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Introduction
Dear Executive Team and Employees,

I would like to take this time to express my appreciation for all your hard work and dedication to TravelCenters of America. I hope you take this crisis communication plan seriously in the event that a salmonella outbreak occurs in the future. We, at TravelCenters of America, strive to keep our customers comfortable and maintain their health and well-being.  In the case of emergency, it is of the upmost importance that each employee understands how to respond. Our public relations team has worked diligently to create this crisis communication plan for future reference if any crisis should occur. It is your responsibility to know your duties and responsibilities in a case of emergency. This plan will lay out all the necessary procedures you will need to take to ensure a quick and successful outcome. Failure to follow this crisis communication plan will result in chaos and could be harmful to this company. By preparing for this crisis we are ensuring the safety and well-being of our customers and organization. 
Thank you for your time and devotion.

Sincerely, 

Jeffery King
Chairman and CEO, TravelCenters of America

Acknowledgements 
To Employees of TravelCenters of America,
It is essential that we work together as a team should a crisis occur. I cannot stress how important it is to for you to be prepared and know what your responsibilities are. If everyone is prepared, the plan will be carried out more smoothly and effectively. For this reason, I am requesting that after you read through this plan you sign and date this sheet acknowledging that you have read through this plan and understand your responsibilities during a crisis. Please turn this completed sheet into your supervisor as proof of your commitment to our goal by July 1, 2011. Rehearsal dates are stated in this plan and you will be notified of any changes between now and then. If you have any questions or concerns, please do not hesitate to ask your supervisor. 
Again, thank you for your cooperation and devotion to TravelCenters of America.

Sincerely,

 Jeffery King

Chairman and CEO, TravelCenters of America

I have thoroughly read the following crisis plan and acknowledge that I am able to fulfill my role should this plan be put into action:

______________________________



________________

Name (print)






Date

______________________________



_________________

Signature







Date

Rehearsal Dates
The crisis communication plan for a salmonella outbreak will be practiced every six months. The dates for the next five years are recorded below: 
2011:

Friday, March 4

Friday, September 9

2012: 

Friday, March 9

Friday, September 7

2013:

Friday, March 8

Friday, September 6

2014:

Friday, March 7

Friday, September 5

2015:

Friday, March 6

Friday, September 4

Purpose and Objective
Purpose:
· To be open and honest with the public, media, and stakeholders at all times. 

· To handle the crisis quickly and effectively to ensure minimal damage in hopes of returning the company to normalcy in a timely manner. 
Objective:

· To been seen by the public as a company that cares deeply about its customers and employees.
· To communicate effectively to internal and external publics.

· To ensure the public we are doing everything possible to ensure the safety and well-being of our customers.

· To learn from the crisis and take preventative measures to make sure this doesn’t happen again in the future. 

Key Publics
· TravelCenters of America Employees

· TravelCenters of America Customers

· Executive Team

· Corporate Managers

· Shareholders

· Financial Partners

· Community Leaders

· Government Officials

· Business Partners

· Suppliers

· Competitors

· Media

Notifying Publics 

It is important to alert key publics immediately when a crisis occurs. A leader in the time of a crisis must be sure to communicate early and often. Publics should be notified as soon as information is received about a salmonella outbreak. Updates should also be reported as frequently as possible. 
Procedure:

Internal Publics:

· Executive Team

· Corporate Managers

· Employees
· Shareholders

These internal publics should be the first to be notified in a case of emergency. There may be instances where certain publics are notified first, however, all other internal publics will be notified shortly after. It is important that these internal publics be notified first in order to maintain control over the crisis. An internal email should be sent out immediately after learning of the crisis. Frequent updates should follow the initial email with new and detailed information concerning the crisis. If email is unavailable, the CEO should be notified via telephone. After the CEO is notified, the executive team should be next and the following employees will be notified in preceding order. 

