' CRISIS MANAGEMENT PLAN
 * FOR THE CLOROX COMPANY .

STRATEGIC SUMMARY

Notwoqas&sarethesme. Whﬂesomecnsesmaybemucrpa:ed,thcyamalmostnever .
wholly ptedxdable The eavironmental crises which: could affect 'rhe Clorox Company can be .
" planned for; strategies to addrus scenarios ﬂowmg from known :ssues of concemn to the

- public can be establishied. But the bottom line in crisis plarming and crisis management

remamsﬂ:ssame pmpmﬂonccmbmedmthh:ghﬂen‘bﬂ:ty Thwearethekeysto o

"Anmb«ofmmmmmlmsheupomdforpmgapubﬁcmnm .
_ Acrmsf'orthec:lomx(:ompmy Thefoﬂowmgarcmwemdasignﬁmt,offmng C
__hxghpotenﬁalformmgﬂlemostdamage. ) )

o &empeaces 'Gﬂonne—ereh ‘9 Gmpmgn which cm:ld.veryweﬂ tnrget abroad
a2y of cnlt..m‘- uses, mdncﬁw ﬁausehold Lqmd chlorine oleadx- o :

e ﬂxncgaﬂ.e;ueamofnmuﬁdsabmﬁchlomc,r&ulmg&omhmkbqn@ons BRI
-ansmgﬁ'omsuchmaspulpandpapctbleachmgandmpmﬁmom |

o_-ﬁemomﬂagmﬂhmm&oﬁpmmam'm&w |
usmgonly namal homeholddm,ﬁkev:mgm'mdborax. -

0 TheNaﬁomlTonmbgyhogmnsmdyﬁxEPA.wmfmmdmommonlyamspems
of femaie test-animals-exposed to chlorinated drinking water. Until researchers have - |
'mpMammdmmmmmlogymdmmmmmmn
sﬂnontonwhethetdxlonnexsanmﬁamlmnogm :

. a Ihetonatyofcmormatedorgmicby—pmdwts wmdlmproducedchmngmmathom
use of Hquid chlorine bieach, fudedbyﬂle]abdmgofanchlommwdorganimas B
_qﬁlyhmdombymmmmsts '

o Tbe associaﬁou'betwmchloﬁne:.:s_e and_ﬂae‘_fdrmalion of dioxins.”
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-' In Sccuon One, we have arternpted. to pmnde a crystal ball” inpomtmg some of the -
issues which could arise over the next year. For each scenario, we have suggested

' different levels of attennnn and response. These scapts" are presented only as
| exampls of bow the blueprmt Crisis Management Plan would be apphed m a real stuanon

In Secuon Two, the Crisis Mzma.gememt Plan addm‘-s&s the cornplex challenge of preparedncss

: andsu'axeglcrwponsetoavanetyofpotmnalproblm ch:ewthlsplanasthcﬁrst '

' stcpmoorpomteu:s:smcﬁness 'IhenmstcpxsforKetchnmtoworkm:h'meCIorox
Companytomakctheplan *yours.” :

0 -'.’_Actnalnamesofstaﬂ:'needwbepluggedmtoﬂleplanattheappmpuateplam
o. Clearrwponsibﬂmw needtobemgnedwﬁmsemsismmgmem‘rm
- members. _
) TheCns:sTumneadstocondnctamomughwditofmwmchcouldlendtoa
o Gmpoauomformofmﬁeissuumustbedevdoped mvedand o
| moorpomedminfomanomlmlstohaveonhmdshmﬂdmeofmem
o "Thems:sdec:sxon—mahngdmnneedstobeasszgnedtospcuﬁc cwners.

o  Asd the plan needs to be shared with everyone who will be partof it inan



Codlvapyio - VB4 @izviessed iv ALY AU b e 3aN TRAN ‘

¥

* CRISIS SCENARIO #1
“Chlurine Froe B,« 1'9‘3‘"' |

The Issue: . Greenpeace ha.s announced a wor!dmde effort t0 nd the world of chiorine by
1993 — Chlorine Free by ‘93 they call it. Greenpeace is well known ‘both forits

- dramatic campaigns, often associated with violent Lactics, and with spunous research,

- generated more for its shock value and fund-raxsmg appeal than its scxenufic uulity '
 For example, during the summer of 1983, Greenpeace conducted a highly publicized
Miasu&ppl River tour. Monsanto Company, which has three plams along the river, agreed

to ‘meet w:th them. While the meeting went well, Greenpeace took the data offered by the -
company. dlstoned and publicized it, attacking the company. The group also Iaunched two
»gecauits” on Monsanto property. The one in lowa resulled in considerable damage to an.
outflow pipe and the banks of the river.. Greenpeace has also staged similar attacks

<3

B against DuPont, Georgia Pacific, and numerous other companies.  They also have been very

_umoessful {n working with federal *whistle blowers,” such as Kate Jenkins of the EPA, 0

- gamer more publicity for their positions. An mmple of their "research” occurred during

‘the Mississippi River summer tour, where a so-called morality study of people living in

' industrial reglons: along the river was shown 10 be so poorly done that even public health
officials in thoae towns and states at:acked the report. a

To date, Greenpeace s anti-chlorine campmgn has. gamered a modeme amount of press |
attentzonin the United States. In fact, pressattenuonsofarhuem:emdmoreonthe

_antics. Gteenpeaoe employs 10 ‘hype the situation than on the actual concemns Greenpeaoe has

for chiorine or any discussion of chlorine sclence. In Europe, however, the message has.

S been' !umng home more dxrectly, and public response ha.s begun to show up in lower use of

- household chlorine bleach in some areas

Worst Cue Event: Greenpeace actxvists arrive at Clorox oorpome headqumm with
. signs, banners, bull homns and several local télévision crews and proceed to launch a
;ra.lly The demonstrators hang a large banner on the side of the building’ readlng, N
"Chlonne Free by '93 — Greenpeace.” They release the results of a new 'study" linking
chiorine exposure to cancer. Two local network affiliates pick up the piece and go live
- to thexr noon niews with a remote broadcast. AP Radio and the San Francisco Chrunicle u\'.

_ on the scene and interview three unsuspecting Clorox employees, on their way (o lunch, who .

. agree that the safety of chlonne may be in question. Corporule conunumentions recelves
several calls from local and national press who want comments.
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 Crisis Scenario #1 -~ 2

Recomrhended Rapc'msei

o Assessment: Taken by surpnse the Crisis Tcam has only a short time to f:lan Their
assessment is, while the Grcenpeace presence on site is unseuhng, the real crisis is
‘ the so-@.lled mortahty study that no one has seen, and merefore can't rcspond to.

