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Criss Management, Response, Prevention, Planning & Training

CRISISAND ISSUES MANAGEMENT EXPERIENCE SUMMARY
Updated March 2007

Definition of Crisis -- any situation that is threatening or could threaten to harm people or property,
seriously interrupt business, damage reputation and/or negatively impact share value.

Thefollowing isapartid ligt of issues management/crisis communications Stuations with which Berngtein
Crids Management has been involved. It has been broken down by categories for ease of reference.

Thereis, of course, some overlap in categories (e.g., litigation isinvolved in multiple categories). Dueto
the nature of the work, many clients cannot be identified, but confidentia client references are avalable.

Activism

Advising acompany with direct marketing operations nationwide about how to minimize damage
from aggressive former contractors who were effectively using the Internet to damage the company.

Then, subsequently, conducting training for company leadership designed to help them avoid future
crises and respond better to crises that couldn’t be avoided.

Helping amgor manufacturer ded with multi- audience risk communication (related to the recycling
of hazardous wastes as fudl) in conjunction with re-permitting of their manufacturing fecility. This
included responding to communications chalenges posed by loca and nationd citizen activist groups
and regulatory authorities.

Responding to activigt-driven water usage complaints againgt a developer client.

Advisng multiple clients on drategies for countering Internet-based communications by activist
groups.

Engaging in activism on behdf of the“David’ in a“David vs. Goliath” legd bettle.

Corporate/Transactional

Consulting to an Internet Service Provider about how to best communicate with stakeholders
following a decison to enter Chapter 11 bankruptcy.

Helping a national manufacturer prepare for interna and externa communications related to a plant
closure accompanied by transfer of assets and customers to another company.
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Creeting and helping to implement a strategic communications plan designed to complement the
legd and operationd components of sdlling a privately owned company, preserving the value and
reputation of the organization through the transition of ownership.

Advisng afinancid services organization about internal and externa communications designed to
minimize business interruption and losses during a period of time when the company was being
offered for sde.

E-Commerce & Internet

*

*

Assiging an Internet Service Provider with response to cyber-terrorists who stole customer credit
card information and attempted to extort money for not releasing this data.

Advisng a prominent software developer and service provider after some of its proprietary
customer information was leaked to spammers, probably by aformer employee.

Education & Childcare

Advising the board of directors of a prominent community college regarding the best way to manage
and communicate about sengitive issues that had legd, public rdations, operationa and politica
implications.

Consulting to a childcare operation about to suffer the ill effects of proposed legidation, helping it to
present its side of the story.
Assigting a school with response to arrest of a popular educator on charges of sexua molestation.

Helped a private high school develop a strategy to respond to a student's thresats of violence,
including parent and staff communications explaining the rationde for both related and unrdated
security enhancements.

Advisng an dementary school digtrict about how to respond to the unexpected discovery of a
potentialy- serious on-campus environmenta hazard, balancing full and rapid disclosure to faculty,
gaff, parents and media with the need to keep the matter in the proper perspective.

Advising anationa provider of servicesto school systems after it became a possible target of
investigation by a gate attorney generd.

Guiding the internd and externd response of a school digtrict to controversy resulting from a
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teacher’ s activities.

Advisng multiple schodl districts on issues ranging from aleged embezzlement to conflicts between
digtrict staffs and governing boards.

Assessing the strengths and weaknesses of existing crisis preparedness and response documents
from a prominent universty, to include making recommendations for improvement.

Serving asthe“on cdl” criss management and training organization for anationa provider of
childcare services that had to respond to awide range of crises common within itsindustry.

Advisng anationd operator of charter and private schools on a number of crises inherent to their
business.

Assgting the board of a college with appropriate response to public criticism over its decisons.

Environmental

*

Helping a school didtrict prepare to communicate about the sudden finding of asbestos in recently
acquired property whaose roof collgpsed after arainstorm.

Assgting a cement manufacturer with management of negative response to the use of itskiln to
recycle/destroy hazardous materias.

Providing rapid response to citizen outrage about dioxin effluentsin a manufacturing process.

Responding to concern by residents a alarge masterplanned community about the effects of
Electromagnetic Fieds (EMF) on their hedth.

Helping alarge farming business manage public perception about its response to a notice of violation
from its state department of natural resources.

Advising a developer about communication related to arunoff of chemicals from its golf courseinto
prigtine fishing/svimming/boating waters.

Creating comprehensve criss communications plans for severd organizations at the wrong end of
investigations by dtete attorneys generd.