External Publics:
· Customers

· Financial Partners

· Business Partners

· Community Leaders

· Government officials

· Suppliers

· Competitors

· Media

The external publics should be notified through a press release or press conference as soon as possible. TravelCenters of America will also provide information and updates through the company website.
Crisis Communication Team
The following is a list of individuals who should be contacted immediately if a crisis should occur. The team consists of corporate officials. Jeffery King, CEO of TravelCenters of America should be contacted first. Following Mr. King, the following people should be contacted in the following order by the employee above them:
	
	Work Phone
	Cell Phone
	Home Phone
	Email

	Corporate Officials
	
	
	
	

	Jeffery King

Chairman & CEO
	250-555-0002
	250-555-0017
	250-555-0032
	Jking@tca.com 

	Alan Richardson

President
	250-555-0003
	250-555-0018
	250-555-0033
	arichardson@tca.com 

	Ross Geller

Executive VP of Marketing
	250-555-0004
	250-555-0019
	250-555-0034
	rgeller@tca.com 

	William Jarrett

Executive VP of Operations
	250-555-0005
	250-555-0020
	250-555-0035
	wjarrett@tca.com 

	Jessica Lynch

Executive VP & CFO
	250-555-0006
	250-555-0021
	250-555-0036
	jlynch@tca.com 

	Luke Tyson

Senior VP of HR
	250-555-0007
	250-555-0022
	250-555-0037
	ltyson@tca.com 

	Jonathon Choate

Senior VP of Corporate Development
	250-555-0008
	250-555-0023
	250-555-0038
	jchoate@tca.com 

	Lindsay Cooper

Senior VP of Sales
	250-555-0009
	250-555-0024
	250-555-0039
	lcooper@tca.com 

	Dale McDermott
	250-555-0010
	250-555-0025
	250-555-0040
	dmcdermott@tca.com 

	Judy Whitehead
	250-555-0011
	250-555-0026
	250-555-0041
	jwhitehead@tca.com 

	Public Relations
	
	
	
	

	Brooke Taylor

Director
	250-555-0012
	250-555-0027
	250-555-0042
	btaylor@tca.com 

	Thomas Higgins
	250-555-0013
	250-555-0028
	250-555-0043
	thiggins@tca.com 

	Luke Brendle
	250-555-0014
	250-555-0029
	250-555-0044
	lbrendle@tca.com 

	Christina Lutkus
	250-555-0015
	250-555-0030
	250-555-0045
	clutkus@tca.com 


Media Spokesperson 

In the case of a salmonella outbreak, the media spokesperson must be aware of the cause of the salmonella, important health information regarding salmonella, and procedures that TravelCenters of America will take to prevent the outbreak from reoccurring in the future. In the case of this emergency, President Alan Richardson will be spokesperson and representative visible for TravelCenters of America. He will be assisted by the Public Relations Team: Brooke Taylor (Director), Thomas Higgins, Luke Brendle, and Christina Lutkus. These officials should also contact medical professionals to receive information regarding salmonella. Spokesperson should have a professional demeanor, be straightforward to the media, and have an appearance that is empathetic and concerned.
Emergency Personnel and Local Officials

Below is a list of emergency personnel that should be contacted in the case of an emergency. Contact information for local officials will not be present in this list, however, Luke Brendle of the Public Relations Team will have all information needed concerning contacting local officials. 
Rachel Green
Food and Drug Administration

800 Independence Avenue, SW

Washington, DC 20591
Cell: 203-646-8263

Work: 203-646-8264

Home: 203-646-8265

Email: kingsg@fda.gov 

Tyler James

Center for Disease Control and Prevention

654 Southwest Blvd

Washington, DC 20591

Cell: 203-778-8266

Work: 203-778-8267

Home: 203-778-8268

Email: jamesth@cdc.gov 

Hilary Storm

Medical Professional

Georgetown University Hospital

3800 Reservior Road, NW

Washington, DC 20007

Cell: 203-998-0123
Work: 203-998-0124
Home: 203-998-0125
Email: stormh@gu.edu 
Key Media
Below is a list of our key media contacts. In an event of a crisis, they are to be invited to any press conferences and given any press releases. Listed are media outlets that can reach the public. 