0’ Objective Make th:s isa one-day medxa event with no foilow-up stones that results |
in muumal and short-term damagc to Clorox’s. rcputauon or market position '

o Stmegies

- Do not confront Greenpeace phys1cally unless mey attcmpt 0 damage company |
| opcrauons or property or pose & threat. 0 lhe safcty of employees, S |

- Treat their allegations culmly, senously and with eoncem

—~ Announce that the mpany will seek an u:dcpendmt’ thu'd-pmy review-of the
.- Greenpeace study andproumetoteportbackwmemedxa [Whﬂethislast
 strategy may seem to be counter to the objective, the independent report will
_ gain little media attention if it supports the company position; its primary
“value will be to cause Teporers t to quesuon Greenpeace s lntegrity and

scxenuﬁc capabﬂ.iﬁes ]

o 'Medzastaxanentuqmcklypmpuedbuwon posztionsmenmtalmdymplaeeon :
this issue; reporters are invited into the company. without wnhout Gmnpeaee for a news
- conference within hours of lnddent

.0 Team begms alemng key influentials, scientists, govermnent mvlronmenul and health
ofﬁcxals and others prev:ously identified as potenual allies. :

o Names of :ndependem scientists. who will talk about ‘chlorine are gwen o the media.
‘ [Thmhstsareassumedto alreadybeonﬁ!easperMasterCnsisle]



g ee -3 e FPATCNE-T R COUAZTUALY wwin DO === SAN FRan o E‘;

Cnm Scenmo #1 -- 3
sy Emplo_w,ee bullctm is prepared and qu:ck!y posted - IR '

0 Regardmg the employees who raised concerns. «.ompany takes posauon that tl'us, m _

- effect, is unportant news. Company had assumed it had communicated eﬁectlvely with '
its employees about chlorine and health risks.. C}early that is a fauity assumpdon, A

. and employee commumcauan effons will be unproved As the spokesperson says,.

" "Peaple have the right to know what risks, if any, exist in their workplace -~ whether

 those risks come from equipment being used, stress, or workplace exposure to .

. chemxcals We have a good story to tell our employees abou: chlorine — we just need
todoa better job telhng it. We are followmg up to see enaly what oonoerns these
employees have. ‘ ' : |

o Survey rucarch firm begim random te!cphone survey ol' 500 consumers assess the impact o
" of the event. - Based on the results. avallable the next morning at 9, team will decide
© further steps :

0 Evalnaﬁon" The *failure” of the 'early wammg system” is dlscu.ssed and modlﬁumons
“to the ea:ly waming system are made based on the oonclusions reached. ) '

. - Moderate Case Event: “Early waming system” 'worked' Rzporter called day before to alert
the company what Greenpeace was plenning. Acuvzsts arrive at the building as described,
but fewer demonmuors show up because of wet weather. A couple of Iocal reporters

' unvemdatmldmnne:edstoqappearsonme ‘evening news. Gmenpeacepeopleare )
~ interviewed and ask for a national ban on household fiquid chlorine bieach. The Clorox
hudqumm Iocution Is rnenuuned by the locul anchos mm. but no logo is vislble on

~ screen.

o Assessment: Because of the early wammg team has adequhedmeto meet, select 8 -

leader, prepare material, and alert the necessary intemnal and external audimccs
This should notbemorethan aone day cvent '
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Crisis Scenario #I -4 R : : — .

o Objm Imﬁa]lv the same as above, but since thc event, from Grecnpeace § point
of view, is a washout, the team dcmdes to mod.tfy the approach. The company will -
exprss regret that Greenpem:e chooses to use these kinds of tactics, but that Clorox

 remains committed to working wnh the community a.nd sharing information. The strategy
. lstoqmcklygctoffﬂchtmpmlsSueto omeradzonstheoompanvzstahng
- regarding the chlorine issue. \ :

J° o Because thc s:axs)]ocal the. company doa oot d:st:ibutc its announcement e
{p)\ broadl)Sf%)r it undertake the research. However,thetamdoesstaytogemqfcr :
' afewdaysaﬂ:erthemwdosdymomtornanonalnswsandpossiblegovemmeut '
)_;f")’tmctmn I (LEV\" (W Heen L‘-M“'v/)t."rw for A—nﬂf—fﬂl‘-“’ M‘f

)ﬂ% Lnunm g
LquevelEvent: GreenpeaceholdsademonstranonmdowntownSmFrandsco cianmng
| ‘that tank cars goin town are ic of the decayingstaﬁcof world
Ihcyaﬂmwmpamsmﬁmmmgetonthebandwagoutos&opumgdﬂomc
by 1993.‘Nocorporatenmcsaremuoned. Abmlﬂmmdswuﬂpmtxcpomr
" wnhphomgmphamshowuptocoverthzm Ashmtpteceonthemmgnewssparksa
J  Iater response by a local news "science” reporter, whoappearstos:dewmsreenpmces

) domand o omag e~ wg o P

o Agnmdxewamgetsuﬂywmg

'

P

‘o Cﬁsis‘feamassanblsmechatety but,oﬂmrﬂ:anprepareandholdmreadmssa '
mediastatementandunployecmnounmmthemawmtsﬁuﬂmrdm.

 ——

o Whmﬁbmmdm&mdommﬂnotbedraggedmothcdaﬂymt,tm

: demdmonlyacﬁonwﬂlbetogeabadgomdmgsmmw:thmeloml | _
ICpOrters, mdudhgthetdmsmn "science” reporter. Team continues to monnorthe L
pews to see if the transportation issue heats up. -

e




cp2-91 , 13:47  T2ul 533 55738 HETCHUY ::u.\m . :307 .

| / (%fﬂs‘ g
. N L
R \L& > wa, -
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| (——) | Ml
'fhe Issae: The movement back to more nalural" housdmld. d&mng products is gammg
momennnn as consumers are mge.dy looking for ways they can contribute to a cleaner \
planet. . This movemient was spamed in 1950 ss the United States commemorated the 20t \.“\’ e
aumvetsar}'ofEarmr)ay Colummists, euthors and activist groups scrambled to develop. h -
*earth saving” &psforthemgeAmmcm Amsuhmgherdofbooks brochures,
' pamphlets, newspaper columns aod medm.coveragc espoused ridding the home of “hazerdous”
-materials and substituting them with safer, namrel cleaning products, such asvmegzr and
borax, Unfortunately, theamhorsof these maxena]soﬁm makeeuggaated,mslwﬁing
‘andmamefﬁcacydmmsform *patural” products. They also exaggerate the -
tuv:ronmmtalandhealﬂ:'hawds ofmodemqlemgpmducts Andsmcethescmors
are seen as mvn'onmemal ex;_mts thardmmslargdymtakmasgmpe! ‘

msmmwmmmmabooﬂofmommmasAmm@,onceagmn gmrsupfor
'nsmualmnaym As a result, a whole new round of simplistic and
m:sgmdedwaysto"mmem mlikdytobewpousedbythosesedmgmpmﬁt
from jumping on the environmentsal bandwagon. Liquid chiorine blwch could
_beeomeamgetform savetheEar&r admstsM Hﬁl-q; |
WorstCaseEw.nt: Apmmmu:tcolummstm'getsthemmnmmtalhamdsothmd . S
;chlomebleadxmmmdc,wmchlssyncﬁmmdtonewspapmmssmemmuy an&mm
cohmstcallsﬁrmumustobo{rcmt Md_pmdm:xsmce GMW) w.;.ouﬁ*
widéspread contamination of fhe eavironment. " Local chapiers of Greenpeace take up the ‘H'H‘

mbyspadndﬂg‘amm p;ckcungmpmgmoumde mﬂ%
cities across the country. The picketing mpmgnm m

'mthosecntm resulting in a dramatic drop in sales ofCIoroxproducts,\Inmsponseto
-these concerns, Congt&ssschednlesheamgs onmemmmmln&tyofﬁqmddﬂonne
blmd:pmanas '

