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The Crisis Communications Plan (CCP) 

Crisis Inventory 
 
To determine an organization’s most likely crises, the public relations department, with key 

executives, must take an inventory. Each possible crisis must be ranked as follows: 

 

0—Impossible; that is, the crisis has basically no chance of occurring 

1—Nearly impossible 

2—Remote to possible 

3—Possible 

4—More than possible, somewhat probable; has happened to competitors or similar 

companies 

5—Highly probable; may or may not have previously occurred in the company, but warning 

signs are evident 

 

Each crisis also should be ranked according to its potential damage to the company. The rankings 

in this category are as follows: 

 

0—No damage, not a serious consequence 

1—Little damage, can be handled without much difficulty, not serious enough for the 

media’s concern 

2—Some damage, a slight chance that the media will be involved 

3—Considerable damage, but still will not be a major media issue 

4—Considerable damage, would definitely be a major media issue 

5—Devastating, front-page news, could put the company out of business 
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Palm Tree Buffet Crisis Inventory 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 



3 

 

 
Crisis Inventory Results 
 

The crisis inventory graph analyzes six possible crises that could occur at Palm Tree Buffet: 

Workplace violence, tax problems, food poisoning, law suits, fire, and power outage. By 

studying the probability of each possible crisis and the amount of possible damage that could 

result if that crisis occurred, it was determined that Palm Tree Buffet is most vulnerable to the 

crises involving food poisoning and power outages. Hence, this crisis plan was created to suit the 

needs of Palm Tree Buffet in case one of these emergencies should occur. 
 

Step 2: Write the Introduction 

Ask the head of the company to answer the following questions (or ask a PR professional to 

ghostwrite the answers): 

• Why is this plan important? 

• What can happen if it is not followed? 

• Have there been warning signs? 

• Has the crisis happened before here? 

• Has it happened to similar organizations? 

Introduction: 

The Palm Tree Buffet is a new restaurant in the Hays area.  They have been open for around nine 

months and are stilling learning the ins and outs of owning a restaurant.  The restaurant’s net 

profit is around $8,000 a day.  Palm Tree Buffet is unique in the aspect that they are not a chain 

restaurant and have no sister restaurants like it.   

We have developed a crisis communication plan that is important for every restaurant to have.  

We have included a list of contacts, the procedures they should take, and how to handle the 

situation in a timely manner.  If the plan is not followed then there could be serious 

consequences such as, losing profit, losing customers, and having the new restaurant’s reputation 

go down the drain.   

Since the Palm Tree Buffet is a new restaurant there were no warning signs of this particular 

incident happening.  To describe the incident a power pole fell on the roof of the Palm Tree 

Buffet at 6:00 a.m. on a cold crisp Friday morning early in December.  It caused a power outage 

and public safety concerns.  With all the food going to spoil in 12 hours it is crucial to stick to 

this plan to get the most out of our expenses as possible.   
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There are ten employees that need to be notified and the public needs to be notified as well.  

With no warning signs of the power pole falling, it is a sudden shock to all of the staff, especially 

the stakeholders.  Although the crisis has not happened to the Palm Tree Buffet, because of being 

a new business they did their research on how to handle certain crises of this nature.  The 

President, Vice President, and Head Manager have implemented the plan below to get control 

and contain the crisis.   

Luckily no one was harmed with this accident, but there are unhappy customers who enjoy 

dining at the Palm Tree Buffet.  It is the stakeholder’s job to ensure that business will be back up 

and running in no time by sticking to the crisis plan.   

Step 3: Prepare Acknowledgments 

Have key executives and key personnel in the plan sign this affidavit, verifying that they have 

read the plan and are prepared to put it into effect: 
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Acknowledgments 

 

By signing this statement, I verify that I have read this CCP and am prepared to put it into effect. 

 

President 

 

____________________               _______________________ 

(Print Name and Date)                                                           (Signature) 

 

Vice President  

 

____________________              ________________________ 

(Print Name and Date)                                                           (Signature) 

 

 

Head Manager 

 

____________________              _______________________ 

(Print Name and Date)                                                 (Signature) 
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Step 4: Rehearsal Dates 

November 10, 2011 

May 10, 2012 

Step 5: The Purpose and Objectives of the Plan 

Keeping a specific crisis in mind, state the purpose of and objectives of the plan, including the 

company’s overall policy of communications.  

Purpose 

Palm Tree Buffet needs to have a crisis communication plan to effectively manage 

communications through a clearly, formal defined channel in order to handle and mitigate the 

unexpected crisis situation convincingly and smoothly. In any crisis event, we must take 

immediate action to inform employees, media, and our customers of the situation and the 

measures they need to take. Our open and honest transfer of information to the media and health 

care services will lessen confusion among our publics.  

The goal of the plan is to ensure our employees in Palm Tree Buffet have the tools to make 

decisions or take appropriate action, get the crisis under control as quickly as possible to 

minimize the damage, and as well as to establish trust and rebuild the credibility of Palm Tree 

Buffet.  

Objectives:  

Develop an action plan: 

1. A listing of all the contact information of the managers and employees of Palm Tree 

Buffet, and each person is also required to provide an emergency contact person’s 

information.  

