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Index and Introduction
Introduction

Louie’s is a casual American-fare grill and pub 
that serves a variety of food and beverages in a 
fun and relaxed atmosphere. 

Louie’s is positioned as a neighborhood 
restaurant. Its come-as-you-go atmosphere 
makes it a great place to unwind with friends 
and family any day of the week. Flat screen 
televisions are strategically placed featuring 
your favorite regional and national sporting 
events.

!e menu features a popular wine list, extensive 
beer brews, as well as several specialty drinks. 
!ere is nothing more than ten dollars on the 
menu and the portions are appealing. 

Louie’s has a wide arrangement of food - soups 
& salads, pizzas, sandwiches, or burger. 

Currently Louie’s is located throughout 
Oklahoma in Stillwater, Norman, Oklahoma 
City, Edmond, and Tulsa with plans to build in 
neighboring states in the near future.



!e objective of this plan is to have all employees 
trained and educated on what to do in the case of 
each crisis. Key publics, such as the citizens of Still-
water and the faculty and students of Oklahoma 
State University, will be noti"ed as soon as practi-
cal. 

Because a crisis can occur anywhere at anytime, a 
Crisis Communication Plan is necessary. !is plan 
will prepare managers and employees for any un-
foreseen crises. !is plan ensures the safety and well 
being of the customers and employees. 

Purpose

Objectives



General Information & Key Publics

Key Publics

Students and faculty of Oklahoma State University is one of two 
primary categories of public in the community with Louie’s. How 
the restaurant communicates with this public will be very di#er-
ent than how it communicates with Stillwater natives and resi-
dents. Here is some media that should be used to communicate 
with OSU Students and Faculty.

Communicating with Stillwater residents will be a little bit di#er-
ent because of how they receive most of their messages and where 
they are actively involved. Here is some media that should be used 
to communicate with Stillwater residents.

!ere will always be some overlap on the Internet, but it is impor-
tant to be aware of what media is out there and who is using it.



Emergency 
Contacts

In case of emergency, dial 911 for immediate assistance. If you dial 911 from your 
cell phone, you will reach Stillwater Police Department. Tell the dispatcher your 
location and he/she will direct your call to the proper authorities.

Stillwater Police Department
Administration O!ces     (405) 372-4171
Anonymous Tip Line      (405) 742-8298
Crime Prevention      (405) 742-8327
Investigations       (405) 742-8211
Evidence       (405) 742-8306
Records        (405) 742-8222

Stillwater Fire Department    (405) 742-8303
To report a "re       Dial 911
Request an ambulance      Dial 911

Payne County Sheri# ’s Department   (405) 372-4522

24-hour Problem Assistance     (405) 372-3292
Environmental Hazards     (405) 372-4171
Water & Sewer During Work Hours   (405) 533-8048
Weather to Report Hazards     (405) 372-7484

Poison Control     (800) 522-4611 (OK only)
        (405) 271-5454

National Restaurant Association
http://www.restaurant.org/



Emergency and Media Contact Information

Crisis Spokesperson and
Stillwater Location Manager:

Victor Burton

Louie’s General Manager:
Kent Kistler
(405) 227- 6002
kistlerjr@aol.com

Media Contacts:
Daily Oklahoman
9000 N. Broadway
Oklahoma City, OK 73114
405-475-3311

News Channel 4
444 E. Britton Road
Oklahoma City, OK 73114
405-424-4444
Email: news@channel4.com

News Channel 9
7401 N. Kelly
Oklahoma City, OK 73111
405-843-6641
Email: producers@newschannel9.com

Tulsa World
315 S. Boulder Ave.
Tulsa, OK 74103
918-581-8400
Email: news@tulsaworld.com

News Channel 5
1300 E. Britton Road
Oklahoma City, OK 73131
405-478-3000

News Channel 8
P.O. Box 8
Tulsa, OK 74101
918-445-8888

Spokesperson and Media Contacts



In the situation of a telephone bomb threat, it is important for the 
manager on duty to take the call, pay close attention to details, take 
notes and attempt to attain the following information:
1. Who are you? 
2. Why are you doing this?
3. What time is the bomb set to explode?
4. What does it look like?
5. Who else have you told?
6. What is your organization?
7. Where has the bomb been placed?
8. What type of bomb is it? 
9. Where are you calling from?
10. Listen for any distinct characteristics that could ID the 
person.
a. Caller’s voice characteristics
b. Background voices/noises
c. Caller’s attitude and language

Bomb Threat



Bomb ThreatAnother employee should:
1. Dial 911 using a di#erent phone.
2. A second employee should write down information being 
gathered by manager and relay that information to employee on 911 
call so that employee can relay the information to the Police.
3. A third employee should calmly evacuate all customers and 
employees.