Daniel Cloud

ABC News Program Manager

Cell: 588-783-6722

Work: 588-783-6723

Home: 588-783-6724

Email: dcloud@abc.com 

Jerry McGuire

CNN News Program Manager

Cell: 272-776-3746
Work: 272-776-3747
Home: 272-776-3748
Email: mcguirej@cnn.com 
Monica Geller
Fox News Program Manager

Cell: 667-727-8373

Work: 667-727-8374

Home: 667-727-8375

Email: fieldj@fox.com 

Jessica Gold

NBC News Program Manager

Cell: 543-726-7364
Work: 543-726-7367
Home: 543-726-7360
Email: goldj@nbc.com
Jeremy Bee

USA Today

Cell: 489-738-7262

Work: 489-738-7260

Home: 489-738-7261

Email: jbee@usatoday.com 

Tiffany Long

Washington Post

Cell: 201-636-8282

Work: 201-636-8283

Home: 201-636-8284

Email: longt@washingtonpost.com
Chandler Bing
New York Times

Cell: 535-838-0000

Work: 535-838-0001

Home: 535-838-0002

Email: derbyk@nyt.com 

Jackie O’Connell

Los Angeles Times

Cell: 282-097-8763
Work: 282-097-8764
Home: 282-097-8765
Email: oconnellj@latimes.com 
Crisis Communication Control Center
If a salmonella outbreak were to occur anywhere other than the Southwest region of the United States, than the headquarters will act as the crisis communication control center. All employees and crisis responders have key and are granted access to this building as necessary. 
Alternate Location:
In the event that the Richmond, Virginia headquarters building is inadequate during the crisis, the communications control center will be moved to the Washington, DC Conference Center. The contact information for the facilities manager the Conference Center is listed below. We have permission from the facilities manager to use this building during an emergency as long as necessary depending on prior reservations of space. In the event that the Conference Center is in use during the time of the crisis, the headquarters will be moved to the Ronald Regan Building and International Trade Center in Washington, DC. This building is located on Pennsylvania Avenue, Northwest. Contact information for this facility is listed below as well. These should be the only locations for headquarters during a time of crisis. 
Conference Center
Joseph Tribbiani (Facilities Manager)

Cell: 203-124-0098

Work: 203-124-0099

Home: 203-124-0090

Email: tribbianij@cc.gov 
Ronald Regan Building & International Trade Center

Hilary Cushman (Facilities Manager)

Cell: 203-124-0067

Work: 203-124-0068

Home: 203-124-0065

Email: cushmanh@rrit.gov 

Equipment and Supplies
In most cases, the headquarters for a crisis will be located in our Richmond, Virginia location. However, if it is deemed necessary that the headquarters location be moved to the Conference Center or the Ronald Regan and International Trade Center in Washington, DC, each location has been provided with a list of pre-gathered materials which will be needed. This list is provided below. Also below is a list of materials which crisis responders will need to collect and take to the assigned location. 
Pre-gathered Materials: 

· Computers

· Printers

· Bulletin boards

· Flip charts

· Dry erase boards

· Telephones

· Copy machines

· First aid kit

· Podium

· Chairs

· Microphone

· Extension cords & power packs

· Beverages and snacks

Materials brought by crisis team:

· Company letterhead
· Pens & pencils
· Telephone directories 
· Press kits
· Crisis communication plan
· Employee identification card
· Extra cell phones
· Dry erase markers
· Batteries
Pre-gathered Information
The following information will be pre-gathered and stored at all previous stated locations in a case of emergency. Crisis responders can refer to this information as needed. 
· Food Safety Inspection Reports