2. The manager of Palm Tree Buffet is responsible for alerting and informing other 10 

employees when crisis happens. Set up a telephone call tree to communicate with 

employees in an emergency. Be clear on how their jobs may be affected. 

3. Detail how the Palm Tree Buffet plans to communicate with employees, local 

government, customers and others during and after a crisis. 

4. Update information to customers on whether and when Palm Tree Buffet get recovered 

and can provide food services again.  

5. Communicate with local authorities what emergency assistance is needed to continue 

essential business activity. 

6. Build a good relationship with neighbors, and they may be able to help during the crisis.  

 

We will make every effort to: 
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1. Initiate the Crisis Communication plan within two hours. 

2. Inform insurance company that might be involved with the situation. 

3. Inform all managers and employees within three hours of the outbreak. 

4. Inform the media and restaurant patrons within four hours of the outbreak. 

5. Keep the media and all publics regularly informed of updated information. 

6. Maintain honesty with the media about all known information. 

7. Find the source of the problem as soon as possible. 

8. Distribute our findings to the media and all publics. 

9. Develop ways to alleviate future problems. 

10. Implement necessary changes as soon as possible and resume business as usual. 

 

Step 6: List Key Publics 

All methods of reaching these stakeholders are listed: office phone, home phone, cell phone, e-

mail.  If people check Facebook more often than other means of communication, use Facebook 

or whatever social media they may use.  Notice the checklists for various media.  The following 

five charts list key publics and include information on how to notify them of crucial information. 

 
In the event of a crisis, the following people should be informed immediately. 

The person who learns about the crisis first notifies Nina, vice president. 

Sherry Ford then informs the Corporate General Partner and Operations Management groups. 

Amber Barratt, general manager, notifies the Restaurant Operations group. The store managers 

then notify their employees.  Josh Hill, director of training, notifies the Other Managers group. 

These managers then notify their employees. 
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Internal Key Publics 

NAME ADDRESS Cell 
Phone 

Emergency 
Phone E-mail 

Corporate General 
Partner Group 

    

Dr.Yang, president  1234 W. 7th Hays, KS 259-2932 345-2353 Yan@palm.net 
Nina Black, vice president 
& legal counsel 

87 E. 17th Hays, KS 628-2343 309-8765 Nin@palm.net 

Sherry White, director of 
technical support 

 
3702 Hill St Hays, KS 

 
625-3412 

 
765-9723 

 
She@palm.net 

Operations 
Management Group 

    

Amber Barratt, general 
manager 

 
643 Harry St Hays, KS 

 
259-2343 

 
987-9876 

 
Amb@palm.net 

Josh Hill, director of 
training 

1919 Henry Ave Hays, KS 234-2343 235-0922 Jos@palm.net 

Other Managers 
Group 

    

Jeanne Clark, office 
manager 

987 Rock Rd Hays, KS 987-8766 876-9876 Jea@palm.net 

Mel Balman, training 
manager 

88 7th St Hays, KS 875-4432 897-2121 Mel@palm.net 

 

 

 

 

 

 

 



9 

 

Local Television News Personnel 

Station Call 

Letters 

 

Channel 

 

Address 

 

Phone 

 

 

KWCH 

 

12 

 

2815 E. 37th Street North 

 ichita,     67219 

(316) 838-1212 or (888) K12-

NEWS 

Call: (316) 831-6130 

 

 

KSN 

 

 

3 

 

833 N Main St. 

Wichita, KS 67203 

(316) 265-3333 (voice) 

(316) 292-1111 (newsroom) 

(316) 292-1195 (fax) 

Eagle 

Communication 

Inc 

 

13 

2703 Hall #13 

Hays,KS 67601 

(877) 613-2452 (Toll free) 

(785) 625-5910 

 

 

KAKE 

 

 

10 

 

1500 N. West Street 

Wichita, KS 67203-1323 

 

Newsroom: (316) 946-1331 

Data Center: (800) 853-6397 

 

KSAS-Fox Kansas 

 

24 

316 N. West Street 

Wichita, KS 67203 

 

 

(316) 942-2424 

(316) 942-8927 fax 

KCTU 43 2100 East Douglas, Wichita, KS  

67214 

(316) 267-8855 
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TV Detail information: 

KWCH 12                                                                     

2815 E. 37th Street North 

 ichita,     67219 

(316) 838-1212  

Call: (316) 831-6130 

Email: news@kwch.com 

 

KSN 3 

833 N Main St. 

Wichita, KS 67203 

(316) 265-3333 voice 

(316) 292-1111 newsroom 

(316) 292-1195 fax 

http://www.ksn.com/content/about/contact.aspx 

  

KAKE 10 

1500 N. West Street 

Wichita, KS 67203-1323 

• A E TV: (316) 943-4221 

•Newsroom: (316) 946-1331 

•Data Center: (800) 853-NEWS (6397) 

•News Fax: (316) 943-5374 

• ales Fax: (316) 943-5493 

•Traffic/Accounting Fax: (316) 945-0599 

http://www.kake.com/ 

 

KSAS-Fox Kansas 24 

316 N. West Street 

Wichita, KS 67203 

(316) 942-2424 

(316) 942-8927 fax 

Email: tomgdisis@foxkansas.com 

http://www.foxkansas.com/content/about_us/contact_us/default.aspx 

 