ﬁu ot %40 M ,MMW e
B =) Meapsnse’ AT - Rathe i
—— wo le And *—i'tt_mla.xg , AWA-W
D U%_Lm_uamﬂ | piy pett

it e dadopay SHAGs
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Recommended Rsponse. This event is every company s worst mchtmare, the company mmust be
prepared to take aggressive, swift action to protect its market franchise. Becmxse Clorox
Alsaconsumerproduct ttnscvemhzsﬂ'tepotmal oftummgm:iﬁaenm "Alar.” -

. &F o ?er""‘)
| Assessment: 'Iheveryfunn'eofthcproduc: s at stake. )
Qe (avnd frat J&#«fﬂ’fw‘m -

i Oblect:ve Rmdorox srcputanon as quickly as possible. “This cannot becomea

debateonme science,” bew:sethexssuezstooemotionql o
Stt'a.ueg;r Use, whc:cverpossible, actual rank and file employe:s and their famih&;
_mactasspokespeoplehc:mppo:tthecompany (Pnorplmpungbycussmhas
mdemwnmployeahaveb&nkcptmfomedabommmmmdmhevedmyof
| ﬂae:rcmcemswdlmadvanccofttn,scusxs) :

Nbdu..'n/\}l&’l L
mobe) is t.maltemblygreen butan

‘A mdependentsamﬁstis(ﬁsmdzedmméetwnhﬂmcolummstmdcﬁmmmemme

o Tmsofsammnsarecﬁspa:dwdmthemuuﬁmmduamec&atours _ W
NP (‘.utigpyql.u\:{ drddumn Cﬂm&‘-x"drbo%) - ‘ ‘S

o memmmmmmanmmmm and
| mmpmyrepmmmmm&thesnpemmwowdesnppom o e@%

' o Tmaﬂsonsym;ﬂh&cmeﬁa,loﬂﬁatemdnaﬂonﬂgmmﬂl&d&s and OUIF»
ccnsumetuputstonmkcmammdefqmofthcpmdna. 'lhcsemtemcmsare '
ﬂlmmdelytﬁsuibumdmmeaﬂ:'ccted.commmma. ‘

‘Iheteumalsoconsidqs ﬁ:e.'fouowing actions: ( S-Mu. dBS‘-{uUM a,chm S«Ulm Ob-.'u'?-e '
| : (n paxT gy actionplin = g c}amwn'
o Advetﬁsmgmmagormaﬂ:ets mgaomxemployesandthe:rfamﬂmwbowﬂl o .
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Crisis Scenario #2 ~3
o Industry a.ssocxatlou advemsng czmpasgﬂ- "St0p Enwronmenta] Terronsrn cailmg on

Greenp&ce and thc colmmzst to be more mponsiblc and. lss mnonal in thcu‘

'. 0 Euhstthe support of the union and the manonal mon leade:sth since jobs area:
- stake. - : : . ‘ _ ,
l‘( 0 Conductreswchto determme if and howaslandm'lawsu:tagmnst the coh.tmmst :

mdlor Grempeaoccouldbe eﬁectwe. o ; ‘ :
o Massmailmgstoconsummmﬂlc&&'ectedahﬁ. |
19 Caﬂforapubhc, mdepeudent review of all the mnatymdeptdamolog:mldataon
. cblonnetodearthcalr,onccandforaﬂ. - .

0 Ememntdymdapmmmagmmmdatheposﬁbﬂnyof wl
puﬂmg&epmduﬁoﬁ&ema:kﬁ.puuﬁngaspeaalmew,assummgthemewcm M S

s P L

' bedoncqmckly

‘(\C/ vaeymmxsconductedonadaﬂybas:sto :

| o Inaddiﬁon,speaalreswdluconductedtodetennmeeﬁ’ecnvemasagw . : /)b‘ a
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'ﬁ. Moderate Case E'venﬁ A nanonaﬂv syndicated cohminist artacks theklise of liquid chioﬁnc

| PVIVR It Av\d AL OV
to eéﬁgkér "safer” non—chloﬁne M borax. ’rhc ar?é p: e N-éx-U’JJ )
‘ newspapets in 25 major cities across the United Stat&s, cba:gé are ashq
=< Cloro:f:"for help in addmssmg consumer coneems{about e qmronmcmal safety of hquxd

chlonncblcachproducts ) Lo e oremes

Reeommemied Response:

Assessmeut: Althouﬁl mmrs are aslcmg qu&cttons, there is mo loss ofsa.lﬁ.

2 .

~ v\

N Employeeannomcementlspostedrepomngonmmdm ) Mmala ¢ t‘d%,‘,ujl

: Reacture! | _u*"’ /L W%—H{'
Mediasu'ategy Rspousxveaslqngasthemtuwtremamshght. ’ ﬁw

X o ‘Ihemlummstmbnefedontheenvnonmenmlsafetyoﬁqtﬁddﬂonnebleach -

4

: O ya:lets:n:egy: Swmee:hof&empemrketdmnsmhold Ot.d'::(céﬁw

‘ mgs,m - -1::. andmm. ) ‘QC:_{\;:'\:)LJ\C—hﬁ'ﬂ
nmmerdxshmﬂyontwom outside scientists recruited to speak in VA

ﬁvorofchlmmebleed:aﬂpmmalmmnomalsﬁomaomxanployeesandmm
\'J\’:J vacymdnsmdmmmdetmedezmeafpubhcmm(w 28 m o
- ar gw\ L’% :
/oj.ocaladverﬂsemaﬂsdevelopedandhddpmdmgevalmﬂonofdamge. | &m nd

(JB Conmerbmdmtspmpamdmdheldunﬂﬁeldteamstepoﬁandmemwchm

a Meﬁammdmdopﬁ,bu&qrdymmanmhomhotdhmﬂmoﬂy '
' obhqudymmonthatehlomebl&dxwmus:ﬁﬂands&ﬁ:.
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Low Level Event A colum.rust for a top 25 market ncwspap-cr runs gn amcle on ehmmanng
*hazardous” household products. Liquid ¢hlorine bleach is cited as just one example alonc
with a number of other common household produds The article hsts such pmducts as .
vinegar and borax as su:table altemartva to liquid chlormc bleach

\ .
‘ g’f" 2
Racommendedkesponse. _ p—'}M S‘Z‘M g(—."l Qn( U}Q S :
o Tmm mdmkﬁapm:éxi in a—semplc—of-ﬁte mWe impact of the ke S-u_‘-t’-;'_') AL
arfide. | Ma""ﬂs
T o o B .\msachc_lc
- B 2. YURTL oM

0 Basedmﬁmasammgmeteammsnibmsmnsumerbmchmmdmfmxﬁonm ore
Dwaxpamﬂketmmagmmtmdthmunpbymwmswerqnﬁuons . \ ——

: o Medmandcmployeemponses arepreparedandhddmﬁlnecded.