· TravelCenters of America Food Safety Procedures and Guideline handbook

· Annual reports from the last 10 years

· Maps and location information

· Business partners information

· Executive biographies  

· Company employee list

· TravelCenters of America fact sheet

Website and Related Links
TravelCenters of America’s, Phoebe Buffet, will be consistently updating the website with live information during a crisis. The link to the website, along with Buffet’s contact information is available below. 
www.travelcentersofamerica.com 
Phoebe Buffet

Cell: 884-828-4756

Work: 884-828-4757

Home: 884-828-4758

Email: buffet@tca.com 

Other Related Links:
Food and Drug Administration 
www.fda.gov 

Center for Disease Control and Prevention

www.cdc.gov 

Key Messages
When faced with tough questions, remember to stick with the key messages presented in the press briefing. It is possible to reply to a question without answering it. Key messages must be short, clear, and frequent throughout press briefings and Q&A sessions. They will reflect TravelCenters of America’s ideals and point of view on issues. Incorporating Apologia strategies into your key messages is a good way to make your messages more effective. Below are some examples:
Bolster: Reduce offensive by stressing good traits. For example: “TravelCenters of America is known around the country for assisting millions of travelers each year and providing them with comfort, excellent service, and a home away from home.”
Compensation: Reduce offensive by compensating affected victims. For example: “If any of our customers who have become victim to the salmonella outbreak should need to visit the hospital, TravelCenters of America will compensate them for their medical bill.”

Corrective Action: Plan to prevent the reoccurrence of the problem. For example: “TravelCenters of America is working with Taco Bell to prevent this from occurring in the future. We will apply any preventative measures to our other food providers to ensure this type of incident does not repeat itself.” 

Mortification: Always apologize for the incident. For example: “TravelCenters of America would like to send our deepest apologies to all of our customers for this unpleasant incident.” 
Trick Questions and Sample Responses

During a crisis, reported do their best to find glitches in the story they are being told. It is important to stick with the key messages and answer questions in a professional manner which does not allow you to lose credibility for yourself or TravelCenters of America. Below are some sample questions you may encounter by reporters. 
· “Are you planning on breaking business ties with Taco Bell because of this incident?”

· “No, we are taking this incident as a learning opportunity for both ourselves and Taco Bell. However, if this incident should occur in the future, we will have to reconsider our partnership with Taco Bell.”

· “You said you were going to set up a food inspection program, does this mean you haven’t been inspecting your food in the past?”

· “No, we have inspected our food in the past. However, because of this recent incident, we will be implementing a more detailed inspection program.”

· “What was the specific cause of the salmonella?”
· “As of right now, we are unaware of the specific cause of the salmonella. We are still under investigation and will alert the public of our findings when we find the cause.”

· “What do you plan to do from preventing this from reoccurring?”
· “As stated before, we are in the process of finding a solution to prevent this from occurring again. We are working with Taco Bell and our other food providers to ensure this incident doesn’t happen again.”

· “Was this an isolated incident with Taco Bell, or should your customers be worried they can contract the salmonella from your other fast food chains and restaurants?”

· “This was an isolated incident with Taco Bell. Our customers can be sure that this has been taken care of as well and all infected cheese has been removed from each location.”

Sample Press Briefing

Good afternoon everyone and thank you for coming today. My name is Emily Withers and I am the Director of Public Relations for TravelCenters of America. Over the course of three weeks, there have been twenty reported cases of salmonella outbreaks. These outbreaks have been traced back to the Taco Bell fast food chain which is offered to our travelers at many of our locations. Although TravelCenters of America offers Taco Bell at our locations throughout the country, the salmonella outbreaks have been linked to only five of our sites. These include the Richmond Travel Center in Virginia, the Manning Travel Center in South Carolina, the Knoxville West Travel Center in Tennessee, the Harborcreek Travel Center in Pennsylvania, and the Columbia Travel Center in New Jersey.  


As of now, the twenty reported outbreaks have been mild and have not required medical attention of any kind. However, if any of our customers who have become victim to the salmonella outbreak should need to visit the hospital, TravelCenters of America will compensate them for their medical bill. 