KCTU 43 

Address: 2100 East Douglas, Wichita, Kansas  67214 

Phone:  316-267-8855 

Fax: 316-269-2555 

Web address:  www.kctu.com 

Email: kctu@kctu.com 

http://www.kctu.com/contacts.html 

http://www.kake.com/
mailto:kctu@kctu.com
http://www.kctu.com/contacts.html
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Eagle Communication Inc 13 

877-613-2452 (Toll free) 

2703 Hall St. Ste 13, Hays 

www.eaglecom.net 

 

Local Radio News Personnel 

Station Call 

Letters 

 

Dial # 

 

Address 

 

Phone 

KNSS 1300AM 2120 N. Woodlawn, Suite 352 

Wichita, KS 67208 

KNSS 24-hour News, Talk & 

Studio Line (316) 436-1330 

KPRD 88.9 FM 301 W. 13 

Hays, KS. 67601 

(785) 628-6300 

KZAN 99.5 FM 2300 Hall St 

Hays, KS, 67601 

(785) 625-2578 (studio line) 

(785) 628-2995 

KJLS 103.3 FM 2300 Hall Street, 

Hays, Kansas 67601 

(785) 625-1103 

(785) 625-2578 

KAYS 1400 AM 2300 Hall Street, P. O. Box 6 

Hays, Kansas 67601 

(785) 625-1114 

Rock M 

Radio 

97.4 FM 207 E 7
th
 St. 

Hays, Kansas 67601 

(785) 628-6108 

Eagle 

Radio 

96.7 FM 1012 W. 28
th
 St 

Hays, Kansas 67601 

(785) 625-2578 
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Radio Detail Information: 

KNSS Radio 1300 AM 

2120 N. Woodlawn, Suite 352 

Wichita, KS 67208 

KNSS Business Line (316) 685-2121 

 

KPRD 

Praise Radio Daily 

88.9 FM 

301 W. 13  

Hays, KS, 67601 

http://www.kprd.org/ 

(785) 628-6300 

 

KZAN 

High Plains Public Radio 

91.7 FM 

1900 230
th
 Avenue 

Hays, KS, 67601 

http://www.hppr.org/ 

 

KHAZ 

99.5 FM  

2300 Hall St 

Hays, KS, 67601 

(785) 625-2578 (studio line) 

(785) 628-2995 

 

KJLS 

Tiger Radio 

103.3 FM 

2300 Hall Street 

Hays, Kansas 67601 

Phone (785) 625-2578 

 

KAYS 

Kays Radio 

1400 AM 

2300 Hall Street 

 Hays, Kansas 67601 

http://www.kaysradio.com/ 

(785) 625-1114 

http://www.kprd.org/
http://www.hppr.org/
http://www.kaysradio.com/
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Rock M Radio  

207 E 7
th
 St.  

Hays, Kansas, 67601 

(785) 628-6108 

 

Eagle Radio  

1012 W. 28
th
 St 

Hays, Kansas, 67601    

(785) 625-2578 
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Local Newspaper Personnel 

 

 

 

 

 

Name of Newspaper Who Contacted? When 

Contacted? 

 

Circulation 

The Hays Daily 

News  

Ron Field 

(785) 628-1081 

rfields@dailynews.net 

507 Main St., Hays, KS 

 Bob Weigel 

(785) 628-1081 

bobw@dailynews.net 

The University 

Leader 

Newsroom:  (785) 628-5301 

Advertising: (785) 628-5884 

fhsuleader@gmail.com 

600 Park St., MH 106, 

Hays,KS 

  

Ellis Review 

Newspaper 

822Washington St. Ellis, KS 

(785) 726-3821 

  

High Plains Journal PO Box 760 Hays,KS 

 (785) 628-1117 

  

mailto:rfields@dailynews.net
mailto:fhsuleader@gmail.com
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Newspaper Detail Information: 

The Hays Daily News 

Patrick, E. Lowry 

507 Main St., Hays, KS 67601 

Ph: (785) 628-1081 or 800-657-6017 

Fax: (785) 628-8186 

plowry@dailynews.net 

 

The University Leader 

600 Park St., MH 106 

Hays, KS 67601 

Newsroom:   (785) 628-5301 

Advertising:  (785) 628-5884 

fhsuleader@gmail.com 

 

Ellis Review Newspaper 

822 Washington St. Ellis 

(785) 726-3821 

 

High Plains Journal 

PO Box 760, Hays 

(785) 628-1117 

www.hpj.com 

 

 

 

 

 

 

 

 

 

 

 

 

    

mailto:fhsuleader@gmail.com
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Step 7: Identify the Crisis Team 

and Draft a Crisis Directory 

Title 

 

 

Employee 

 

 

Phone 

 

 