0 Thecolmnmstmbnefedonﬁcmmmtﬂmfetyothmdchlomeblm o
Alocar podd bzt.u\d_adz.l-:.a.. Y /t.upus.'-ﬂt AMA»S' A.*-tgﬁ-mr\'
' (' ’ﬁ - o-{-km_ (ocai;
‘Otc_.k_u.f)(-' '
Calumm-&ﬁ ALS
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cmsis SCENARIO #3

The Issue Issue Although initial resuits from the National Toncologv Prog:ram ('NTP) study to
assess the toxicity of chlorine were equivocal, rescarchers have not totally exonerated
chlorine as a po&ent:al animal carcinogen. Curently, researchers are re-analyzmg the
NTP testing methodology and animal data, which found a random smattenng of tumors in the -
test animals, to. determine if these tamors have significance to the study results. At '

' least one scieutist advisor to the chlorine industry has voiced concem that the Nanonal
| 'I'oxxcology Program analysts could concinde that cblorme may possibly be an animel

_ carciniogen. 1In light of U.S. regu]atorypohcy,ahnkwnhmca even ifitisa |

*weak” link as apoa;iblzammal carcinogen — could tnggerpubhc concern and harsh

regulztoxyacuonagamstttusnnponantdzemxal.

' 'WorstCaseEvent: 'I'hcﬁnalNTPsmdyamlymsooncIud&cthatchlomcxs, mdeed,an
anims] carcinogen. OnthesamedayoftheNTPsmdyannounment,Greenpeaceholdsa '
satdh:eneWSconfetmcemWashmgmn NewYotksndSanmescotolanndlaconcemd
_mpugntodmmateaﬂus&ofcﬂmmth:Umﬁedsm G:e:npeacemg

- following uses of chlorine: pulpmdpmmanufndmmg,wammmﬁmuonand

* chlorine bleach-based products. Thenewsconfuenccmwidespmdnanomlmedu

coverage. AnumberoftelmonreportcrsuseaCloroxbotﬂetomnsm dangetous o e

. products produced with chlorine. TheEnmanmentaIPmtecnonAgmcydeadcsto ' .
r&ﬂﬂuateandmcrdyughtenmreglﬂaﬁonsmﬂwuseofdmmemmmmg, |
ansmga.cnminuedmundof media - - .

. ncsmve cmre:age _ W’\"‘ O\&?;‘}j@

p:s?\'m)” wotu_ou— o A—d/"-%—-f'l'M o

. skt orm A

o Cnﬂsmm.awareofthcmpmﬁngm,hasbeenwoﬂungwﬂhtheChIonne o
‘Insnmnemfomzﬂateamponsebasedonmemsmsanalymofﬂ:em:cpon. |

_ ‘Teamhasalsoannnpamdﬁatamqormmlgmup probablyGrecnpace,wotﬂd
_memeNTPreportaspm'tofanmgorpubliqtympmgn '

o Objemve Workvn&omer manufams andthe Chlorme Institute to foratall any
'-IeglslanveormgulatoryamOnpendmgﬁmﬂwrrmewofmeNTPmportand '

’\VJ-A G_ML,M.\S&LM Otﬁe‘, | he : -‘
Ao et 6.1)4‘@.- o

. 2 7, gg , _,%_47 Ftlnia Q'C.z_;ubu_z ,(.4&6’7‘
7 Irnﬂﬂ‘ fdn_, A T A A AR, ﬂ—J-
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| CrisisScznmo #3:-; 3

Moderate Case Event: The final NTP smdy gnalysis condludes that dﬂonne is, mdeed an
‘animal carcinogen. As a result oﬁﬁse findings, the Environmental Protection Agency
 decides to re-evaluate and scverelf the use of chlorine. Proposed manufacturing
' restrictions on the use of chlorine'ixrthe production of liquid chlorine bleach are |
:~pamgdariy severe and will adverscly affect” Clorox’s producnon process. A nmnbe:r of -
emrnonmental reporters are covering EPA’s actions; resulting in a steady stream of
neganvc stories ahout the amromnmtal impact of chlorine. - ( (tetnpes :LO““ nrl )

A . /u.ad g 5;7 mzm;—éu-ce/
Recommendednesponse. Nayh” @(MW)SJ(\}

0 Bmeofmesenoummof%_z‘ssueandﬁmpotmﬂfwgommmm o
e WCorad :
_mmommempmseistbwmmexceptmnumaﬂnmtm -

" nor the Chilorine Fostiure have. 10’ worry shout Greenpeace. In addition, careful

.-moMmgofmnsmnerreachm&roughmeysmymththomhme ﬂ;‘e%
. mmgmdwmmmdwmammmbedmm B +p rrale
- ARNSR

Iawl.evdEvmt Ihcmnduateeasesmmoholdsmexccptthatﬂlemmldymﬂts
,andEPA’smacuontoxtmIargdylgnoredbythemecﬁa. EPA's proposed restiictions on .
&emofchlomemmenmm&mofﬁqmdchlomebl&chwuldhavemedmm
mmmﬂanonsmmamox&mpmysabﬂnympmducemﬁneofﬁqmd ,
_dﬂonnebleach-basedpmdncts Inaddmm.mediamtﬁestmEPA'smomagamst -
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0. Bmethaemmmmuﬁammmediammetwnsmmm

fowsenmdyquhmgtonm,whﬂengthemedmandpubhcmcﬁmﬂ

..o Through the Chiorine Institute, third-party scientific experts are brougitt to
' Washington to testify and advise both Congress and the EPA. Thelnmnepmposesaﬂ o @.
.mevahmnonofthereponandsubseqmsmdmwmdxwﬂlpmudedeﬁmm - vu)))
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o Strategy: Demonsu-a:e eompanv S awareness that people are Iegxtnnately fnghtened and.
. have quesuons that peed answers, its comuitment to getting those questtons answered'a_p j,mc.mi A
andltsbehefthatdﬂonnedoanotposeahealthhazardtopeople. _ MW

0 Gm:npmce Stratcgy' ‘Wherever possible; 1gnore it and ;ielat!‘gve it credence. ,

‘ Camﬁzﬂydcvdopmessagﬁ based on research, to help pcoplc undc:standtha.t d_,LJ b
-Greenpeaces is not among the sexious players in this i issue. Make avaﬂablc to l:nechabA"S\'L‘é LJ"’" 7

R specxﬁc evidence ofphoncy ernpeace rw:ard: '

0 Becanscof advanced planning, written mateaal for reporte:s, a:stomers, consumers and

| L
a-nployees isin place with the specific target andienms clearly defined. Itds s%wuﬂ S j,
conmmweualdistribuxedbyomercompamcsandassoqanom ' _

o Thnd—partysaenuﬁc spokspeop!carepmpamdtocast doubts on the methiodology and
| ﬁndmgsofthemponmdj:suggmthagammt,chlormemaybcamkmogm
"insomelabomoryamma]s btrtﬂwetsnoev:dmcethatrtisahmnanmogmat

all,

o Indxmgmemgmssrootslmmlegﬂatommmngmmmtoshow .

 restraint, Imdwgnedmshowthat&eenpmsovmcﬁonlsnotwsmg

widespreadconsnmercom

A : (pn'l'mu-l'h’ C'o"‘a'“cg

o mmghmcumm,kmmqummm :

wdineamdsmdmdmdapdnr convmcmgmessagu. Ard orsory Sor vtaid
- /Jzﬁ‘ﬂl_r

Fordaoxspeaﬁmny.meaalanamomspmdtomstmnersandconsmm ' A

media tours, consumcrmfonmnonanda:smma'educauontahngphce Abotﬁnezs -} ""wi‘

esmbhshedﬁ)rconsumc:stocallzftheyhavequaﬁons e
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o Crisis Scenario #1 - 4

0o Ohjectxve Ininally, the same as above, bul since the event, from Grccnpeace s pom:
" of wcw, is a2 washout, the team decides to-modify the approach. The company will -
express regret that Greenpeace chooses to use these’ kinds of ucucs. but that Clorox
remains committed to workmg wn.h the.community and sharing mformaoon

| o 'Strategr Quickly get off the Greenpoace 1ssue to other acnons the company is ta.king
,rcgardmg the chlorine mue - - .