All employees should:
1. Follow all instructions from emergency personnel.

Key Messages:
- Today Louie’s received a bomb threat and evacuated the 
restaurant for the safety of our employees and customers.

working with authorities as they continue their investigation. We 
will keep the media informed as we gain new information.

package was found at (time) in (location) by (who found it). We will 
keep the media informed as we gain new information.



If choking is occurring, the Red Cross recommends a “"ve-and-"ve” approach to delivering 
"rst aid:

First, deliver "ve back blows between the person’s shoulder blades with the heel of your hand.

!en, stand behind the person. Wrap your arms around the waist. Tip the person forward 
slightly.
Make a "st with one hand. Position it slightly above the person’s navel.
Grasp the "st with the other hand. Press hard into the abdomen with a quick, upward thrust — 
as if trying to li$ the person up.
Perform a total of 5 abdominal thrusts, if needed. If the blockage still isn’t dislodged, repeat the 
"ve-and-"ve cycle.

Shout “Are you OK?” and tap 
the person on the shoulder.
If there is no response, Dial 
911 immediately.
Check for signs of breathing. 
If there are none, perform 
CPR if trained or have the 
operator talk you through it.

ALWAYS use proper protective equipment, such as 
latex gloves when dealing with blood.
Stop the bleeding.
Apply direct pressure with bandage or clean cloth.
Elevate wound above level of heart if possible.
Do not remove cloth/bandage to check bleeding- 
May cause clot that was forming to dislodge and 
wound to continue bleeding.
If blood continues to %ow heavily or spurts, dial 911 
and seek medical attention immediately.

Dial 911
Do not restrain person having seizure
Place individual on his/her side and protect head 
and limbs
Remove anything from victim’s mouth to prevent 
choking

Dial 911
While waiting on assistance 
to arrive:
Check for signs of breathing. 
If there are none, perform 
CPR if you are trained or 
have the operator talk you 
through it.

First A
id



First Aid and Injury Reporting
For Major Burns, Dial 911
While waiting on assistance to ar-
rive or for minor burns:
Make sure victim is no longer in 
contact with source of burn but do 
not remove any burnt clothing
Don’t immerse severe burns in cold 
water- May cause shock
Check for signs of breathing. If 
there are none, perform CPR if you 
are trained or have the operator talk 
you through it.
Cover burns with cool, clean cloth

Do NOT rub eye or use eyedrops.
Use clean, lukewarm water for at least 15 min-
utes to %ush chemicals out of eye.
Wash hands thoroughly, making sure no chem-
ical or soap is le$ on them.
Remove contact lenses if they did not come out 
during the %ush
Seek medical attention immediately

Dial 911
Have person lie down with feet above their head and 
keep them still
Check for signs of breathing. If there are none, per-
form CPR if you are trained or have the operator talk 
you through it.
Loosen clothing on person and cover with blanket to 
maintain body temperature
Do not administer anything by mouth
If person is vomiting or bleeding from the mouth, 
turn on side to prevent choking.

Dial 911 immediately for any life-threatening injuries
Follow procedure for minor injuries and while waiting on assistance to arrive for major injuries
Report any work-related injury to manager as soon as possible so that a Workman’s Compensa-
tion reporting form can be "lled out about the inceident.

Dial 911
Stop any bleeding by apply-
ing direct pressure with clean 
cloth/bandage.
Immobolize body part. Do 
not try to realign bone.
Apply ice packs wrapped in 
clean cloth to limit swelling
Treat for shock if necessary



Preparation is crucial to successfully handling an angry customer. Poor management of this 
likely situation could cause severe damage to the company’s reputation and possibly lead to a 
lawsuit. 