E-Mail 

Crisis Communications Manager Amber  Amb@palm.net 

Duties: overall planning of crisis  259-2343  

Backup Crisis Communications    

Manager Kyle 987-9083 Kyl@palm.net 

Duties: overall planning of crisis    

Assistant Crisis Communications    

Manager Mel 875-4432 Mel@palm.net 

Duties: proofread plan of crisis    

Crisis Control Room Coordinator Jeanne 987-8766 Jea@palm.net 

Duties: coordinate cooperation    

Spokesperson 1   Yan@palm.net 

Duties: Issued a statement Dr.Yang 259-2932  

Spokesperson 2 Nina 628-2343 Nin@palm.net 

Duties: Issued a statement    

Expert Sherry 625-3412 She@palm.net 

Duties: Formulate crisis scheme    

Print Media Contact Person Josh 234-2343 Jos@palm.net 

Duties: Processing media relations    

TV/Radio Media Contact Person Emily 789-5432 Emi@palm.net 

Duties: Processing media relations    

Legal Advisor    

Duties: Provide professional legal 

advice 

Jerry 879-4332 Jer@palm.net 
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Step 8: Identify the Media Spokesperson 

The main media spokesperson will be represented by the President of the Palm Tree Buffet.  If 

the President is absent from the scene or the area the next person in line to step up to be the role 

of the spokesperson is the Vice President of the restaurant.  If both of the initial spokespeople are 

unavailable then the named spokesperson will be the manager that is on duty at the time of the 

crisis.  The Head Manager will always be the one to open the restaurant.  All of these candidates 

have the authority to make decisions based on the betterment of the restaurant.  Needless of the 

situation whoever the media spokesperson is will remain in that position until the crisis is over.  

Palm Tree Buffet does that for the main reason of avoiding confusion between the restaurant and 

its publics, unless the media outlets ask for quotes from the other two spokespeople.  In this 

instance all three spokespeople will converse to ensure that the quotes are equivalent to the crisis.    

Primary and Backup Spokespersons 

 

Office Phone 

Cell Phone 

Home Phone 

E-mail 

Spokesperson 1: 

President: Dr. Yang 

628-1234 

259-2932 

628-7890 

yan@palm.net 

 

Spokesperson 2: 

Vice President: Nina  

628-1235 

628-2343 

628-3210 

nin@palm.net 

 

Spokesperson 3: 

Head Manager: Amber 

628-1236 

259-2343 

628-4158 

amb@palm.net 

mailto:amb@palm.net
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Interview Tips 

• Prepare for answering who, what, when, where, why, and how questions. 

• Focus on two or three key messages to communicate, and repeat them during the 

interview. 

• Gather background information that may be useful during the interview. 

• Be aware of subjects, issues, and questions that might be brought up. 

• Be accessible and pleasant to reporters; show respect, and remember their names, 

if possible. 

• Avoid saying, “No comment.” 

• Be honest. 

• Remain calm, courteous, truthful, concerned, and, if necessary, apologetic. 

• Face the reporter, not the camera or microphone. 

• Avoid jargon: Speak in everyday language. 

• Do not speculate. Do not answer questions you don’t understand. Ask for 

clarification. 

• Be trained ahead of time, rehearsed well in advance of the crisis, and briefed prior 

to responding to the media. 

Trick Questions (Rude Q’s) 

Reporters might bring you into a difficult situation by asking you trick questions. Following are 

examples of various types of trick question. Try to make a list of trick questions your 

spokesperson might be asked.  Make sure he/she is prepared to answer them. 

 

• Speculative questions that begin with if: 

• “If the power pole fell over the kitchen how much of the food was already damaged?” 

• “If you would have taken precautionary actions do you believe that the power pole 

would have even fell on your building?” 

•      Leading questions: 

•    “Do you believe that the Palm Tree Buffet could have avoided this crisis?” 

•      Loaded questions: 

•    “Isn’t it true that you knew the pole was ready to collapse and you didn’t call anyone      

about the problem?” 

• “Isn’t true that after the power pole fell you took all of the uncook food and set it 

outside?” 

• “Isn’t it true that there were customers that made you aware of the leaning power 

pole and you ignored their comments?” 
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• “Isn’t it true that the shift manager should have been aware of the warning signs 

of this crisis?” 

 

• Naïve questions: 

• “ hat exactly does Palm Tree Buffet want their customers experience to be when 

they dine at the restaurant?” 

• “ hat type of food does Palm Tree Buffet serve?” 

 

• False questions containing inaccurate details that reporters want you to 

correct: 

• “You only called five of your ten employees to notify them of the crisis, right?” 

• “About 90 percent of your meat comes from the same plant that the contaminated 

meat from Jack-in-the-Box came from, correct?” 

• “More than seven people have been affected by the power pole collapsing because 

they were in your restaurant, right?” 

 

• Know-it-all questions: 

• “ e have all the facts. I just need to confirm a few things with you, okay?” 

• “I have all of the details, but could you give me some wrap-up comments about 

this crisis?” 

 

• Silence:  

This tactic aims to get you to “spill your guts.” 

 

• Accusatory questions designed to make you blame someone else: 

• “ ho is actually responsible for this crisis?” 

 

• Multiple-part questions designed to be intentionally confusing: 

• “Do you believe that a crisis like this will happen again to the Palm Tree Buffet in 

the next couple of years? If so, then how will you change your response method for 

the crisis?” 

• Jargon questions: Make sure to avoid using technical words that can confuse 

publics. 

 

• Chummy questions: 

• “Hey pal, off the record, why do you think this happened?” 

 

• Labeling questions: 

• “ ould you say that the atmosphere here at Palm Tree Buffet is ‘stressful’?” 
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• “ ould you call the fast-paced environment stressful enough for one to lose sight 

of a specified task?” 