0 Because the event stays local, the company does not distribute its announcement
- broadly, using it only in response o mqumes, nor does it undertake the research.
- However, the team does stay together for a few days after the event 10 closely monitor -
‘nanonai news and posszble govemment ‘reaction and to plan for any anudpatod next

steps by Greenpeooo

Low Level Event. Grocnpeaoe holds a demonstmion in downtown San. Francisco clmmjng
- that chiorine use in consumer products is symptomatic of the decaymg state of world
g ts. They call on consumer product oompa.mes to get on the bandwagon to stop using
: chlonne by 1993. No corporate names are mentioned. A local TV crew and several print
reporters with photographers show up to cover the march. A short piece on the evening -
news sparks a later responise by a local news "sclence” reponer, who appcars to udo with
Greenpeace (5 demand for bannlng chlorine. | '-

Racommendednespmse.

o Assmment. Again the team gets early wanmxg It dec:dcs (st there is-no lasung
' damage caused by the event, and therefore, no need for aggresswe action.

) Objeetlve Koep the company distant l'rorn the issue.

o Stntm Responswe!ruwve, but momtor to make sure the issue doesn't grow more
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Crisis Scenario " - '5_' .

Actio'n' Plnn:": -
o Cnsxs 'l‘cam assemblcs mmematc!y but (Other than preparc and hold in rcadmcss a
med:a statement and ernployee announcement. the team awaits !'urthcr duta : _-.

0 When it bccomes clear that Clorox will not be dragged mto the daily event. team ,
decides only action will be 1o arrange a backgroundmg sessxon with the local = -
reporters, including the television ” scxence reporter Twn conunues to monitor thc

o nmtoseelfmelssuehcatsup
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CRISIS SCENARIO #2
- ™Back to Na’iural'f -

The Issue: The movemem back to more natural" houschold cleanmg products is gammg e
 momenturn as consumers are eagerly Jooking for ways they can comnbule 10 a cleaner '
| planet. This movenient was spawned in (990 as the United States cornmemoratcd the 20th
, anmversé.ry of Earth Day. Columnists, authors and sctivist groups scrambled to develop

' “"earth saving” tips for the average American. A resulting herd of books, brochures,
pamphlets, newspaper cojumns and media coverage espoused nddmg the home of "hazardous

*" materials and substtuting them with safer, nutural cleaning products, suich as vincgar and

- borax. Unfortunate!y. the authors of these materials often make exaggerated misleading

N __ and inaccurate efficacy claims for these natural" products. They also exaggerate: the .

| "'_umronmental and healt.h “hazards” of" modem «leaning products. "And since mese authors B .
areseenas”etmronmemal' pens Lhelrcimmshrgelymukcnasgospel o

o This movememwill receive another boost ol' mommmm as Amenca, once again gcan up for
" its annual Earth Day observarices. As.a result, a whole new round ofsimplistic and:

rmsguxded ways. to "save the Earth” are likely to be ﬁpOused by those seeking-to- proﬂt

" from jumping on. the exmroru-nental bandwagon Ltquxd chlonne bleach could bacome a tafget \

o for these 'save the Emh activuts in 1991-92

= Worst Clse Event. A pmmmem newspaper eolummst ta:gets the e:mronmenul hazards of
 liquid chlorine bleach in an article, which is syndicated to newspapers. across the |
country. ‘The colummst c.nlls for consumers to boycott Clorox products, since "Clorox and "™’
consumers who use househiold liquid chlorine bleach are guilty of mdespiud conwnmauon
ofmeeumonmeut I.ocaldmpters owaenpeaceukeupmeauseby spearhadlng

_ ~anti-Clorox” pidwnng campaigns. outside supermarkets in [0 major cities across the

g country. The picketing campaign receives widespread local and national media coverage

_ resulting ina dmnauc drop in sales of C!omx pwducis within several weeks. In

_ response to these concerns, Congms schedules heanngs on the environmenul safcty of
llqmd chlorine bleu:h products | : |




‘Cristé Scenarlo #2 - 3

'o Team arra.nges for sympatheuu medla. Jocal, state and nauonal govemmental leaders.
and consumer experts to make statements in defense of the product. Those statements .
are then widely distributed in the affected commumtxes

The team also oonsiders the following actions:

0 Advertising in rnagor ma.rkets, usmg ‘Clorox employees and their famnlies who wxll
testlfy to theu faith in ‘the product.. ' - )

Q ‘_

Terrorism,” calling on Greenpeace and the columnist.to be more respon.uble and lees
mational in their approaeh ' - -

o Ifthe issue truly beoomes nauonal rather than erupting in many local markets. -
consider a nal.mnul news conference with satelﬂte hookups to respond to the
allegauom. |

0 Conside:' video and _au_dio fews reledses (0 affected markets o

o Conslder Jomt action in coa.lihon with other chiorine manufacturers such as ]Otnl
edverﬂsing, publidty cempa:gns. customer visits, etc,

o Enlist the support of the union and -the nati‘onal union Ieadership, since jobs are at . -
stake, - g ' ' ' - | ) ‘ '

0 Conduct research to determine if and how a slander lawsmt agamst the oolumnist
andlor Grmnpeaoe oould be dfeaive. '

0 Ma.ss maillngs o consumers io the aﬂ'ecied cil.ies.,

0 Call for a public, mdependent review of all the toncrqr and cprde:mologwnl data on
‘ drlorim to clear the air, once and for all.

Indusu'y assoaat.ion (Chlorine mstxtute?) advem.smg campaign: "Stop Environmental -



-

' Crlsls Scenmo #2 -4

0 lf the snuauon truly grows despcrate. thc team abrees lo LOﬂSIdCT the pomhslnv of
pullmg the product off the market, pcndmg a spec:a! revncw assummg the review can -
‘be done quxckly ' '

~_o Survey research is conducted ona dmly basis 10 mea.su:e public reacuon changmg
anitudes, percepuons, etc. :

-9 In addlr.lon. spedal resea:ch is wnducted to delefmmc effecnve messages

~ Moderate Cue Event: A nationally syndu:ated columnist artacks the household use cof
liquid chionne bieach — Clorox in particular -- as a hazard to the environment and calls

for consumers to use "safer" non-chlorine substitutes and recommends Oxydol and borax

_ 'The article is picked up in newspapers in 29 major cities across the United States, but
otherwise generates no Bews. Supermarket chains -are asking The Clorox Compmy for help in
~ addressing consumer concems in the 25 clties about the envsronmental safety of lnquxd '

o chlonne bleach products

. Reeommended R_egpggse: .