When confronted with an irate customer, the worker involved should remain calm and polite. 
A$er excusing himself or herself politely from the situation, the employee should inform the 
manager on duty immediately. 

Once the manager is noti"ed, he or she should try and correct the situation in a calm and polite 
fashion, without the involvement of the employee as this might add to the customer’s agitation. 

If the problem is irreparable or things get out of control, the manager must use his own 

resort and must only be attempted if all other options have failed. 

Irate Customer

Many situations require building evacuation. In the event that a "re alarm sounds or an 
evacuation becomes necessary, follow these instructions:
1. Remain calm and orderly. Gather your personal belongings quickly.
2. Close doors and windows.
3. If time permits, turn o# the power to all electrical equipment.
4. Make sure all customers are out of the building and harm’s way.
5. Walk quickly but do not run – to the nearest safe exit.
6. Follow instructions of the Police or other properly identi"ed emergency personnel.
7. Go to predetermined destination to report safety status.

Key Message:
Louie’s Bar and Grill is temporarily close due to (incident).  We are working on "xing the 
problem and will let our customers and employees know when we will reopen. 

Building Evacuation



Irate Customer, Evacuation and Gas Leak

Since natural gas is undetectable to the nose in its natural state, a chemical called mercap-
tan is added, giving it a strong odor very much like rotten eggs.

1. If you smell even the faint odor of mercaptan or hear a hissing noise, notify the 
manager immediately in person - not by phone – of a possible leak.
2. Do not turn appliances or lights on or o#. Do not use the telephone. Electrical cur-
rents in switches and telephones may spark an explosion.
3. Manager should instruct a member of the wait sta# to leave the potentially a#ected 
area and call 1-800-458-4251 to report a gas leak.
4. Manager should then instruct all wait sta# to escort all customers out of the res-
taurant immediately
5. Stay away from the building until an o!cial familiar with the situation tells you it 
is safe to return.
Once your gas has been shut o#, do not try to turn it back on. Only a quali"ed person may 
perform this task. 

Key Message: Louie’s is currently closed due to a possible gas leak in our restaurant. Safety 
for our employees and customers is our number one priority, so the restaurant will be 
closed until the problem is corrected.

Gas Leak



A blood-borne disease can be spread by the contamination of blood. People who 
work in the kitchen are most susceptible to this disease because they are most 
likely to cut themselves. Steps can be taken to prevent the spread of blood-borne 
diseases. 

Precautions and Guidelines to Prevent Disease Transmission

o Engineering and work practice controls

If you believe there is a likelihood of exposure to blood-borne pathogens, never: 

1. Wash the exposed area thoroughly with soap and running water. Use non- 
abrasive, antibacterial soap if possible.  

a#ected area with running water for at least 15 minutes. 
2. Report the exposure to the manager on duty as soon as possible.

Media Statement

Louie’s is temporarily closed due to an accident that has occurred in our restaurant. 
We apologize for any inconvenience this has caused our customers. We have taken 
proper precautions in neutralizing the spill and will reopen when the kitchen is 

Blood B
orne Disease



Decontamination and Sterilization 

All surfaces, cooking utensils and other objects that come in contact with blood 
or potentially infectious materials must be decontaminated and sterilized as soon 
as practical. Equipment must be cleaned and decontaminated before servicing or 
being put back to use. 

Decontamination should be accomplished by using:

one gallon of water.  

label of all disinfectants to make sure they meet this requirement.  

If you are cleaning spilled blood, you should cover the spill with paper towels or 

rags, then gently pour the solution of bleach over the towels/rags and leave it for at 
least 10 minutes. 

material. 

By covering the spill with paper towels/rags, you decrease the chances of causing a 
splash when you pour the bleach on it.  

If you are decontaminating equipment or other objects (broken glass, knife) you 
should leave the disinfectant in place for at least 10 minutes before continuing the 
cleaning process. 

Any materials used to clean up a spill of blood or potentially infectious materials 

re-usable gloves, buckets, pails, etc.

If you are exposed, however, you should:  

Blood Borne Diseases



 Oklahoma is known for having sporadic weather, including thunderstorms, hail and 
tornadoes. In case of severe weather, Louie’s recommends the following procedures:

1. Monitor the weather by tuning into News Channel 4, News Channel 9 or 93.7 for local 
weather updates.
2. Keep employees and customers informed on the status of the storm.
3. Notify customers if the storm is bringing hail so they can move their cars to covered 
parking.
4. Instruct employees and customers Louie’s safety procedures in the case that the storm 
produces tornadic activity.

