crisis will be come from our 
corporate headquarters.  The address and contact information for this location is as follows:

1700 Seventh Avenue, Suite 300
Seattle, WA 98101

Officers of our corporate offices can be contacted by calling either the hotline at 1-888-282-
6060 or directly to the offices at 206-312-4651.
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Key Messages

Our trained Public Relations directors have put together a list of key messages for 
addressing the public and any of our stakeholders in the time of a crisis.  During a press 
briefing, the press corps are always going to ask tricky questions and it is important not to 
ignore these inquiries.  However, it is important to note that questions can always be 
answered without directly addressing the issue at hand.  Several different techniques can be 
utilized during press briefings when dealing with members of the press.  Every member of 
our Crisis Communication Team are well-trained in these techniques but it is still of utmost 
importance for all other employees to be aware of them as well.  

Apologia Strategies

 Bolster: Stress what the company has done well.  
“Nordstrom has a history of selling quality products as well as a good reputation for excellent 
customer service.”

 Corrective Action: Say what we will do correctly in the future; under-promise, over-
deliver.
“We can say with certainty that the corrective actions we will take will not allow this situation 
to happen again in the future.”

 Mortification: Apologize and take responsibility.
“We would like to take full responsibility for the events that have taken place and apologize for 
those this situation has affected.”

 Compensation: Reimburse victims (if financially viable).
“The employees who were affected will continue to receive the healthcare benefits they were 
given when they were first hired for 6 months or until they have found new jobs.”

 Justification: What we did was part of a greater good.  Stress how we have turned a 
crisis into opportunity.
“Though employees will be taking pay cuts, we are able to employ many new people and 
therefore adding on to our Nordstrom family.”

Effective Leadership in Time of Crisis

 Make sure that all employees and company leaders are willing to learn from the 
crisis. 



15 Nordstrom, Inc. 
Crisis Communication Plan

 Follow the crisis plan.

 Be open and honest with the development of the crisis. 

 Work to maintain the company’s reputation.

Effective Crisis Management Lessons
 Tell the truth about the crisis early on. 

 Decide what is going to be said to the public before it is said. 

 Always follow the crisis plan. 

 Give the public very practical statements. 
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Sample Press Briefing

Good afternoon, ladies and gentlemen of the press. I’m Raquel Garza, Director of Public 

Relations at Nordstrom and I’d like to thank you all for coming here today, especially when we 

should all be out celebrating the holiday. I am here to talk to you about Nordstrom’s recent 

activities and I will open the floor to a brief question and answer period directly following my 

statement.

On Monday April 19th, 2010, Nordstrom companies declared bankruptcy effective 

immediately. First and foremost, we would like to send out our most sincere apologies to our 

employees, stockholders, and loyal customers, as well as any one else affected by this situation. The 

community of shareholders at our company is of utmost importance to us here at Nordstrom and we 

are doing everything we can to make this as easy of a transition as possible. We have been fortunate 

enough to already have a bidder, who would currently like to remain anonymous and who is willing 

to buy our company with minimal changes to our business practices. This bidder has agreed to keep 

many of our stores open throughout the country, but unfortunately due to the magnitude of the 

situation, some of our stores will need to be closed until we recover.

We at Nordstrom never anticipated such an occurrence, but would like to stress our 

preparation in the face of this event. Though we were forced to declare bankruptcy, we have already 

and early on begun to make the decisions that will ultimately help us to pull through it. With the 

help of our shareholders and, of course, the media, we can make this experience a positive one. As 

with any crisis, we are grateful for the learning opportunity that allows us to grow to be a better 

organization.

Nordstrom is involved in many goodwill opportunities such as the Nordstrom Scholarship 

Program. Since 1993, Nordstrom has been awarding college scholarships to high school students 

across the country and we fully intend to continue these efforts for as long as possible following this 

crisis. The Nordstrom Company is committed to making the community a better place through its 

scholarship program, community giving, support of nonprofit organizations, support of the United 
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Way, and development of communities in overseas countries. We have created programs that 

benefit and ensure the hard work of its recipients and we will continue our efforts, despite the 

setbacks we face today. Scholarships and other programs already in place will continue with the 

support of our generous shareholders who are as dedicated to helping the community as we are.

Our first plan of action is to close the newly opened Nordstrom Racks across the country.

As of right now, we are fortunate enough to be able to keep most other Nordstrom stores open and 

fully functioning. Unfortunately, this still means that many of our valued employees will be let go, 

but we do plan to form committees dedicated to finding those misplaced employees new jobs. 

Former employees who are interested can apply for a position effective immediately on committees 

to help their colleagues to find new jobs. This will greatly reduce the number of laid off employees.

In addition, we are letting these employees go with the full promise of re-employment once our 

bidder feels the company is financially stable enough to begin re-opening lost stores.   

Our second plan of action is directly to our loyal customers. In terms of our existing 

customers, we are committed to serving you and we will continue to honor any gift cards or 

certificates bought before our bankruptcy. Nordstrom will continue to provide its customers with 

exceptional service and great products as we always have and we look forward to continuing our 

relationship with our shareholders in the future. Another press briefing will take place tomorrow at 

5pm, but for now, I open the floor to any questions from the press.
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Warning Signs

There will always be warning signs in the event of any crisis or emergency.  Although these 
are not always acknowledges by organizations undergoing such events, we would like our 
employees to be aware of them.  Should an employee become aware of any of these warning 
signs (podromes), we ask them to contact someone on the Board of Directors immediately.  
At the employee’s direction, Nordstrom, Inc. will keep the name of the employee
confidential as well as any sources of this information.  Any and all warning signs should be 
taken seriously in order to successfully avert any crises.

 Financial updates sent to all Directors bi-annually.

 Employee satisfaction checked and noted bi-annually.

 Crisis planning classes taken by all in Board of Directors every three years.

 Crisis Communication Plan enacted in a practice drill once a year.

 All emergency equipment checked regularly by Fire and Police Departments. 

 Customer satisfaction surveys sent out after every purchase (when e-mail is provided 
by customer at time of purchase).  
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Evaluation Form

Nordstrom, Inc. is dedicated to serving our employees to our fullest potential.  As such, we 
would like the extend an invitation to evaluate our Crisis Communication Plan.  Any 
suggestions will be given to the Crisis Communication Team for assessment when they meet 
at their annual meeting.  We greatly appreciate your involvement in this review.

On a scale of 1 to 5 (1 being agree completely and 5 being disagree completely), please rate 
the following statements:

1. I understand my roles in preventing and handling crises. 1 2 3 4 5
Comments: 
______________________________________________________________________________

2. I agree with dates proposed for bi-annual crisis communication rehearsal. 1 2 3 4 5 
Comments: 
______________________________________________________________________________

3. To my knowledge, the contact information I provided in this plan is up-to-date. Yes No 
Comments: 
______________________________________________________________________________

4. I understand key messages and I am capable of delivering one if necessary. 1 2 3 4 5 
Comments: 
______________________________________________________________________________

5. I understand myself responsible for notifying someone of possible warning signs. 1 2 3 4 5 
Comments: 
______________________________________________________________________________

6. I am comfortable with giving a press briefing. 1 2 3 4 5
Comments: 
______________________________________________________________________________

7. Please provide any additional feedback you feel necessary about the proposed Crisis 
Communication Plan currently in place for Nordstrom, Inc.
______________________________________________________________________________