0 Assasmem.. Although consumers are askmg queeuons. there is no loes of sa.les | o v
s Objed:ive' Prevent issue from esa.lahng and. gammg more credlbﬂity
.o Strategr Keep media interest minimﬂ prevem naﬂonal or state. govemment acdon
Aedon Plan: | =
-. o Employee mnomwnem Ia posted repomng on madem
5 Medu srategy Rucnvelresponsive as long as the. mterest nemams llght.
-0 T'he colummst is briefed on the environmental sa.fety of liquid chlorine bleach. | ('Thu

o can be done by company people and/or uumdc expens dcpend.ing on compmy s
B relatlonship with colummst ) :
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" Crisis SCenario 25
0 Retasl strategy: Send company people to vss:t each of the supermarket chams to hold

- meedngs, distribute Literature, and answer questwns

o Supeﬁna.rket Ilteraturc tclics hcaviiy on two sources: outside ‘scientists recruited to |
“speak in favor of chlorine bleach a.nd personal tcsdmomals from Clorox employees and
their families. :

0 ~Survey research Is undertaken to determine degree of public concern..
o Local adverﬁsemenﬁ developed and held pending evaluation of damagc |

o Consumer brochures prepared and held until field Leams _fepbn arid the research is’
conducted. - | | | B o

.o Medta wurs developed, but they rely more on & “Hint's fmm He!mse approad: that
: on.ly obhquely meuuan that chlonne bleaches are usr.ful aml wfe.

Low Level Eve:nt. ‘A columnist for 4 lop 25 market newspaper runs an article on elirnlnating
*hazardous” household products. Liquid chlorine bleach is cited as just one example. along
with a number of other common. household products. The article llsts such pmducts as
) vinegar and borax as suxw.ble alternatives to hqmd chlodne bleach:

Recommended Resggnse: |

0 Auessment: While there is no immediate Iong-term threat to the company, the
situation needs to be caxefully momtored to make sure the issue doesn't garner more
attention. B

o Objecttve: Prevent issue (ruu escalating and gaining more credibility.

o Straugy* Make sure the company has the ability to respond quickly if the issue
. erupts, but take no independent action. AL this point, keep the strategy reactive.

o
- .



 Crisis Scenario #2 = 6
Actlon Plan: '
g 'I‘éam uﬂdené@kes"rcsca:di io de_terrnine impa};z of me aﬂiglg.

_ o' Based on that assessment, the team dxsmbutes consumer brochures and tnformmon to -
' supemmrket managcmem and. the:r employces to answer quesnons

b_ Media and employee responses are prepared and he!d until needed
0 The colummst is br!efed on the enw.ronmental sufcty of hquld chlormc bleach

o loal medla tour is deveiupu! and pul on hold pendmg analys:s of dcgrcc of consumcr
cancem. : -
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CRISIS SCENARIO #3

“NTP Study”

The Issiter Although initial resuits from the National Toxicology Prdgmm (NTP) study to
assess the toxicity of chlorinated drinking water were equivocal, researchers have not -
tolally exonerated chlorine as a potential animal carcinogen. Currently, researchers are |
re-analyzing the NTP testing methodology and animal data, which found a tumors in one
species of female test animals, to determine if these tumors have sxgmﬁcance to the
study results. At least one scientist advisor to the chlorine industry has voiced concern
that the National Toxicology Program analysts could conciude that chlorine may possibly be o
an animal carcinogen. In light of U.S. regulatory pohcy. a link with cancer — even if '
it is a "weak” link as & possible anjmal carcinogen - wuld Urigger publn. conctm and

- harsh regulatory action agamst tl'us important chermcal

Worst Casé Event: The final NTP ;-.:uay aﬁalyﬁs concludes that chlorine is, indeed, an
animal cardnogeti On the same day of the NTP study announcement, Greenpeace holds 2
sate!lne news conference in Washington, New York and San Francisco to launch a concerted
rcampalgn to ehxmnate all uses of chiorine in the United States, Greenpeace targets l.he
-.foﬂawmg uses of chiorine: pulp and pupet manulacturing, water purification and liquid
‘chlorine bleach-based products. The news confcxeuce receives widespread national media
coverage. ‘A number of television reporters use a Clorox bottle to illustrate “dangerous”
' 'products produced with chlorine. The Environmental Protection Agency. decides to
re-cvaluate and severely tighten its regulalions on the use of chlorme in manufactnnng.
cnusmg a eontjnued round of negnwc media oovcrage

Recommended Resmm

‘0 Assessment: Crisis team, aware of the impending issue, has been workmg with the
" Cniorine Institute to formulate a response bused on the Institute’s analysis of the
 NTP report. This is not Just a Clorox Company issue. Team has also anticipated that
2 major environmental group, probably Greenpeace would use the NTP report as pan of
a major pubhcuy camvusn | -

0 Objecthe- Workmg with other manufacture:s and the Chlorine Institute, 1) forestall -
any legislative or regulatory action pending further review of the NTP report and
subsequent human and animal studm and 2) Maintain customer and consumer loyal:y
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" Crisis Scenarig 43 =2

)

- 0 Strategy: Demonstrate company’s awarenessrlhat peop'le are legitimatelv frighten‘ed and

have questions that need answers, its commumem to getting those questrons answered
as quickly as possible. and its belief that chlorine does not pose & health hazard to

"'people

0. Greenpeace Strategy: - Wherever poss:ble, ignore it and don’t give it credence
- Carefully develop messages, based on research, 10 help people understand that
Greenpeace is not among the serious players in t!’us issue. Make avedable to med:a
speeiﬁe evidence of phoney Greenpeace research. ' '

Aeﬁon Plan:

o Through the Chlodne Insurute. trurd-pmy scxenuﬁc éxperts are bmught to-

Washington to testify and advise both Congress and the EPA. The Institute preposes a :

re-evaluation of the report and subsequent srudies which will provide. definitive. -
answers 10 the quutiom raised in the mport. N L

o Beeeuse of advmced plannmg. written material for reporters, customers. consumers and

employees is in place with the specific target sudiences clearly defined. It should
_'be conszstent vnth material distﬂbuted by other compames snd assodadons

0. Media hrieﬁngs with key environmenml and consumer reporters and with other
interested media are held by industry cempany, md mdependent spokespersons

o 'I'hird-pmy spukespeople ae seheduled for major televmon and newspeper inrerviews

o industry genemel gra.-.sroots letum o legrslasors eallmg on them. 10 show
restraint. l’.etters des:gned to show that Greenpeece s averreaction is not. cuusmg
~widespresd conswncr concem. . - :
o Through the Chlorine Institute, continue (0 conduct CONSUMET Surveys to determine
. consmner atntudes and concems and to develop clea: convincmg messages.

o For Cl_oror.speci.ﬁeally, speciaJ attention is.paid to custdmers and eonsumers with
media tours, consumer information and customer education taking place. A hotline is
" established for consumers to call if they.have questions.