Advising a corporation that had to communicate bad news to area residents about hazardous and
toxic waste found on and under its property.
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Financial Services

*

Helping a bank prepare to announce that backup copies of alarge number of confidentia customer
records were missing and potentidly in the hands of identity thieves.

Consulting to an industry-leading financid services provider whose marketing and services had
become the focus of various state investigations and who had been continuoudy “beet up” on the
| nternet.

Advisng alender concerned with possible negative public response to its decision to foreclose on a
loan made to aregiondly prominent organization.

Assding aleading source of niche market financing with internd and externd communications
related to weak economy-driven business problems and corporate restructuring.

Heping a banking organization communicate regarding a possible theft of customer information from
its database.

Food

Helping a nationd restaurant chain successfully manage and minimize damage from E. coli
contamination at severd of its locations.

Providing afull range of crigs prevention, preparedness and response services for three mgjor fast
food chains based in the United States, with two out of three aso having overseas operations.

Conducting vulnerability assessment, crigs planning and training for agloba manufacturer of food
products for retail food establishments, while also assisting that manufacturer with response to
severd serious reputation and business interruption threets.

Health Care

*

Advising asenior hedthcare company following disclosure by the media that a company facility was
under investigation for aleged mercy killing.

Consulting to amedica group regarding tactics and messages to be used in reversing commerce-
threatening behavior by leadership at its host hospitd.

Heping amgor hedth care provider manege hostile press and community reaction to its decison to
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cease providing one of its services and then developing a criss communications plan for the
provider.

Preparing a prominent nursing home for the possibility of sudden closure due to the unforeseen
impact of thair first ingpection under OBRA regulations.

Deding with interna and externd reaction to unba anced behavior suddenly exhibited by a physician
a aprominent hedth care facility.

Advisng amgor hedthcare company regarding response to a government investigation.

Assgting apsychiatric hospital with reaction to the death of an adolescent patient and the
subsequent investigation by police and other authorities.

Assging anationd hedthcare provider with internd and externad response to news about HCFA
decertification of asngle facility.

Consulting to a psychiatric hospita where two publicly revealed incidents had taken place in afairly
short time period, one involving ingppropriate relations between a staff member and aminor patient,
the other involving two patients assaulting a third.

Consulting to operators of nursing homes, congregate care facilities and smilar businesses regarding
the types of crisesthat can "routindy" affect them -- e.g., wandering patients, deaths/injuries under
suspicious/unexplained circumstances, lavsuits.

Helping amgor regiona health care provider manage public response to its decison to cease
providing certain services.

Housing & Real Estate Development

*

Assgting a prominent developer of luxury masterplanned communities with communications issues
related to their business and to expangon.

Credting anationd criss management training program for amaor homebuilder.

Serving, for adozen years, asthe lead issues and cris's management consultant to anationd,
publicly held developer of magterplanned communities, hel ping to manage dozens of Stuations that
threatened relationships with residents, prospects, referral sources, community leaders, employees,
regulators, governmental agencies and the media serving al of these audiences.
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Assiging ared estate developer threatened by a homeowner lawsuit that could have had materid
impact on thefirm.

Working with aleading red estate developer to lessen opposition to its planned activitiesin atarget
market.

Managing media and resident response to unexpected settling of home foundations in two housing
communities.

Inter net-Centered Threats

Participating as a key member of criss response team for a manufacturer that had suffered the theft
of proprietary information about the firm and its customers by a disgruntled worker -- who then
posted that information on the Internet.

Consulting to Fortune 100 company whaose business was being damaged by online activism by
relatively few individuas determined to harm the company.

Helping alarge direct sdling organization revise its digtributor communications policies and
programs to better serve the reputation management needs of the entire business.

Advisng the owners of anationd chain of fitness-related businesses regarding response to online
consumer criticiam, negative media coverage and dissemination of alegations made in acivil lawsuit.

Labor & Employment

*

Advising the leedership of, and legal counsd for, a professona services business where a senior
executive had engaged in ingppropriate sexua behavior but was not being dismissed.

Consulting to a prominent not-for- profit that discovered embezzlement by a gambling-addicted
employee.

Asssting amedica supplies provider with sengtive dient communication following the firing of
employees who may have been mideading customers about the products received and who were
aso intent on badmouthing the provider publicly.

Helping anon-union dlient prepare for aloca union's announced plans to drive the client out of
bus ness through picketing, hand-billing, direct approaches to customers, etc.

Consulting to a prominent sports-related service provider accused of racia discrimination by a
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recently fired employee.

Advisng adient retirement living facility on the best way to handle interna and externd
communications following the sudden departure of two senior, and very popular, adminigtrators.

