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Preparing for the Decisive Moment
Training Seminar in Proactive Crisis Management



Preparing for the Decisive Moment

Critical Objectives
Engaging in the “Decisive Moment”

Case Studies in Crisis Management
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Critical Objectives

1. Paradigm shift: Explore concepts and frameworks
needed to help Abbott master reputational challenges

2. Skill-building: Acquire powerful tools to implement
successful brand defense strategies
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A Flexible Framework Empowers Ambassadors

- Flexible models are st 5 and scripts

Crisis Response Formula

*Either overly general or overfit to *General framework tailored to specific
specific crisis or landscape cases

Inflexible and restrictive *Flexible to encourage situational

*Predictable, allowing attackers to base awareness and leverage expert

future attacks on past crisis response knowledge of team members
*Evolves with attacker tactics, lessening
element of surprise and dissuades attacks

by raising potential cost to fight
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Preparing for the Decisive Moment

Critical Objectives

Engaging in the “Decisive Moment”

Restoring Trust: The True Business Challenge

Engaging on the Right Level: Experts, Fear, and Outrage

Case Studies in Crisis Management
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The "Decisive Moment”: All Eyes on You
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Crisis Response Forms Strong Impressions
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“No Comment” Speaks Loudly
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Balancing Engagement Speed and Quality

Abbott’s first response will Ieave > an mdellble mark, so it needs to
be as fast as possible  _. I

misi ng the message

In the early hours, t

nd quality response
models allow for ir

unknowns

- “Whodunnit?” is not the crisis

Article:

Why First Impressions Are
Difficult to Change: Study

Rick Nauert Ph.D.
Date: 19 January 2011 Time: 03:54 AM ET

PASSING THE BLAME Is NOT AN ACCEPTABLE CRISIS RESPONSE: A [0

Look AT THE Topr #FAILS IN THE NEWS TODAY

by Melissa Agnes on June 13, 2012 in Case Studies, Food for Though
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Balancing Engagement Speed and Quality

- Abbott’s CI'ISI ness activities,
which enabl *
- Intelligen '
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Restoring Trust: The True Business Challenge

It is essential i opportunity
of a crisis

- Comm
CETNET

Scientific Testing

Legal Issues Whodunnit?

Supply Chain Audit
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Restoring Trust: The True Business Challenge

The trick for brand managers is to investigate the situation
objectively while considering consumers’ subjective emotions
in Abbott’s impact analysis a_utward communications

pepchooquoiay DS =

Why Being Right Can Be Wrong For a Relationship
Three ways to build stronger, happier relationships in life
Published on April 23, 2013 by Christina Curtig in Stop Dreaming, Start Doing



Striking the Right Chords with The Trust Radar

Warmth, authenticity, and
perspective taking

Transparency

Iriver

What you do know, what you don’t
know, and when you will follow up

Empathy

The person or team handling the
situation matches the perceived
severity of the situation

Sample | Slide 13

Commitment

Expertise

Competence and capability to fix the
situation
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Engaging on the Right Level: The Expert Trap

Expert knowledge actually causes the expert to experience the
world differently from

nto 2 categories Now, categc
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Sexing Day-Old Chicks: A Case Study and Expert Systems Analysis
of a Difficult Perceptual-Learning Task

Margaret M. Shiffrar

Irving Biederman
University of California at Santa Cruz

State University of New York at Buffalo
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Engaging on the Right Level: The Expert Trap
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Engaging on the Right Level: The Expert Trap

Close the gap between experts and non-experts by filling
in the low information environment

Transparency
o . |
Consider how a variety of non-expert stakeholders could

perceive the crisis and Abbott’s response to the crisis

Commitment

provn
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Engaging on the Right Level: The Expert Trap

- Considering artmental
crisis con
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Exercise: Avoiding The Expert Trap

“You are highly |

' ever run into
difficulty explain

- How do yo

family so that

they can se

- Have you _? :ant .
formula w .,

- How do their

sut IMF?
- How do you .i*-.
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Engaging on the Right Level: Outrage

aCCEpEf

like fa

Helps to elucidate corporate thought processes and
considerations, and helps to prevent “us vs. them” mentality

Transparency

|
Identify moral drivers and consider these drivers in
communication from the start of the crisis

b con .
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Exercise: Outrage

- In personal interac

cross prejudices
against workin

_What are peop onse build
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Engaging on the Right Level: Fear

- Factor
crisis

thrﬁf

Reduce fear of the unknown and perceived lack of control
through transparent engagement

Understand that people overestimate personal risks and that Transparency
risk drivers are biasing how consumers see the crisis |

Nyl

Empathy -

@& Thomas Edison electrocutes
= - an elephant with AC current
Tah “@f_ to win the perception battle

% in the war between AC and

=== DC electricity delivery

Commitment

Sample | Slide 21 TR S | SIG]]T



Exercise: Fear

How does a Chinese crisis involving Abbott IMF safety score
on these risk drivers relative to a product like nutrition bars?
_Dreadful B—

— Uncontrollable

— Novel
—Visible

_Threat to future genera:

llllailOnHe <

Home | U.K. Home | News | Sport | U.S. Showbiz | Femail | ;C-;F Science | Money |

e

Health Home | Health Directory | Health Boards | Diets | MyDish Recipe Finder

- Baby formula milk should have cigarette-
style health warnings telling mothers breas
Is best, says top charity

« Save the Children wants warnings to cover a third of milk's packaging
« But campaigners claim it will pile guilt on mothers who can't breastfeed

p————
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Preparing for the Decisive Moment

