
Industrial Products Inc.  
Crisis Communications Plan 

 

Problem 

The imminent cleaning operations for recently discovered polychlorinated biphenyls 

(PCBs) in the forming and finishing lagoon will be highly visible, which is likely to cause 

employees, community, media and local governments to fear health risks due to contamination. 

 

Situation Analysis 

While working on the plans for Industrial Products Inc. plant expansion, company 

officials discovered that the 37,000 square foot lagoon on the property was polluted with 

polychlorinated biphenyls (PCBs). The discovery of the hazardous material will unfortunately 

postpone the plans for expansion; however, it is vital that the pollutants be removed immediately 

in order to avoid potential concerns from employees, community members, government officials 

and local media outlets.  

 In order to minimize the delay of the plant expansion project, Industrial Products Inc. has 

enlisted the services of BBEO Remediation and Construction Company to conduct the 

decontamination process. The cleanup is set to begin on May 15, and is expected to take six to 

eight weeks and will be monitored by the state Department of Environmental Resources. The 

decontamination will begin with the removal of the lagoon water, which will be tested, treated 

and discharged into a nearby connecting stream. At that point, the lagoon sediment will be 

excavated and tested, then sealed in hazardous waste containers and disposed of properly. After 

the pollutant removal process, the lagoon will be restored and used as a storm water retention 



basin. The area surrounding the lagoon will remain closed off for public safety. Those involved 

in the decontamination process will be required to wear proper safety equipment. 

It is believed that a significant concentration of PCB’s entered the lagoon as a result of 

old forming operations back in the 1960’s and 1970’s when its waters were mixed with a 

petroleum-based lubricant to assist in the cooling of metals. Since the lagoon has been closed off 

for the past 14 years, there is no immediate danger for further contamination. However, 

employees and community members could begin to worry because the lagoon is currently used 

as firewater for the sprinkler system and also for the discharge of cooling waters from the current 

forming operations. In addition, long-time employees who remember using the facilities around 

the lagoon could worry about potential contamination. Fortunately, the PCBs are embedded in 

the sediment, which makes airborne transfer impossible. 

 PCBs were first developed in 1929. They were primarily used as electrical insulation 

fluids, fire-resistant heat transfer and hydraulic fluids, lubricants and as components in 

elastomers, adhesives, paints, pigments and waxes. PCBs were very attractive in industrial use 

because they are non-volatile, non-flammable, chemically stable and good electrical insulations. 

However, in 1976 Congress enacted the Toxic Substance Control Act, which required the 

Environmental Protection Agency (EPA) to establish rules regarding PCBs. In 1979 the EPA 

published the PCB ban rule that prohibited the manufacturing, processing, distribution in 

commerce and use of PCBs except in totally enclosed manners. 

 Although health risks due to the PCBs are highly unlikely, distress could arise because of 

the symptoms associated with the chemical compounds. PCBs can affect the body if inhaled, 

swallowed or there is contact with the eyes or skin. They can cause irritation of the eyes, nose 

and throat, as well as an acne-like rash. PCBs can also cause liver disorders that could result in 



side effects like fatigue, dark urine and jaundice. In order to avoid the possibility of widespread 

fear, Industrial Products Inc. must assure its publics that the situation is under control and will 

cause no harm to anyone. 

 The news of the contaminated lagoon poses a potential threat to the organization because 

it is a cause for concern for many people. Unless a strategic and efficient communication plan is 

developed, company employees, community members, city officials and media representatives 

could cause a panic, hurting the reputation of Industrial Products Inc., thus further postponing 

plant expansion. The organization, while taking full responsibility for fast and safe 

decontamination, must also assure everyone that their safety is its number one priority and that 

they are in no danger. By implementing a strategic communications plan the organization can 

keep everyone calm and informed of the situation. In addition, proper actions must be developed 

to inform city officials. The relationship with the Douglas city government is not as strong as one 

would like, so a plan is needed to foster a stronger relationship, as well as to assist them in the 

numerous questions they may receive from the media and community. 

 In order to avoid any public misconceptions, a communication plan will attempt to 

disarm concerns and avoid negative light on the organization. By taking responsibility, moving 

quickly and informing affected publics, Industrial Products Inc. can strengthen its relationships 

and continue to contribute positively to the city of Douglas. 

Target Publics 

 Employees: 

The employees of Industrial Products, Inc. are vital to the success of the company. They 

will remember company picnics near the lagoon and will likely worry about health risks 

if we do not provide them with accurate information about the nature of PCBs and our 



plan to decontaminate the lagoon. Safe, happy employees are more productive.  In 

addition, informed employees are more likely to be loyal in their representation of the 

company to other community members.  

 

Douglas City Community: 

Douglas community members are an essential audience. They will hear about the incident 

and will witness the cleaning process. It is important to inform and educate them about 

the issue. Douglas residents will likely be worried about the health effects associated with 

PCBs, so they need to get precise, timely and accurate information about the substance 

and its risks. 

 

Douglas City and county officials: 

Community officials in Douglas County are an important group of people to reach out to 

because they are often questioned first by local media outlets. Through talking to the 

community officials we can better educate them on what is actually going on, and make 

sure that the information that they tell the media is accurate. Also will avoid the backlash 

that community members may have if our community officials were not up-to-date on the 

situation at the lagoon. 