Crists 'Scmo 3

‘ Modernte Case Event' The fi nal NTP study ana!ys:s conc!udcs that chlonne is. indeed. an o

animal carcinogen. As a result of thesé findings, the Environmicntal Protection Agency

.. decides to re- -evaluate and severely restrict the use of chiorine. Proposed manuf'actunng

 restrictions on the use of chlorine | m the productxon of liquid chlormc bleaoh are _
parucu!ariy severe and will adversely affect Clorox s production process. A numbor of -
' environmental reporters are covering EPA’s actions, resulting in a steady steam of .
ncgat.{vc stories about thc emnronmcntal unpact of chlonne (Greonpcaoo does not get _
involved ) ' ' : : .

, Rooommendedkeoponu::_,

o Assessment: Because of the seriousness of the issue and the potential for -~
- governmental oveneaction, the ruponse is. the same as the worst case soenano exoepl
~ that neither the crisis team nor the Chiorine Institute have to. won'y about '
_Greenpeace. In addition, by moniloring consumer reactioo through surveys, the. team
~ may be able to avoxd some of the more tnno consuming and: expensive customer and '

- consumer programs

X3 Objective Working with other manufacmm and the Chlonne lnstuute, l) fomuu
any legislauve or regulamry action pending further review of lhe NTP report and.- -
_sobsoqu_ent human and ammal studzes. and 2) Mamtam customer and consumer loyalty.'.

o Struegy Demonmate company s awareness that peoplo aro legmmaxcly fnghtoned and
have questions that need answers, its commilmont 1o getling thuse questions answerod
- as qmckly as possible. and its behef that chlormc doa not pose a !mlth haza:d o

poople.
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" Crisls Scenario #3 -2
| ActonPlan: BT

o Through the Chlonne Insntute. thmrd-pany smenuﬁc experts are brought !.o :
| “Washington to test:t'y and advise both Congress and the EPA, The Institute proposes 8
. ' re—evaluauon ‘of the report and subsequent smd:ea wh;ch W‘l" provsde def nitive
- answers to thc questions msed in the repon :

o ‘Because of advﬁnccd plar'lhihg. written material for rep’onérs customers, consumers a'nd L
~ employees is in place with the specific target gudiences cieady deﬁned It should
:be oons:stent wuh matenal distnbuted by other compamec and assoc:auons

o Medxa bneﬁngs wuth key mvxronmental and consumer reponers and with Other _
L ; mterected media are held by industry, company, and mdependent spokespersons .

o ' Through the Chlonne lnst.itute, continue to oonduct consumer surveys to determme p
. oonsumer attitudes and wnoems a.nd to develop cleu, eonvmcmg messagec '

o For Clorox specmcal.ly spedn.l menﬁon Is paxd to mstu:ners and Wiisumers wnth o
" media tours, consumer infonnauon and custorner edueauon takmg plaoe A hot!ine is S
2 eeubllshecl for consumers to call if they have quesuons - \ o

_ Law , Level Event: 'I11e modeme case scenario holds trué, except | that the NTP study tesutts
" -and EPA's reaction to it are largely- 1gnored by the media. EPA': pmposed mtriwcms om
the use of chlorine in the manufacture of liquid chiorine bieach could have immediate and .
~ severe ramifications on The Clorox Compariy"s ability to produce its line of quuld L
~ chiorine bleach-based products In addmon. media interest in EPA’s actions aga.inst
chilorine will likely inteasify as the agency nears compleuol_m of its deliberations. .

0. Aaseesment. Because there i$ no immedna:e serious media interest, the team's stm:gy '
' is to focus ennre!y on Washmgton Issues, while momtonng the media and publlc :
reaction. : :



Cmu Scenarlo #3 _--' 3.

o Objectlve Forestall any !eglslatwe or regulatorv activity; prcvem :ssue fmm N
spreading to states or becommg a media event. :

0 Strategy: Develop an aggressive Washmgton plan and reactive media customer and '
'consumcr plan. Respond quu:ldy. but low-kcy. to a.ny extemai qu:suons ‘

"a. Actjo_n Plan:

o Through the Chlonne Institute, -party scientific experts are brought to

- Washington to testify and advise both Congress and the EPA. The Institute proposes a
re-evaluation of the report and subsequent studies which wﬂl prowde def‘njtlve o
answers to the queshons raxsed in the report.

o Because of advanced planning, written mu.tenal for n:poners q.tstomers, consumers and |
‘employees is in place with the specific target audiences clearly defined. It should -
be cons__xstent with material di_strlbuted by othg:r companies and associations

0 Through the Chlonne Insntute. continue to conduct consumer surveys to determme |
if the mue is causing any shift in consumer am:uda and conccms

A



Clorox Crisis Pln — 2

onmcrm's PR

Advance Crms Preparamm.

o Prcpare The Clorox Co:npany to- mpond. eﬁecuvcly to any possiblc cisis

Q Hxvuthemechammsmplacetocnablemmematcanddeaswemponscmany |

o  Fightlécal "fires,” 50 they don't spread.

EaCﬁsstm‘ -

:d s Rspondmmecﬁatdy.aggrumdyandeﬁecmdytothedu]leng;.

o llenIﬂmpubﬁcconﬁdencemthemvmmemalsaﬁetyofChmxpmduus
‘ ) "_VPraerveﬁ:empmnonafTthmoxCompany

o ' Prmvemcmﬂaahmefordmxpmdwxandﬁ:eﬁmndalmbﬂnyofnc'
C.'Iomeompany. ' |

e ———



Clorex Crlsis Plan ~3

CLOROX CRISIS MANAGEMENT PLAN

cRiSIS PL:ANNT-I‘;G.' STAGE

Assemble thé Clorox Cuisis Managammt Team N
CMM&PO@@@S A.udxt :
Seiec: and Med:a 'rmm Poeenual Spokspe:scns

) EmbﬁshmEaﬁyWammg Syswm

' EmbhshaCmsHeadqmcrs

. P:eparea(:nms Infacmanonm

Evahxatd?repue MediaRelaMnsTacua ‘
Idmt:fy Poecnual TargerAndxmm
Idénﬁfy?o:mﬁzllndmyms
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CHECKI.IST

. CLOROX CRISIS MANA.GW PLAN

csis;s mcmsmcr:
posess the s;;feﬁtjc;f&emmm |
» SelectaCIomx Spokspe:son |
Esxabhsh Ob_yecu'veleonmder Mahng a Shott-'l'cnn Samﬁce
RevudPrepam Addinonal quonnanonalMatemls |
| Mobiﬁzelnd:mym |
| 'Ia.[kwithwts
Enhst Govmmtnelmms Suppott
'.Acum Sacuuﬁc Ccmnumty Suppon:
Grasmou Scmn:ﬁc Ambamdms
Condact :‘Qui_ckrah'_c:amgr»nm,

" Condsct a Post-Crisis Evaluation "



| CRISIS PLANNING STAGE

ASSEMBLE THE CLOROX CRISIS MANAGEMENT TEAM

Themost:mponantstcpmprepamgtodmleﬂ:’melymthacusxssxmanonsto
dmwmaCnsrsManagemen:T&m Tmmmembmwmmpmaﬂthckeyhne
functions within The Clorox Company, as well as outside public relations and legal
counsel. AndforrheCﬁs:sTeemtobemosteEecuve mmcmbesmusthaved:rea _
reporting respouosibilities to just one top decision maker within The Clorox Compeny. 'l‘he_
twnalsomusthaveastronglada a "general” whocantakzchargcmacnszs '
situation. - :

Crisis Team members will represent the fbnowing.dcpmunm:;
0 Pubthdanons -

o  Marketing

o Govemmentkelatmna |

o Researchfl‘edrmcal

o Managenm‘.

o w_ B

o  Operations

o Employee Relations

o  Ouside Public Relations Coumsel

"0 Outside Legal Counsel
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ASSMLE TEHE CLOROX CRISIS MANAGEMENT TEAM., Contmued '

. Since the Crisis Managcmcn: Team wﬂl be called upon to make qmck decisions. the team
~ must be comprised of individuals who can operate well in pressure situations. They also

must be totally familiar with the. Clorox Crisis Plan and be available to rcspond wa: _
crisis on a 24-hour basis. Home and work telephone mmbers of each CB.SIS \{mgcmcnt Taam‘

: mcmbervn]lbchstedonalznnm:edwaﬂct—sxmd@:d. wmchvnﬂ be distributed to-

appmpnarc mdmduals t.hroughom the corporanon.