Louie’s Tornado Procedures:
1. If a tornado warning is issued and time allows, the manager on duty should calmly escort 
employees and customers to the basement in Finnegan’s or the Beadery. 
2. If a tornado is issued and time does not allow, the manager on duty should calmly instruct 
customers and employees to gather in the Louie’s restrooms, as they are the most central point of 
the restaurant.

Key Message:
- Louie’s in Stillwater is having to close temporarily due to severe (tornado, hail, etc.) damage 
to the restaurant. We realize the e#ect this has on employees and customers, and we are working 
diligently to (make repairs, "nd a new location) as soon as possible. We regret this inconvenience, 
and we will keep the media informed as we make progress.

Severe Weather



Severe Weather, Flood and Utility Failure

taken:
1. Stop the use of all electrical devices immediately.
2. Inform the manager of the situation.

inconvenience. 
4. In the case of burst pipes, turn o# the water supply.
5. Inform all necessary media outlets of the circumstances.

situation and apologize for any inconvenience this has caused our customers. We will let customers know when 
we reopen. 

Flood

In the case of utility or water failure, the manager should take the following steps:

1. Notify the City of Stillwater at (405) 372-0025 of the situation. 
2. Inform customers of the circumstances and if necessary, instruct wait sta# to tell customers to evacuate.
3. Inform all necessary media outlets.

Key Message: Louie’s is currently closed due to utility of water failure. We are working to solve this problem and 
apologize for any inconvenience this has caused our customers. We will let our customers know when this prob-
lem has been corrected.

Utility Failure



Armed robberies o#er a great potential for injury or death. A restaurant is most vulnerable to armed 
robbery during opening and closing periods. No one, either employee or manager, should ever be in the 
restaurant alone.
If there is an attempted armed robbery at Louie’s, the manager on duty should:
- Dial 911 as soon as possible.
- If possible, move customers and employees to safety.
- Instruct employees and customers to not "ght back
- Encourage all employees and customers to remain calm. 
- Notice the robber’s physical features and items stolen to report to the Police.
- Instruct employees and customers to follow the instructions from the Police and emergency 
personnel once they arrive.
- Relay as much information about the robbery and perpetrator as possible to the Police.

Media Message:

distressed over the situation, and we are working with them to be sure they feel safe and can deal with this 
emotional assault. 

investigation, and we will notify the media when we have more information.

one of our (employees, customers). We are following up with medical personnel to make sure the injured 
party (or parties) is taken care of. We are investigating the situation, and we are working to make sure such 
an event does not happen again. We will let the media know as soon as we have additional information.

Robbery



Robbery and Active Shooter

 An active shooter is a person who appears to be actively engaged in killing or attempting to kill 
people in a popular area. In most cases, there is no pattern or method to their selection of victims, and 
the situation evolves rapidly, demanding immediate response. In the case of an active shooter in Louie’s, 
the manager on duty should follow the following steps:

1. Dial 911 to report the situation.
2. If evacuation is safe, instruct all customers and employees to evacuate the building.
3. If evacuation is not safe:
a. Lock all the doors and barricade the doors using chairs and tables.
b. Close the curtains or blinds.
c. Move all employees and customers away from the windows to back hallway, kitchen and 
restrooms.
d. Instruct employees and customers to stay as calm and quiet as possible.
If shooter is in the building, you may choose one of the following tactics:
1. If possible, you can attempt to hide.
2. You can run away if there is a reasonable expectation of reaching safety.
3. You can play dead if the shooter is shooting people around you.
4. As a last resort, you may choose to "ght back. However, "ght back at your own risk as "ghting 
back is extremely dangerous.
5. If the shooter catches you and you choose not to "ght back, follow the shooter’s directions.

Key Message:

to meet their needs a$er this crisis. Our primary concern is for the safety of our employees and 
customers. We will update the media with any additional information.

happened to them, and we are working with them (or their families) to assist in any way we can. We will 
update the media with any additional information.

Active Shooter
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