Helping a quas-governmental exempt organization manage the ouster of a difficult senior executive
without drawing public criticism.

Helping alarge nonprofit respond to and turn around public outcry over its plansto hire ahigh-
priced new administrator.

Advising a physcian whose former employee was thregtening to make damaging statements about
him to the press and various audiences important to his business.

Consulting to a developer faced with a sexud harassment lawsuit againgt one of its managers.

Heping an employer facing public criticiam rdated to its employment of foreign nationasin
percelved contravention of some immigration policies.

Advising aboard of directors on how to best disclose and minimize negative reaction to the high
level of compensation given to akey executive.

Law & Litigation

*

Taking acase to the “court of public opinion” on behdf of an individua wrongly accused of acrime,
resulting (as of December 2006) in prosecutors backing down and making a drastically reduced
plea offer.

Advising alaw firm about interna and externad communication related to certain management
changes and reputation-damaging alegations.

Helping alarge commercid organization ensure that its litigation strategy would (8) resonate well
with its most important stakeholders and (b) not backfire in the court of public opinion.

Advisng a product manufacturer facing imminent indictment by aU.S. attorney.

Assging aleading accountancy with interna and externad communications regarding alegations of
improper auditing.
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Consulting to amunicipdity that was percaived as being liable for deaths from faulty heaters that
were emitting excess carbon monoxide in a public housing project.

Managing response to the indictment of -- and subsequent guilty pleas by -- employees a amgor
nursing care center who were charged with elder abuse by the State atorney generd.

Providing rapid-response crids consulting to a consulting firm that was at the wrong end of civil and
crimind investigations on a variety of issues.

Preparing an industry leading, publicly held company to ded with response to the news that one of
their subsdiaries had reached a plea bargain with the state attorney genera regarding sgnificant
environmenta law violations and was recaiving arecord fine.

Intentionaly drawing media and public atention to litigation by former employees againgt some
prominent business and governmentd entities.

Preparing a client manufacturer to respond to publicity associated with an indictment by the U.S.
Attorney.

M anufacturing

*

Vulnerability assessment, crigs planning and training for an industry-leading manufacturer with
operations nationwide.

Vulnerability assessment, criss planning and training for an industry-1eading manufacturer with
operations globdly, and which recognized the value of training for mid-level managerss aswdl as
senior executives.

Conaulting to a manufacturer that was faced with inevitable sanctions by EPA and a state agency,
ensauring that communication with al stakeholders facilitated the client’s ability to remain in and
expand its business.

Conducting a vulnerability/risk assessment for an industry-leading manufacturer that had grown
rapidly viaacquisition and suspected that some internal issues were causing or increasing risks of
Crises.

Assgting agloba food service manufacturer with rgpid response to growing worldwide concern
over potentia contamination of raw materias by a substance “believed” to cause cancer in
[aboratory rats, yet which was aso the focus of some panic-level responsein at least one country.
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Conducting a day-long “executive sesson vulnerability audit” with the executive committee of an
internationa manufacturing firm to help them (a) understand crisis prevention better and (b) begin to
asess where their firm needs to focus future crisis prevention efforts. Subsequently retained to help
with ongoing crisis preparedness.

Helping a manufacturer prepare for anticipated publicity pursuant to its negotiated plea with a state
atorney generd following environmentd violaions.

Managing response to multiple, publicly known lega challenges faced by a manufacturer.
Cresting and implementing a criss communications plan desgned to minimize damage to an

international manufacturing company threatened with civil and criminad complaints thet could have a
severe impact on its business.

M ergers, Acquisitions and Expansion

*

Creating a strategic plan and drafting materias to communicate a privately held company’'s
divedtiture of dl sx of itsrating divisonsin amanner which didn't darm internd or externd
stakeholders.

Assging amgor banking ingtitution with rgpid-response, comprehendve, interna and externd
communications in connection with its acquistion of another indtitution.

Consulting to a consortium of well-known privatdy held firms whose merger plans had antitrust
implications.

Not-for-Profits

Conaulting to a church-owned schoal facing arevolt by avery vocd minority of parents and
teachers.

Advising an association with membership in the hundreds of thousands about how it could best
serve its membership reputation management needs and aso increase positive atention for the
assocition, its misson and its value.

Helping a church/school manage a sensitive human resources metter.

Consulting to severd school digtricts faced with growing parent and teacher criticism about some of
their decisions.
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Personal Crises

Heping the family of actor Robert Y oung (Marcus Welby, M.D., Father Knows Best) plan for
media and public reaction to their loved on€ simminent death and, after his deeth, serving as media
liaison and event coordinator.