 

• Good-bye questions (reporters give the impression that the interview is over 

before asking such questions): 

•“Good-bye. Oh, by the way, how did this crisis actually happen?” 

 

Step 9: List Emergency Personnel 

Emergency personnel are usually not notified by PR personnel. They are usually part of the organization’s 

more comprehensive crisis management plan (CMP). Often, however, if there is no CMP, PR personnel 

should also plan to notify the emergency personnel. PR frequently needs emergency numbers that it can 

call to gather information, research damage in a crisis, and so forth. 

List of Emergency Personnel 

Ellis County Emergency Management 

Bill Ring 

Coordinator 

105 W. 12th St. 

Hays, KS  67601 

(785) 625-1060 

disaster@ellisco.net 

 

The Hays Police Department 

Don Scheibler 

Interim Chief of Police 

105 W. 12
th
, Hays, KS 

(785) 625-1030 

(785) 625-1011 Non Emergency 24/7 

Emergency Dial 911 

dscheibler@haysusa.com 

Hays Fire Department 

Gary Brown 

Fire Chief 

P.O. Box 490 

Hays, KS 67601 

(785) 628-7330 

Fax (785) 628-7314 

gbrown@haysusa.com 
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Hays Utilities Department 

Joe Obholz 

Utilities Director 

P.O. Box 490 

1000 Vine Street 

Hays, KS 67601 

(785) 628-7380 

Fax (785) 628-7382 

jobholz@haysusa.com 

 

Mark Darnall 

Utilities Supervisor 

P.O. Box 490 

1000 Vine Street 

Hays, KS 67601 

(785) 628-7380 

Fax (785) 628-7382 

mdarnall@haysusa.com 

 

Work SMART Clinic at Hays Medical Center 

2509 Canterbury Drive 

Hays, Kansas 67601 

(785 ) 623-6270 

 

The Kansas Department of Health and Environment 

Northwest District Office 

 2301 E. 13th Street 

 Hays, Kansas 67601-2651 

 Phone: (785) 625-5663 

 FAX: (785) 625-4005 

 NWDOAdmin@kdheks.gov 

Ellis County Emergency Medical Services 

1009 Cody Ave. Hays, KS 6760 

 Tel: (78) 628-9461 

 Fax: (785) 628-9464 

  Email: ecems@ellisco.net 

 

Director of Center for Food Safety 

Michael Landa 

Food and Drug Administration 

10903 New Hampshire Ave 

Silver Spring, MD 20993-0002 
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(301) 796-8240 or 

1-866-300-4374 

 

Allstate Insurance (Business Insurance) 

Allstate agent 1-888-210-8988 

Allstate Safety Line at 800-877-6998 

Graham Michael 

(785) 625-7100 

2819 Plaza Ave, Hays. 

 

American Family (Business Insurance) 

Phone: 1-800-MYAMFAM (692-6326). 

Mail: 6000 American Parkway, Madison, WI 53783. 

Bob Conway 

Agency LLC 

(785) 621-2508 

1409 Vine St. Hays 

 

 What to Do When You Have a Claim – a 4-Step Process 

We're sorry you had a loss. We understand this can be frustrating – and sometimes even confusing. Let us 

help you through the claim process so you can get back to the more enjoyable things in your life. 

1. Report Your Claim 

When you call our 24x7 customer service center at 1-800-MYAMFAM (1-800-692-6326), option 

1, a representative will guide you through the claim filing process. Please have available the 

names and contact information of other parties involved.  

For auto, home and business insurance policies, you can also report a claim through our online 

form. Or, contact your American Family agent directly. 

2. You Will Be Contacted 

Once your claim is filed, an American Family claim representative will contact you within one 

business day to go over your claim and the related process. 

3. Your Claim Will Be Reviewed 

Your personal claim representative will work with you to accurately evaluate your claim. 

4. Your Claim Will Be Completed Promptly 

After a prompt and fair assessment, your claim will be completed as quickly as possible. Our 

team members will contact you as necessary, and you're always encouraged to call us at 1-800-

MYAMFAM (1-800-692-6326) when you have questions or concerns. 

 

Step 10: Equipment and Supplies for the Crisis Control Room 
• chairs and desks 

• bulletin boards 

• flip charts and chalkboards 

• computers or typewriters (perhaps manual typewriters in case power 
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  is a problem) 

• computer printers 

• telephones and cellular phones 

• battery-powered televisions and radios 

• maps of the plant or crisis area 

• battery-powered flashlights and lamps 

• police radios 

• walkie-talkies 

• company letterhead, pens, and pencils 

• telephone directories 

• contact lists and media directories 

• press kits 

• CMPs and crisis communications plans 

• street and highway maps 

• food and beverages 

• copying machine(s) 

• first-aid kits 

• cameras and film 

• extension cords and generator power packs. 

Our restaurant is damaged. So we need to move the above useful goods to the new office. Our new 

office in Days inn room106, this fee is included in our insurance, as long as a week spent less than 

$500 is allowed. In the new office, we can deal with the crisis timely, at the first time release the news 

about the crisis. 

