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*When the Press Comes Calling




Pepsi Syringe Caper

June, 1993 Earl and Mary Triplett ‘

é

é

PEPSI
No recallz 5 state alert '

Claims continueq news second only to nomination of
Ruth Bader Ginsburg

No reports of injury or illnesgno rational reason

Pepsi determined no recatlinvestigated every plant no
syringes were used in operations.

Pattern of product tampering including Tylenol

https://en.wikipedia.org/wiki/Pepsi



PR Impact

|dentified publicsg news media, customers, consumers,
employees and local Pepsi bottlers

Six media relations expertsone clear voice

24 consumer relations experts on-hbur toll-free hotlines
Scientific and regulatory affairs worked with FDA

Sales and marketing charged with maintaining relationships

Manufacturing experts worked with FDA to produce edsy
understand explanation of the filling line process




Response

Put public safety first.
Find the problem and fix it.
Communicate frequently, quickly, and regularly.

Take full responsibility for resolving the crisis.

http://www.fda.gov/ucm/groups/fdagov-public/documents/image/ucm253526.jpg




The BEST offensea VNR (video news release) showing the
process of filling a can on the manufacturing line. No way to
iIntroduce a foreign element (estimated 300 million viewers)

Three subsequent VNRs were producadcluding Diet Pepsi

crisis

Third VNR showed images from anstore surveillance camera of a
woman attempting to stick a syringe into a Diet Pepsi can (at this
point the hoax began to crumble)

54 people prosecuted for hoaxes




Best Quote
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Becky Madeira VP of Public Affairs for Pef

52 Strong understanding of the news med ,‘SCANZ A

Positive relationship with the FDA @I;ERT

Used FDA experts (opinion leaders) who were third party
endorsers of lack of culpabillity.
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PROMISE

| MAKE TYLENOL AND | PROMISE:
I T wouldn’t give it to
my kids, it won't get to_
Yours.

Drew

Mumuger of Procezt Ceocellomen, § yuany

CUHER FOOLS AND USRS

The Pure Pan Rabie! of Tylenal Have » Quastion? Save $1
A DRF Aol A0 8 T A3T You CON 08 Us CWECTy OF TR0 Saep 5t vy Ty proowct
First ont how Tywrod o oot

NROLT TYLENGY JMDWIE  QIT ML peoaTry

When a Crisis
Happens

http://bpl.blogger.com/_8eFsGHPzQMM/Rjew36g9ZkMI/AAAAAAAAAAS/IrvUENdhuTO/s400/Picture+4.png




Crises Can Happen to Anyone

¢ Just when you thinkit cant
happen here.?

...it does.

Blue Bell Ice Cream Listeria Recall

http:// kfda.images.worldnow.com /images/7527353_G.jpg




A Tale offwo ShuttleDisasters

Challenge(1986)-- NASAs silence led to a loss of public
confidence in the space agency.

Columbig2003)--NASAs rapid ancdcandid communication
helped avoid traumatic restructuring.




FDA in 2007

AT OwUA 11 &%$!'d6 AilT cCc EO
The organization lay out a vision for restoring credibility

Acknowledge problems and let people know what you are going to do
about it

Develop messages
Media training

Suggested that the agency was sorely in need of a good communicatic
plan.




What Do You Do??

BN Orlando Shootingz Worst Mass Shooting
iIn U.S. History

http://www.orlandosentinel.com/news/pulse-orlando-nightclub-shooting/victims/os-pulse-nightclub-orlando-shooting-victims-htmistory.html




Brian Gerald Murphy Lx 2+ Follow
BeGeeM

Gay. Men. In. Orlando. Can't. Give. Blood. To.
Their. Bleeding. Battered. Community. Dear
@US_FDA, CHANGE THAT NOW
#PulseNightclubShooting

1,830 1601 EEBBODE: L

10:27 AM - 12 Jun 2016

ﬁ Reply to @BeGeeM @US_FDA

Murray Fullerton @MurrayFullerton - Jun 12
@BeGeeM @CaseyNewton @US_FDA could there be a medical reason for the
ban or is the FDA just anti-gay?

Brian Gerald Murphy @BeGeeM - Jun 12
@MurrayFullerton @CaseyNewton @US_FDA there was a medical reason in 1985
when we didn't know how to test for HIV. Now it's just homophobic
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Ensure timelineg faster the response, greater the credibility
Provide an immediate response

Hold regularly scheduled news conferengesn time.

Select one spokespersairained/experienced

Create scripts for people who answer the phone

Prepare for tough questions

Coordinate messages with police, fire, hospitals, etc.
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Provide press releases that are date and time stamped




Why Do We'Need The/Media?
MWailOnline

U.8, | Sport | TVAShowbiz | Femail | Health | Sciance | Money | Rig!
My Home | Arts | hesdioes | Mcturss | Most resd | Ness Soard

Revealed: Dirty Larry, the multi-millionaire
behind firm sneaking horsemeat into your
supermarket

« Larry Goodman, 76, is a director of the ABP Food Group
« He was revealed to have had business links with Saddam Hussein
« His companies have deals with Tesco, Ssinsbury, Asda and Burger King

By KEITH GLAD DS
PUBLSMED: 22:16, 16 Jaruary 2013 | UPOATED: 1824, 17 Jaruary 2013
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Four Facts About theMedia

1. Thevlrhety@mwe evasn ot go

-

2. You haveto deal with them
nerrather than later.

3. They can help uswgetour:good
VS @ut.

4. Thereare no guarantees)onwhen
) a story willl num.

"

If vou want reporters to cover the good, vou have to be available to
reporters during bad times.




Understanding Reporters

é Reporters ARE NOT government officials
Barely one, maybe two polyscrhistory classes
Acronyms are gibberish
Budgeting z limited math skills
Contracts
Taxes

TEACH!




What to Expect from the Media

The Reporter

A Has a job to ¢oi- s/he hastto-getitherstory.

A Their objectives may natibetthe: samesas )yours.

A The reporter can not beexpectedito @advocate)yourposition.




@
KEEP
CALM

AND

MANAGE THE
MEDIA

NA soli d media relations
two-way model for communications to provide

Information services for all incoming calls from the
P ubl Coaners 1988, p.400).




Grunig's Four models of Public Relations

Model Name Type of Communication Model Characteristics

Press agent/ publicity model | One-way communication | Uses persuasion and manipulation to influence audience to
behave as the organization desires.

Public Information model | One-way communication | Uses press releases and other one-way communication
techniques to distribute organizational information. Public
relations practitioner is often referred to as the “journalist in
residence.

One-way communication | Uses persuasion and manipulation to influence audience to

ymmetrical model

behave as the organization desires. Does not use research

Two-way communication

Uses communication to negotiate with publics, resolve
conflict, and promote mutual understanding and respect

between the organization and its public(s).






