
KEYHAVEN IS THE CRISIS CONSULTANCY DIVISION OF KING WORLDWIDE, THE LEADING 
GLOBAL FINANCIAL COMMUNICATIONS AND STAKEHOLDER MANAGEMENT COMPANY

crisis communications
scenario and role-playing exercise

Accident/ Reputation

CityPoint, 11th floor 
1 Ropemaker Street
London, EC2Y 9 AW

info@keyhaven.cc
+44 (0)20 7920 2320/2317

After hours: +44 (0)7825 579 254
+44 (0)770 3537 721

www.keyhaven.cc



 Copyright © 2013 Keyhaven

We protect and enhance your reputation 

by helping you prepare for crises and 

manage them effectively



STAGE 1: TODAY, NOW...

Disaster over the park 
 
Fog has shrouded the South East of England for the past two 
days.  It has been playing havoc with those trying to get in and 
out of London.  Shortly before 6.30pm, a KLM Boeing 737 aircraft 
travelling westbound from Amsterdam’s Schiphol Airport to 
Heathrow collided over Regent’s Park with a Gulfstream 
executive jet traveling eastbound from Bristol to City Airport.  
Debris from the wreckage of the Boeing fell in several parts of 
the West End from Marylebone Road to Oxford Street.  The 
cockpit and nose of the aircraft dropped into Great Cumberland 
Place, causing extensive damage. The emergency services were 
on the scene moments after the collision, closely followed by the 
media. The emergency services have cordoned off the entire 
area.  Large crowds of people are milling around the edges of the 
scene taking photos. This is the first commercial air collision to 
happen over London.



WHAT DO YOU DO?

1. What information is likely to be available at this stage and from 
which sources? Who might we try to contact to get more 
information? 

2. Who are the key people needed to form our crisis management 
team? How can we get them together? Do we need to contact 
any others associated with the Estate?

3. Where might the emergency services’ command post be set up 
and how is it comprised? Why does this matter to us?

4. Who are our priority stakeholders and other audiences with 
whom we need to communicate – and how should we do so? 
Should we tailor our holding statements according to the 
audience? How can we be consistent?

5. What steps do we need to take to set up lines of communica-
tion with residents and clients of the estate?

6. What might the role of social media be in the early phases of 
the disaster? So what?



STAGE 2: TWO HOURS LATER

 
The casualty toll from the evening mid-air collision is mounting. 
Calls are flooding the Estate switchboard from worried relatives 
of out-of-contact tenants and Estate employees. Media requests 
from TV and radio crews for live on-scene interviews and 
demands for information are also piling up.

YouTube and other social media outlets are flooded with images 
and live footage from the scene. An unknown member of the 
public has tweeted horrific pictures of the damage in Great 
Cumberland Place. It is unclear whether this is a tenant, an 
employee or a member of the public who has managed to sneak 
through police barriers. 



WHAT DO YOU DO?

1. Who can speak for the Estate?  

2. What information should be relayed to the press? 

3. Two hours down the line, have our priorities changed for our 
communications between different audiences? What is the 
frequency with which we should give updates?

4. Who is responsible for dealing with enquiries about employees 
and tenants, and how do we deal with such enquiries?

5. Should we spend time trying to locate the source of the images 
appearing on social media outlets and, if so, how do we go 
about doing this?

6. If it is established that the person uploading images is an 
employee, how do we handle the situation?



STAGE 3: THREE WEEKS LATER

 
Most of the direct damage in the area of Great Cumberland 
Place and the surrounding buildings is in the process of being 
repaired. However, a number of tenants have reported missing 
property which appears to have been stolen when the area was 
cordoned off by the emergency services.  Allegations are 
circulating that those guilty are a team of local “travellers” who 
have long presented a problem for the area. In the heat of the 
moment an Estate employee – without authorization from 
management – allegedly told BBC reporters that the “baby-
toting Romanian beggars” responsible should be found and 
prosecuted. 

Notwithstanding a large homeless population in the area, many 
of whom appear to be of Romanian descent, there is little 
evidence to support accusations aimed at them. ‘Liberty’, a UK 
Human Rights charity known for its work with the Romanian 
gypsy community, has launched a social media smear campaign 
against the Estate, accusing it of using a public tragedy to get rid 
of what the Estate allegedly regards as a “scourge on the area”. 
The campaign has gained traction since it emerged that a family 
of Romanian homeless was victim of the air crash debris. 



WHAT DO YOU DO?

1. What is The Estate’s responsibility to the tenants who have 
reported missing property? How can these claims be verified?

2. Who should have been responsible for security on the Estate 
properties while the area was cordoned off?

3. What actions should be taken towards the employee who 
allegedly spoke to the press without company authorization?

4. How should we respond to ‘Liberty’ and what action should be 
taken regarding the social media campaign?

5. Should we issue a retracting statement to the BBC? If so, who 
should make it and what should it say?

6. Is there anything else which the Estate might usefully be doing 
in view of the issues?



HAVE A PREPARED MIND 
is the most important 

principle. Embed the ethos. 
Think through the possibilities

LISTEN 
to what stakeholders are 
saying – and then get the 
messaging right - quickly

BE TIMELY, GET THE FACTS 
and ensure the passage of 

information. But accept that you 
will have to take some early 
decisions without knowing 

everything (that’s where judgment 
is so important)

OVERREACT 
early and don’t be reluctant to 
say that you have a crisis (it’s 

easier to de-escalate in a timely 
way than to escalate too late in 

the day)

GET THE RIGHT PEOPLE 
TOGETHER 

quickly, ensuring that they know 
their roles before a crisis

HAVE CONTEXTUAL 
AWARENESS 

– put things in perspective 
relative to the local culture 

and politics

HAVE A VALIDATED POLICY 
which is understood and rehearsed. 

Don’t overcomplicate or 
over-template it (there will never be 
a “black book” for every situation). 
And just because you have extant 
procedures, never get complacent

CONCLUSION: 
Seven principles 
of crisis 
management
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• To ensure that critical information flows to the top, a 
company or organization must instill a culture where 
senior people are seen to be taking full responsibility 
for the actions of their subordinates and where 
subordinates know to seek out the guidance of senior 
people on serious issues.

• “Bad news” or “problems” exist in all companies and 
organizations. Senior management is often kept in the 
dark about such news for various reasons. A constant 
effort is required to ensure that information flows 
upwards to decision-makers.

• Major crises are usually caused by coincidences of 
several contributing factors, of which your company 
may only be one. 

• A spirit of openness and honesty will always enhance 
your reputation. Any suspicions that facts are being 
hidden will do the opposite. 

• It is vital to engage with the media at the earliest 
possible opportunity. The vacuum created by the 
failure to communicate will quickly be filled with 
rumour, misrepresentation, gossip and poison.

• Risks involving money are a legal issue. Risks involv-
ing reputation are a moral issue. The penalty for the 
latter is always greater. 
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