Step 11: Pre-gather Information 

Prepare and gather various documents that may possibly be needed during a crisis. Keep 

identical sets of documents in various locales to ensure availability. Among the possibilities 

are these: 

•annual reports  

•backgrounders  

•executive biographies  

•fact sheets 

•fill-in-the blanks news release 

•Internet sources 

•location of offices 

•maps of site(s) 

•phone books 

•photos 

•prodromes and follow-up 

•safety precautions 

•safety records 
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News Release 

 

For Immediate Release Press Release 

(April 30, 2011) 

 

Palm Tree Buffet Threatened to be Shutdown 

 

 HAYS, Kan. (April 13, 2011) Early this morning the Palm Tree Buffet was faced with a 

crisis.  No one was injured, but the building has suffered major damage. They are doing their 

best to solve the problem of the issue as quickly and efficiently as possible.  The President, 

Dr. Yang, has implemented their crisis plan into action.  

 At 6:00 a.m.  Friday morning a nearby electrical pole fell over on the roof of the Palm 

Tree Buffet restaurant.  The will be open for the rest of today selling what food items they 

have left.  Midwest Energy will be working around the clock to ensure business will continue 

on, in the mean time Palm Tree Buffet has rented a generator as their power source.   

 They have been sending out notices around the community notifying the public of this 

crisis.    Also, they are hosting a coupon day in hopes that all their food does not go to waste.  

Palm Tree Buffet will be taking orders for delivery and carry-out, but dining in will not be 

available until the roof is fixed.  They hope to only be closed on Sunday, which is a day that 

they are already scheduled to be closed.   

 The Palm Tree Buffet president and staff are hard at work fixing this issue and will keep 

the public notified of any changes.  They are truly sorry for this incontinence and thank you 

for your business.  If you have any questions or concerns regarding this crisis please contact 

President, Dr. Yang, at (785) 628-1234 or email her at Yan@palm.net. 

 Call in and take advantage of our great deals now while it lasts.  We appreciate your 

understanding, support, and business.   

 

 

-END- 
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Cooking Procedures 

• All employees of Palm Tree Buffet have a food-handler permit. 
 

• Employees are trained in cooking, safety, and health procedures 

 

Employee safety and health information can be found in the Employee Handbook. The following 

two pages discuss the cooking procedures of Palm Tree Buffet in detail.  

E. coli Fact Sheet 

Definition of E. coli. E. coli is an emerging cause of food-borne illness. E. coli are germs 

(bacteria) that normally live in the intestines of people and animals. There is no treatment for E. 

coli. 

What Are the Symptoms? The most common symptoms are severe stomach cramps and 

diarrhea. Some people vomit or run a fever, but these symptoms are less common. These 

symptoms usually go away by themselves after 6 to 8 days. In a small number of people, this 

strain of E. coli can cause a rare but serious problem called hemolytic uremic syndrome (HUS). 

What Is HUS? HUS is a disease that affects the kidneys and blood-clotting system. In severe 

cases, dialysis is used for a limited time to do the kidneys’ work.  ome people also develop a 

bleeding problem or low red blood cell count (anemia). 

Where Is E. coli Found? It lives in the intestines of healthy cattle and gets into the meat when 

cattle are slaughtered. The germs are killed when the meat is thoroughly cooked. Germs have 

also been found in raw milk, apple cider, and salami. 

How Is E. coli Spread? E. coli must be swallowed to cause an infection. This can happen if you 

eat or drink something that contains these germs and that is not properly cooked or pasteurized. 

The germs can be spread from person to person if someone who is infected does not thoroughly 

wash his or her hands with soap and water before preparing food for others. 

 

How Is E. coli Prevented? Take the following steps to avoid infection: 

• Do not eat non-pasteurized dairy products or undercooked ground beef. 

• Do not drink raw milk or apple cider that is made from unwashed apples 

•  Always wash your hands with soap and water after going to the bathroom, changing a 

diaper, or handling raw meat. 

 

Glossary of Food-Related Illness 
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Botulism: A disease caused by contamination of certain foods by the botulism bacterium 

commonly found in the soil. The botulism toxin is produced when the bacteria grow in 

improperly canned foods and occasionally in contaminated seafood. Common symptoms are 

headaches, nausea, vomiting, constipation, and overall weakness. It progressively attacks the 

nervous system, causing double vision, muscle paralysis, and difficulty with breathing and 

speech. Symptoms appear eight to twelve hours after eating contaminated food. Death may occur 

within three to seven days without treatment. There is an antitoxin to treat the disease. 

Campylobacteriosis: Bacteria found in the intestinal tracts of healthy animals and untreated 

water surfaces. Inadequately cooked animal products and nonchlorinated water are the most 

common reasons for human infection. They can be easily killed by heat above 129 degrees 

Fahrenheit. Common symptoms are abdominal cramping, diarrhea, fever, headache, muscle pain, 

and nausea. Symptoms appear two to five days after eating contaminated food and may last two 

to seven days. 

Clostridium Perfringens: Bacteria found in soil, unprocessed foods, nonpotable water, and the 

intestinal tracts of humans and animals. It is a milder form of botulism. Symptoms include 

abdominal pain and diarrhea. Symptoms appear eight to 24 hours after eating contaminated food 

and may last one to two days. 

