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How Would You
Have Handled This?

How Would YouHow Would You
Have Handled This?Have Handled This?

One Lived, One DiedOne Lived, One Died

MixMix--up Devastatedup Devastated

Families, Staff andFamilies, Staff and

ClassmatesClassmates

5 Students Died, 1 Staff Driver Died5 Students Died, 1 Staff Driver Died



DEFINITION OF A COLLEGE CRISISDEFINITIONDEFINITION OFOF A COLLEGE CRISISA COLLEGE CRISIS

A significant campus disruption whichA significant campus disruption which
Triggers negative stakeholder reaction,Triggers negative stakeholder reaction,

impacting operations & financial stabilityimpacting operations & financial stability

Different Types of Business CrisesDifferent Types of Business Crises
•• SuddenSudden •• PerceptualPerceptual

•• SmolderingSmoldering •• BizarreBizarre

Adverse ImpactAdverse Impact

•• RegistrationsRegistrations •• Operating expensesOperating expenses

•• FundingFunding •• Staff/student moraleStaff/student morale

•• School reputationSchool reputation •• Competitive strengthCompetitive strength

•• Government interventionGovernment intervention •• Legal/Consumer actionLegal/Consumer action
Management mistrustManagement mistrust



The GoalThe GoalThe Goal
 Prevent loss of faculty, studentPrevent loss of faculty, student

& alumni confidence && alumni confidence &
supportsupport

 Protect reputationProtect reputation

 Get the campus back to workGet the campus back to work

 No problem hiringNo problem hiring

 Staff & students still trust theStaff & students still trust the
CollegeCollege

 Restore community confidenceRestore community confidence



REALITIES OF A SUDDEN CRISISREALITIES OF A SUDDEN CRISISREALITIES OF A SUDDEN CRISIS

Initial ChaosInitial Chaos
1.1. Crisis timing invariably is awfulCrisis timing invariably is awful

2.2. Human and hardware communications problemsHuman and hardware communications problems

3.3. News media pressure and rumorsNews media pressure and rumors

Inevitable AftershocksInevitable Aftershocks
1.1. Discovery/Disclosure of other problems related to theDiscovery/Disclosure of other problems related to the

crisiscrisis

2.2. Investigations by federal, state, local governmentInvestigations by federal, state, local government
officialsofficials

3.3. Lawsuits and financial penaltiesLawsuits and financial penalties

4.4. Lost business, management changes, divestituresLost business, management changes, divestitures



Broader IssuesBroader IssuesBroader Issues

•• Mass InfluenzaMass Influenza
Pandemics strikePandemics strike
every 30every 30--40 years40 years
1918 1957 19681918 1957 1968

••1918 Pandemic1918 Pandemic
killed 50killed 50--millionmillion

•• WHO and CDCWHO and CDC
warn AI is awarn AI is a
greater threatgreater threat
thanthan SARSSARS oror Y2KY2K



Why This is ImportantWhy This is ImportantWhy This is Important

Faculty/Staff too ill to workFaculty/Staff too ill to work

Others stay home in fearOthers stay home in fear

Students afraid to go to classStudents afraid to go to class

Healthcare strainedHealthcare strained

Vendors unable to deliverVendors unable to deliver

Quarantine stops activitiesQuarantine stops activities



Why This is ImportantWhy This is ImportantWhy This is Important

Public infrastructure failsPublic infrastructure fails

Transportation is disruptedTransportation is disrupted

Funding sources dry upFunding sources dry up

Some faculty/students may notSome faculty/students may not
returnreturn –– Some may not leaveSome may not leave

Social upheavalSocial upheaval



What to Plan ForWhat to Plan ForWhat to Plan For

Will you pay faculty/staffWill you pay faculty/staff

if you halt operations?if you halt operations?

Will you refund tuition?Will you refund tuition?