Aiding the prominent family of akidnap victim with their pre-rescue and post-rescue media
relaions.

Helping to salvage the reputation of aleading internationa consultant who had run into highly
publicized business difficulties.

Conaulting to alocaly prominent individua who was worried about publicity that could result from
having become innocently connected with someone who turned out to be the primary suspect ina
violent crime,

Product Contamination, Defects and Liability

*

Coordinating response of amgjor health care company to new research results that chalenged the
safety of one of its products.

Managing response to desth and illness caused by e.coli-contaminated meet purchased a a client
market.

Conaulting to a product distributor managing online allegations about product defects.

Heping adigributor of filtration devices optimize the results from a TV news investigation of its
product claims.

Conaulting to a restaurant chain where food had become contaminated with e.coli.

Assgting afood product distributor with communication related to arecadl of product that could
potentidly cause deaths or severeillness.

Reputation and | ssues M anagement

*

*

Consulting to aleading professona services organization being damaged by the fase statements and
actions of a departed professond.

Advising a not-for-profit hethcare organization following dlegations that one of its consultants may
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have engaged in improper influencing of public officids whase gpprova was important to the not-
for-profit.

Helping alarge exempt organization turn around negetive publicity regarding adecison to hire anew
chief executive without first adequately communicating the facts to its key audiences.

Providing crississues management training to members and executives of a professond trade
associaion on how to more effectively communicate about sensitive matters.

Assging a prominent hospita a which an in-house childcare center employee was accused of child
molestation.

Conducting an in-depth communications and vulnerability audit of a multi-location internationd
business for the purpose of (a) improving overdl interna and externa communications and (b)
cregting a company-wide criss prevention and management plan.

Managing a company’ s response to hostile rumor-spreading by an angry former customer.
Creating a reputation management program for a manufacturer whose products had developed a
sdf-sustaining bad reputation that they couldn’'t seem to shake, even after products had been

improved.

Helping a nationd professond service organization manage internd and externd response to the
arest of one of its executives.

Advisng a prominent and usudly well-respected financier on how to best deal with inaccurate and
reputation-damaging criticism leveled a his organization by mediaand others.

Securities

*

Directing the response of a publicly-held financid indtitution to sudden deterioration of its stock
vaue originating with false rumors on Wal Street.

Helping alarge investment firm respond to a State investigation resulting from violaions of the
Securities Act and possible crimind fraud on the part of its top management.

Assding with the internd and external communications issues facing multiple dients under
investigation for dleged State and/or Federd securities violations.
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Sports M anufacturing, Oper ations & Personalities

*

Advigng anationd operator of golf courses about response to sengtive issues such asadeathina
golf course lake and dlegations of discrimination.

Launching a*“can you hep us’” ingant Web ste for the family of former NBA star Bison Dele, now
believed deceased, when he and his lady friend were missing in the South Pecific and the family was
seeking information on their whereabouts. The Site dso helped to pressure investigators to step up
their efforts.

Consulting to an industry leading manufacturer of recreationa sporting goods, to include conducting
avulnerability audit, creating a cris's communications plan, mediatraining and
establishment/operation of a consumer rumor control program.

Tax-Exempt

*

Consulting to asmadl tax-exempt regarding internal and externa issues management designed to
neutralize negative rumors being aggressively spread by one unfortunatdly credible former employee
and one former board member.

Advisng alarge tax-exempt on how to turn around a negative media and governmenta relations
Situation resulting from an unpopular board decison.

Consulting to a tax-exempt organization that could not seem to get itsdlf out of “congtantly on the
defensve’ mode following a series of unfortunate, but reversble, mishaps.

Assgting aloca nonprofit with public reaction to board decisons under attack by elected officids
and skilled muckrakers.

Advisng the executive board of atax-exempt organization after it received sgnificant negative
feedback from its unexpected decision to drop severd full board members who had been perceived
as obgtructioni<.

Helping a psychiatric facility respond to a threatened lawsuit from a former patient now claiming that
sexua abuse had taken place while she was aresdent.

Terrorism

*

Helping alarge regiona company communicate, interndly and externdly, in the wake of an anthrax
scare during which an envel ope containing white powder released its contents at the organization's
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heavily populated business office.

Consulting to companies whaose shipping practices were in question by those concerned about
anthrax.

Advising organizations wanting to know what was gppropriate for them to say, publicly and
interndly, in the wake of 9-11.

Assessing a Jewish organization’s current cridis preparedness plans and programs, to include
meaking recommendations for improvement.