Critical Objectives

Engaging in the “Decisive Moment”

Case Studies in Crisis Management

Mercedes: A Costly Second Chance

Toyota: Missed Commitment Signals

Fonterra: Engaging in a Volatile Market
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Mercedes: A Costly Second Chance

- Safety and quality are c -

_ 1997 — Mercedes ha
families with childr

intended for

- Swedish journ est (“Moose Test”)

— Issue spreads 'spapers

- Involvement of ed media interest

& Nation/World

W/?/ - - Mercedes Struggles To Meet The Moose Test

PODREVEETRY
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Mercedes: A Costly Second Chance

- Mercedes’ Resp

_ Initially withhelc
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Mercedes: A Costly Second Chance i

Impact

- Mercedes alienated scared consumers with its focus on facts and failure to address the
emotional and psychological aspec

nt and cold, and several took its
1 find new failures

- Journalists interpreted f

statements as a challen'
- “Moose test” lent itself safety

— Daimler stock droppe following the story

Wir haben die Sicherheit neu erfunden .
Die neue A-Klasse.
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Mercedes: A Costly Second Chance

- Mercedes’ Seco

_ After negative res
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Lessons Learned

 Getting it right in the

expensive
and protracted ke

- Reputatior

1-Abbott
stakehold

- Essentia
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consume 3.

- Deferring | tion.
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Exercise: Improving Mercedes’ First Response

- How could Mer: esponse to the
Moose Test’ )

- What ber ' first
respon: i

et
FIRSTSIGHT
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 risk landscapes for cars and
amics?
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- What are the similariti
infant milk formula?
- Perception .:"

- Risk amplifiers

*Brand value-addition is trust in quality
and safety

*Quality signals from third party testing

*Children as a protected population
°??7?

MICHELIN. BECA
SOMU
ON YOURTIRES.
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" How was the CER event simil: les M oose Test?

Differences
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Exercise: Similarities to CER Event in China

* How was the CER event sin oose Test?

Differences

*Unrealistic testing conditions (no
Chinese standard)

*Media sensationalism
*Focused on discrediting attackers with

objective data
°??7?
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Toyota: Missed Commitment Signals

Crisis: Unintended Acceleration

- 2009 — Toyota faced reports of muIt|__pIe_

hs and injuries attributed to unintended
acceleration of its cars

- Sensational crashes (e.g. ¢ are d strong media interest

- Quality issues are in direc 2 proposition

- One month after the cri

nally requested a visit from
Toyota’s President

Four m-ore people killed in runaway Toyota

i; View comments

January 21st, 2010, 232 pm - » posted by Teri 8forza, Register stafi writer

Flik= O B+ 0 W Tweet 0 ﬁ Share
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Toyota: Missed Commitment Signals

Toyota’s Response

- Issued an early apology in Japan, but n .

- Toyota did not send a senior:
requested by House of Re

— Focused on displacin
media reports and reg

- Refused to release “
crashes

— Contracted NASA
eventually absolving

Bloomberg
Businessweek

Toyoda?

Fosted by: lan Rowley on January 28, 2010
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Toyota: Missed Commitment Signals

Impact

- Failure to send a high-level executive signaled low commitment to US consumers

— Refusal to release “black box” ir signaled guilt

- Despite scientific vindicatio reputational damage

- American media outlets

| issues that “have been
festering for nearly a d :

Ition

- 20 to 30 percent of " ?:5 brands

- By the time Toyota’s

| ock price had declined by
20 percent, a $35 biI :

To connect with Toyota's cars kill innocent people. Stand up for the truth, sig

~ sy, (B> ]
\f@’b
bﬁ.‘)‘
A'.ml; Toyota's cars kill innocent people. Stand up for

the truth

73 likes
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Lessons Learned
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Exercise: Signaling Commitment

~ In an IMF crisis, v it sending a high-

level Abbott e
- Does thi_' i_ucts?

- What ar
executi
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Fonterra: Engaging in a Volatile Market @

Crisis: DCD Contamination

- January 25%, 2009 — New Zealand's two largest fertilizer companies suspended
agricultural sales of dicyandiam evels of the substance were found
in dairy products bound

- DCD is an agrochemicz | o of farming

g Memorial Hospital

- Director of the Depart
in, cause dermatitis,

quoted by the China
and damage the live

. Wall Street Journal mplifying global
concerns

. The crisis spread fro nicked about brands

using New Zealand-s :
- The Chinese characters r “melamine”

Web Chi-na: New Zealand milk scare pinches
Chinese consumers

(¥inhua)

10:58, January 27, 2013 Q + = — bing FEENE
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Fonterra: Engaging in a Volatile Market @

Fonterra’s Response

- Fonterra’s CEO stated that “It is imy
were around 100 times lower t

- mber that the minute traces detected
nder European food safety limits.”

- New Zealand’s ambassac
and fill the information

. It surfaced that Fonte
but allegedly withhe
million shareholder

nce in China to assuage fears

before November 2012
e launch of its $525

Fonterra CEO plays down milk worries

TIM HUINTER
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Exercise: Successes and Failures

" How did percepti sk, outrage, fear)

amplify the is

- Did Font;  trap?

~Which c

ght and
wrong’

Transparency

Expertise

Commitment
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Exercise: Successes and Failures

- Did Fonterra senc rs to signal the

appropriate |

- Was Fonts
appropri
~How ‘?
~Would

, JUBEVEING W
Sample | Slide 42 o X f
FIRSTSIGHT