TravelCenters of America would like to send our deepest apologies to all of our customers for this unpleasant incident. We pride ourselves on providing our travelers with quality service and unfortunately we have not lived up to that expectation. We understand the uncertainty many of our customers are feeling about our service, however, we guarantee we are working with Taco Bell and our other food providers to make sure this never happens again. 


During our investigation with Taco Bell, we determined that the origin of the salmonella was from the cheese used in the five TravelCenters of America’s Taco Bell restaurants which we stated earlier. We have come to this conclusion by testing the shipments of cheese made to all of our Taco Bell locations and from there we were able to track the salmonella to these five, nearby sites. 


As you all may know, salmonella is a bacteria which can be found in foods such as meat, poultry, and dairy products. Most of the time salmonella can be killed with the use of heat. Unfortunately, these salmonella outbreaks were caused by cheese used in food items such as tacos, taco salads, etc which does not involve cooking the cheese. Because there was no heat brought to the cheese during the preparation of the meals, the salmonella was able to survive and infect our customers. 


TravelCenters of America is working with Taco Bell to prevent this from occurring in the future. We will apply any preventative measures to our other food providers to ensure this type of incident does not repeat itself. TravelCenters of America cares deeply about the well-being of our customers and will work diligently to make sure this does not happen again. 


TravelCenters of America is known around the country for assisting millions of travelers each year and providing them with comfort, excellent service, and a home away from home. We have demonstrated throughout the years that we put our customers first and although this unpleasant incident has caused some concern, we are sure that we can learn from this and progress as a corporation and as a comfortable rest place to our travelers. 


As stated before, if any of our customers require medical attention, we are more than willing to compensate our travelers for their medical bills. If this pertains to you, please call our toll free hotline at 1-800-445-7822 to speak with one of our representatives. 


Thank you again for coming today. At this time I will take any questions.
Prodromes 
Below is a list of preventable actions for possible crises. In an attempt to plan for all possible emergencies, we have tried to identify all possibilities. The following should occur on a regular basis to ensure that a salmonella outbreak does not occur. In addition, if any other warning signs should come up, they should be dealt with immediately. 

· The food inspection program should be implemented at every food provider TravelCenters of America provides.

· In addition to the regular food inspection program, there will be a detailed inspection of every food establishment every six months. 

· Managers will report to corporate once a month on any issues, questions, or concerns they may have of their place of work.

· Corporate will practice crisis management every six months.

· Bi-annual checks of food manufacturing equipment will take place. 

Evaluation Form

The following is an evaluation form to provide feedback about the efficiency of this crisis communication training guide. Please fill out this form and return to your supervisor. This will help us better prepare for future emergencies. Thank you for your feedback, we appreciate it. 

On a scale from 1 to 5, with 1 being very little and 5 being very much, please rank the following questions:

1. I understand my role as a TravelCenters of America employee if a crisis should occur. 

1
2
3
4
5
Comments: ​​_____________________________ 

2. I understand the chain of command and who I need to contact during a crisis.

1
2
3
4
5
Comments: ______________________________ 

3. I agree with the dates which were stated for the crisis communication rehearsal. 

1
2
3
4
5
Comments: ______________________________ 

4. If my contact information was present in this plan, it is accurate. 

1
2
3
4
5
Comments: ______________________________ 

5. I understand what materials are needed to be gathered in the event of a crisis. 

1
2
3
4
5
Comments: ______________________________

6. I understand key messages and am prepared to deliver them if necessary.
1
2
3
4
5
Comments: ______________________________ 

7. I understand my responsibility in notifying personnel if I notice any prodromes at any time. 

1
2
3
4
5
Comments: ______________________________ 

8. How comfortable are you with holding a press briefing?

1
2
3
4
5
Comments: ______________________________

9. How comfortable are you with the crisis communication plan as a whole? Please provide feedback.
1
2
3
4
5
Comments: ______________________________ 
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