E. coli Hemolytic Colitis: Bacteria that comes in many forms; most are harmless, except the E. 

coli 0157:H7 strain. Abdominal cramps and bloody diarrhea are distinctive symptoms of this 

strain. Other symptoms are fever, nausea, and vomiting. These symptoms appear three to five 

days after eating contaminated food. Symptoms may last ten days. 

Hepatitis A Virus: A highly contagious virus that attacks the liver. The virus is transmitted by 

the fecal–oral route, through close person-to-person contact, or by ingesting contaminated food 

or water. Common symptoms are fatigue, nausea, vomiting, fever, jaundice, pain in the liver 

area, dark urine, and abdominal pain. The disease can stay in the body for 10 to 50 days without 

producing symptoms. Recovery usually takes one to two weeks. 

Listeriosis: Bacteria that live in humans and animals. It is usually associated with cattle and 

sheep having abortions and encephalitis. The elderly, newborn babies, pregnant women, and 

people with a weakened immune system are the most vulnerable to this infection. Possible 

symptoms are fever, headaches, nausea, and vomiting. Symptoms appear three days to a few 

weeks after eating contaminated food and may last several days. Death may occur in rare cases. 

Salmonellosis: Bacteria spread through contact with human or animal intestinal contents or 

excrement, usually found in raw meat, fish, poultry, and eggs. Symptoms, which are headache, 

vomiting, nausea, chills, fever, diarrhea, and abdominal cramping, appear 12 to 36 hours after 

eating contaminated food. The symptoms may last two to seven days. 
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Staphylococcal Intoxication: Bacteria found on the skin and in the nose and throat of most 

humans. People with sinus infections and colds are high-risk carriers. Infected wounds are rich 

sources of this bacterium. Sewage, raw milk, and untreated water are carriers. Symptoms include 

vomiting, nausea, diarrhea, and abdominal cramping. Symptoms appear one to eight hours after 

eating contaminated food and may last one to two days. 

 

Internet Sources 

Ellis County Emergency Management 

http://www.ellisco.net/index.aspx?nid=95 

The Hays Police Department 

http://www.haysusa.com/html/police_dept_.html 

Hays Fire Department 

http://www.haysusa.com/html/fire_dept_.html 

Hays Utilities Department 

http://www.haysusa.com/html/utilities_div.html#Maintenance 

Work SMART Clinic at Hays Medical Center 

http://portal.haysmed.com/portal/page?_pageid=43,7571&_dad=portal&_schema=PORTAL 

The Kansas Department of Health and Environment 

http://www.kdheks.gov/directions/how to get to nw office.htm 

Ellis County Emergency Medical Services 

http://elliscountyems.org/ 

Food and Drug Administration 

http://www.fda.gov/AboutFDA/ContactFDA/default.htm 

American Family (Business Insurance) 

U.S. Department of Health & Human Services (Food Safety) Storage Times for the Refrigerator/Freezer 

http://www.foodsafety.gov/keep/charts/storagetimes.html 

 Refrigerated Food and Power Outages: When to Save and When to Throw Out 

 http://www.foodsafety.gov/keep/charts/refridg_food.html 

Frozen Food and Power Outages: When to Save and When to Throw Out 

 http://www.foodsafety.gov/keep/charts/frozen_food.html 

 

Step 12: Develop Key Messages 
 

A power pole fell on the roof of our restaurant. This is our responsibility and we do not inspect danger 

around the restaurants timely. This makes the worse situation today. In our restaurant food safety is more 

important than profit and customers’ health are our first priority. (Key Message) We will ensure all the 

food safety and health, won't appear any other bad news. 

 

 

 

http://www.ellisco.net/index.aspx?nid=95
http://www.haysusa.com/html/police_dept_.html
http://www.haysusa.com/html/fire_dept_.html
http://www.haysusa.com/html/utilities_div.html%23Maintenance
http://portal.haysmed.com/portal/page?_pageid=43,7571&_dad=portal&_schema=PORTAL
http://www.kdheks.gov/directions/how%20to%20get%20to%20nw%20office.htm
http://elliscountyems.org/
http://www.fda.gov/AboutFDA/ContactFDA/default.htm
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Step 13: Plan Dissemination of Key Messages 

Palm Tree Buffet 
Message: The accident happened very suddenly, we should organize immediate staff; deal with the crisis. 

Put every task assigned each person; it is more effective to accomplish a task. An investigation is 

underway.  
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Methods of Communication 

 

   

Telephone 

 

E-mail 

 

Fax 

Letter By 

Messenger 

Letter By 

Mail 

 

Newsletter 

Bulletin 

Board 

Personal 

Visit 

News 

Release 

 Employees Charles   Charles Charles  Charles  Charles 

P Executives Jenna Jenna     Jenna  Jenna 

U Customers       Josey  Josey 

B Board Of 

Directors 

Jenna  Clark    Jenna   

L Electronic 

Media 

Clark  Clark     Ashley  

I Daily 

Newspapers 

Ashley       Ashley  

C Weekly 

Newspapers 

Ashley         

S Shareholders Jenna Jenna Clark Josey      

 Community 

Leaders 

 Vivian  Vivian Vivian     

 Chart for plotting an organization’s publics, communication methods, personnel responsibilities, 

and key message. 
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Crisis Communication Checklist 

Nature of Crisis   ______________________________________________________ 

______________________________________________________ 

Date of Occurrence 

________________________ 

Time  

____________________ 

Response By Whom Date Time Comments 

Crisis center set up.     