Update staff/studentUpdate staff/student

absentee policyabsentee policy



Pandemic Plan To Do listPandemic Plan To Do listPandemic Plan To Do list

 Consider staff/student accessConsider staff/student access
and availability ofand availability of

–– Healthcare servicesHealthcare services

–– Social servicesSocial services

 Establish policies for preventingEstablish policies for preventing
influenza spread on the campusinfluenza spread on the campus

 Collaborate with insurers, healthCollaborate with insurers, health
plans and local healthcareplans and local healthcare



Pandemic Plan To Do listPandemic Plan To Do listPandemic Plan To Do list

 What and how will youWhat and how will you
communicate withcommunicate with
staff/faculty/students/vendorsstaff/faculty/students/vendors

 Ensure communications areEnsure communications are
culturally and linguisticallyculturally and linguistically
appropriateappropriate

 Assure staff/students soonerAssure staff/students sooner
than later that you are preparingthan later that you are preparing
for a pandemicfor a pandemic



Pandemic Plan To Do listPandemic Plan To Do listPandemic Plan To Do list

 Develop procedures and methodsDevelop procedures and methods
for communicationsfor communications

–– Faculty/staff hotlineFaculty/staff hotline

–– Student hotlineStudent hotline

–– WebsiteWebsite

–– IntranetIntranet

 Calling treesCalling trees

–– For faculty/staff/studentsFor faculty/staff/students

–– For vendors/suppliersFor vendors/suppliers



Pandemic Planning is
a Strategic Issue

Pandemic Planning isPandemic Planning is
a Strategic Issuea Strategic Issue

 Focus on the operational ImpactFocus on the operational Impact
–– Absenteeism/Safe campus conditionsAbsenteeism/Safe campus conditions
–– Continue teaching/learningContinue teaching/learning
–– Lost enrollmentLost enrollment

 Focus on the PeopleFocus on the People
–– Faculty/staffFaculty/staff

–– FamiliesFamilies

–– StudentsStudents

–– The CommunityThe Community

 Assess the SchoolAssess the School’’s Strategics Strategic
VulnerabilitiesVulnerabilities
–– What are we doing to prepare and protect ourWhat are we doing to prepare and protect our

people and our operational recovery?people and our operational recovery?



BOTTOM-LINE ESSENTIALS OF
CRISIS MANAGEMENT

BOTTOM-LINE ESSENTIALS OF
CRISIS MANAGEMENT

CRISIS PREVENTIONCRISIS PREVENTION

 Know the Vulnerabilities of Your SchoolKnow the Vulnerabilities of Your School

 Keep an Eye on Your CriticsKeep an Eye on Your Critics

 Assess The Human Interest PotentialAssess The Human Interest Potential

 Maintain a Realistic Response PlanMaintain a Realistic Response Plan ---- Including PRIncluding PR

Crisis ControlCrisis Control

 Balance Legal, Operations and CommunicationsBalance Legal, Operations and Communications

 Know The News Media and Your AdversariesKnow The News Media and Your Adversaries

 Think Beyond The Crisis ItselfThink Beyond The Crisis Itself

 Words Are Not EnoughWords Are Not Enough ---- Do SomethingDo Something



HHS Secretary Michael
Leavitt said recently

HHS Secretary MichaelHHS Secretary Michael
Leavitt said recentlyLeavitt said recently

““Anything weAnything we
say insay in
advance ofadvance of
a pandemica pandemic
seemsseems
alarmist.alarmist.

Anything youAnything you’’ve done tove done to
prepare after it begins isprepare after it begins is
inadequate.inadequate.””



What Can You Say?What Can You Say?What Can You Say?

Fall back on yourFall back on your
basic messages:basic messages:

–– We were as prepared asWe were as prepared as
we could bewe could be

–– Our sympathy goes outOur sympathy goes out
to every family thatto every family that
lost loved oneslost loved ones

–– We will recover andWe will recover and
return to as near normalreturn to as near normal
operations as possible.operations as possible.