 

Local Media Outlets: 

The local media outlets in Douglas City are pivotal to communicating with other target 

publics. Through the local media outlets, Industrial Products Inc. can relay information 

about the current situation, as well as, connect with other targeted publics. In addition, the 



local media’s knowledge of the situation is non-existent. Therefore targeting the local 

media allows Industrial Products Inc. to ensure that they receive correct and adequate 

information in order to avoid potential negative implications. 

 

Goal 

Our goal is to reassure the stakeholders of Industrial Products, Inc. that the PCBs in the 

lagoon are removed responsibly and that they pose no health concerns.  

 

Communications Objectives 

Objective 1 

To reassure all employees that the PCB situation does not pose any health risks to them 

by the end of May 2, 2011. 

Strategy 1  

Reassure all working Industrial Products employees of the lack of associated 

health risks with the PCBs in the lagoon through normal shift-start safety 

meetings. 

Tactics: 

1.1 Shift managers will read the company memo regarding the PCBs to   

employees informing them of the situation and assuring them of their 

safety. 

 



1.2 Shift supervisors will ensure each employee receives a copy of the memo, 

and reiterate Industrial Products’ open door policy to talk with 

management about their concerns. 

Evaluation:  

Success in achieving this objective will be determined by completing a 

survey by May 20, 2011 to see whether Industrial Products employees are 

worried about a possible health threat posed by the presence of PCBs in 

the lagoon. 

Objective 2 

 To advise our city officials of the lagoon crisis situation by May 3, 2011. 

Strategy 2 

Communicate with the local government about the problems and plan details, and 

answer questions and concerns that they have. 

  Tactics 

  2.1 Letter to the editor of the Douglas Daily news. 

 

2.2 Arrange informal meeting on May 3 with Mayor and other city officials to 

inform them of our situation and plans to remediate it.  

 

Evaluation: 

Success in achieving this objective will be determined by the city officials 

and public completing a survey by May 20, 2011 see if the communication 

and information that they got was accurate and timely. 



Objective 3 

 To provide the local media outlets with adequate information so they can accurately 

report on the contaminated lagoon situation. 

 

Strategy 3 

Work with Industrial Products Inc. executives to construct a statement that 

includes a clear, accurate and detailed description of the lagoon situation, which informs 

the media of the responsibility and actions taken to ensure an efficient and effective 

solution. By developing a universal statement, Industrial Products Inc. can ensure that all 

local media outlets receive the same information in order to avoid media misconceptions. 

 

Tactics 

3.1   Send out a press release to local media outlets on May 3, 2011, briefing 

them on the lagoon contamination situation and informing them of the 

press conference Industrial Products Inc. will hold on May 5, 2011 at 

10:00 am at the plant headquarters. 

 

3.2 Hold a press conference on May 5, 2011 at 10:00 am at the Industrial 

Products Inc. headquarters where company executives will deliver a 

statement of responsibility, inform of the decontamination plan details, 

and provide particulars on the safety precautions being taken. In addition, 

field questions from the media that reassure everything is under control 

and no danger is imminent.  



 

Evaluation: 

 Success in achieving this objective will be determined by the number of 

media officials that attend the press conference and the amount of 

adequate and correct coverage that Industrial Products Inc. receives.  

 

Objective 4 

To assure Douglas community members, by May 10, 2011, that PCBs in the lagoon are 

not a health threat. 

Strategy 4 

Keep communication channels open with community members and provide a safe 

space for questions. Share detailed information about the lagoon’s decontamination and 

assure community members of their safety. 

Tactics 

4.1  Invite community members to attend the press conference on May 5, 

2011. 

4.2 Invite health representatives to the conference to answer questions related 

to PCBs’ health risks. 

4.3 Run a series of PSAs to inform community members that their health is 

not at risk and that the company is taking adequate measures to clean-up 

the lagoon. 

4.4 Create a FAQ and post it on the company’s website. Send the document to 

Douglas County’s residents as well. 



4.5 Organize an open-house of the manufacturing facilities and invite 

community members. 

   Evaluation: 

Success in achieving this objective will be determined by 

completing a survey in May 31, 2011 to see whether Douglas 

residents are still worried about the possible health threat posed by 

the presence of PCBs in the lagoon. 

Timeline 

May 2, 2011 – Inform Industrial Products employees of the impending clean up and assure them 

of their safety from the PCBs. 

 

May 2, 2011 – Invite health professionals to speak on PCBs at press conference. 

 

May 3, 2011 – Inform city governments of problem and offer help in fielding the public’s 

questions. 

 

May 3, 2011 – Send brief press release to local media informing them of the situation and 

inviting them to our press conference. 

 

May 5, 2011 – Hold 10 a.m. press conference regarding the situation for the media, employees 

and community. 

 



May 5, 2011 – Publish FAQ regarding PCBs on company website at 

www.IndustrialProducts/Douglas/PCBs 

 

May 6, 2011 – Commence run of PSAs regarding PCBs and the lagoon through local media. 

 

May 7, 2011 – Send PCB FAQ leaflet to residents of Douglas. 

 

May 10, 2011 – Hold factory open house for community members to view the company’s safety 

measures. 

 
Budget 
 
Out of Pocket Expenses       

What Rate/hour 
Est. 
Hours Total 

Memo to each employee     30 
Health Reps (3) to speak at Press 
Conference 

100 3 300 

Printing and mailing of leaflets     450 
Operations Manager to give tour 95 2 190 
        
    

    Total 970 
 
 
 