Crisis team mobilized.     

Key stakeholders notified:     

CEO     

Lawyer     

Mayor     

Union officials     

Insurance agent     

Basic facts gathered.     

What happened?     

When?     

Cause?     

Extent of damage?     

What is being done?     

Emergency officials at scene?     

Estimated return to 

normalcy? 

    

Dissemination of facts of 

crisis? 

    

When each activity is completed, the person, date, and time are recorded. Important comments are 

included. 
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(continued) 

 

 

 

 

 

 

 

 

 

 

Response By Whom Date Time Comments 

Contact company officials.     

Contact city officials.     

Contact employees.     

Contact emergency officials.     

Contact stockholders.     

Contact board of directors.     

Contact volunteers.     

Contact neighbors.     

Contact community leaders.     

Contact competitors.     

Newspaper 1     

Newspaper 2     

News Conference     
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A blank newspaper checklist for filling in the names of newspaper editors, reporters, and others who may 

have to be contacted during a crisis. 

 

 

 

 

 

 

 

 

 

 

Newspaper Checklist 

Name of 

Newspaper 

Who Contacted? When 

Contacted? 

 

Response? 

 

Circulation 
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Television News Checklist 
Station 

Call 

Letters 

 

Channel 

 

Address 

 

News 

Director 

 

Phone 

 

Fax 

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

 

A blank television news checklist for filling in the contact names and numbers for all the persons 

whom you may have to contact at television news stations. 
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Radio News Checklist 
Station 

Call 

Letters 

 

Dial # 

 

Address 

 

News 

Director 

 

Phone 

 

Fax 

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

A blank radio news checklist for filling in the names and numbers of radio personnel needed in a 

crisis. These contacts may be on a social media network. 
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Media Checklist 
Website Facebook Blog When updated? Response 

     

     

     

     

     

     

     

     

     

     

     

     

     

     

     

 A blank media checklist for filling in the names of media outlet and others who may have to be 

contacted during a crisis. 
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Methods of Communication 

   

Telephone 

 

E-mail 

 

Fax 

Letter By 

Messenger 

Letter By 

Mail 

 

Newsletter 

Bulletin 

Board 

Personal 

Visit 

News 

Release 

 Employees          

P Executives          

U Customers          

B Board Of 

Directors 

         

L Electronic 

Media 

         

I Daily 

Newspapers 

         

C Weekly 

Newspapers 

         

S Shareholders          

 Community 

Leaders 

         

A blank chart for plotting an organization’s publics, communication methods, personnel 

responsibilities, and key message. 

Step 14: Update Website to Explain the Crisis   

This task, in some cases, should be done prior to contacting some of the other news media. It is 

listed separately here because it requires the work of a webmaster, which will probably be on the 

crisis team, but may not be. The message should be consistent with other messages and should 

describe the crisis at hand. 

Step 15: If there are blogs that require response, do that as soon as possible. Many 

organizations set up their own blogs in addition to a website. 

Our company uses Facebook instead of blogs to reach our publics to inform them with needed 

information on any crisis or updates with the restaurant.  

Step 16: Review Draft of the Crisis Plan and Make Corrections 

Step 17: Distribute Plan to All Members of the Crisis Team 
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Distribute the crisis plan to all crisis team members and make sure that each of them read and 

fully understand the material.  

Step 18: Review and Update the Plan Once Each Year 

Each year the Crisis team will meet, go over the plan and update it as needed to insure that future 

crises will be handled in the correct way.  

Step 19: Drill and Rehearse Plan 

Each year the plan will be rehearsed two times to insure that the employees are aware of what the 

crisis plan is and what needs to be done if such an disaster would occur.  

Step 20: Drill and Rehearse With Spokespersons 

Step 21: Evaluate the Plan 

The following is a sample document from Palm Tree Buffet crisis plan. 

Evaluation of Plan Effectiveness after a Crisis 

After a crisis, the following steps will be followed to ensure that Palm Tree Buffet 

is better prepared for the future. This evaluation is for looking at what went right 

and what went wrong during the crisis. It covers all aspects of the crisis, including 

media relations, community relations, and the crisis management team 

performance. It is vital to evaluate the company’s CCP while the crisis is still 

fresh in employees’ minds. Thinking about all aspects of the crisis will help 

determine what we can do better next time. 

•Media relations: Review the media’s coverage of the crisis. Were there areas in 

which we could have received better or more positive coverage of our company? 

Would the coverage have been better if we had taken more time to build strong 

media relationships before the crisis? 

•Community relations: Did the community react favorably to how we handled the 

crisis? If not, what can we do to build better community relations (i.e., public 

service donations or activities)? If we donate money or services, make sure that 

the public is aware of it (through media coverage or information at our restaurant 

locations). 

•Crisis management team: Did all team members perform well under pressure? 

 ere there certain members who should have been put “behind the scenes” or on 

the “frontlines” (speaking to the media, etc.)? Should any members be replaced by 
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others if another crisis should occur? Was the crisis control room properly 

stocked? Was there anything missing that needs to be ordered? 