Should a crisis empt wammembcrswﬂlbemneduponto dcvotctotzlanennontome |
crisis 2nd should. therefore, bctemporarﬂy rchcvedofoﬁm: daties. '

.Cnms'rwnmembers alsomustbekeptftﬂlyup:odateonaudevelopmmdmmgthe
cns:sthrough regular telephone conta.cx and!ot meeungs, in orderto make qmck decxsmns
basedon dxemost:eﬁable mfomanon zvaﬂabl:. -

SpeuﬁcmhsﬁormchCnssTmmmberwﬂlbeddmeatadmadvmofmym

So if a crisis strikes, adzm«ﬁwdualmnknowh:s/hermleontheCnsstmagemmt
' ‘Teamandcznswmgmtoxmmuﬁateamon

Asm&sofme:nngswnhmssTeammembcuwﬂlbeheldpnotmacumtoprepa:e
TthloroxCampanytohmcﬂcanycnmsmmnonwmchmyom These meetings also
wmhymegrmmdworkfordevelopmgwmformblemde&emveworkmgmhnmhms .
mmm@ﬂmo{mmrm Speaﬁcmmmaemeeungs -
_wﬂlexplo:emdnde. |

o . Hne-mngthemsmmentp]an.\

0 B Erammg the sumgﬂ:s and wuknases whzch exist in Clorox s envxronmentai issue
amm(see Condnaa.Powmal Crisis Andit”).
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ASSEP-/IBLE THE CLOROX CRISIS MA.NAGE‘.\IENT TEAM, Contfnued

‘0

o

Rcﬁnmg overall goals for hand]ang cnses based on Clorox s exmroumenrzl

~ sweagths and.wea.hiesscs
- Evalua?xngpmducts strcngths andweaknesses R

. -_,  Evﬂuanngmmpanysmngthsand‘m
:ther;dc:mfymganddcﬁnmgpotenmlcnsxs sitnations, basedon Ldeutcﬁed. ,_
.smgths and weaknesses, xssuesmanagcmm: mon:tonng eﬁ'art.s and knowledge of "

. mue cha.llenges

: Estabhshmg formal pmo:;dur&s t‘or qmck dea:ame of all puhhc stamnmts madc:
.onbd:alfof'rhedoroxCompauy : .

Implmgothercds:s preparaﬂonac&vﬂxsouﬂmedinﬂnsplzn. suchas. :

- deeaﬂngrols ofmdmdualwammmbers Formstance. onemember

' wﬂimanagetove:aﬂ.mecﬁatehnomeﬁ'om Onewi'ﬂmasdle
3 .,Hodmeﬂuﬁ:mmdaﬂnghmme(dimhteﬁndnsphn). _
. will write and/or oversee the writing of all statements, news releases and
,backgmmdmnmals Anotherwﬂlsupa'visethecompﬂmmofmﬁ.lhg
lists for key sudiences. Anoﬂ::rwma:petvisepnmg ‘photocopying
_and&suibmonofmﬁo:maﬂonmamﬂs One will manage government
~ relations activities. Anotherwmmmgcanployeccammummﬁons Yet

moth:rwﬂlbemponsiblefotbcpmgdneammmfomedmga I

| cxisis. (rhespcﬁcmsmonwmxdmnfyomcrmlesmmch .
winneedmbeddsptedmacnm'reammembcr) |

- ‘Dmgnanngspokaperson(s). m:emal andcxtanal (d:swssed lata.'m

tids p!an)

- Dcvdopmgacomummonsm:efnetwo:ktommﬁml

mfommond:mngamsmhcyaudxencs
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| CONDUCI' A POTENTIAL CRISIS AU’DIT

: Dcﬁmng 3’ cnszs is las :mportant than knowmg one when you see one., :specx.ally ata.

diance. A sudden emergency sitnation affecting The Clorox Company is an obvious crisis.
"Butsois anxssueas it comes to 2 boil: Govemment gction ‘against Clomxproduas an

, mvesuganon, a court case; or any senous pubhc accusanon of CIorox cmployea

'.'-ptodnctsorthsmrporanon ' |

_Itpaystohaveanwiywammgsysmmtoxdcnnfypotzntmlcnssandatrackmgsvsmm
_tomasurethe:rvdoc:tyandd:mcuon. o : Co

Amedwmhmmcmommmgdam%mmedmmughthersmstnghnandte&mml
' information on the environmentzl impact of liquid chlorine bleach, the Crisis Management
'Twnwﬁlassssaﬂamsafmmtalwlnuabﬂﬂyforihcﬂomx&mpmy Tam o
'.mmbetswﬂitakeahzrdlooka:thecompanysenmeopaanon.aswdlasan ' SR

K mmnmeumlmmmndmnfypotmmlzssmandmswmchmakcﬂmcompmy T
-.vulnembletoa.cu.ﬁs g o

'_-.‘Ammbcrofmemalfmcawddeasﬂympukthzmanmusmmcﬂng
‘--'_'hqmdchlormebleadnmoaﬁﬂl-smlecnms o

o Onemagorthrmmes Chlorme-ﬁeeby'%'éampmgn.shouldﬁns |
- 'radimlmstgmupdeademmdndehqmdchlormeblachmits'ndm -

" world of chlorine” campaign. Such campaigas in Europe have already begun to |

".mmemdmdﬁmebmmamwamm

o Agg:esmaﬂchbyﬁmmpmmdotherm&gmupsonﬂmmeofchlom@"
mpulpandpuperblﬁd:mgmdwnupunﬁcmonamcomibuungmmongomgﬂ
mofmgmemecﬁaaﬁmﬂonforcblonnemdchlonne-basedprodxm .
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CONDUCI' A POTENTIAL CRIS'IS AUDIT Continmed

o  The movemw:t to go back to more "natural clcamng produc:s. such as vinegar and
“borex, is gaining momentum in the Umted States, even though efficacy claims are
' largely based on macc:n'axe and msleadmg information. Nonetheless, these
messages are easily believed by eager cum:onmmtally conscious” Americans. who
warit to do their part in saving our pianet. Itseemsﬂxatcolunmzsts and authors
" are emerging almost daily, espomngcasy stepsthe average American ¢an take to.
protect the crmmment — such as dunmatmg ’ha.mrdous household producm

o ’Whﬂcmmalnsults&ommeNauomlTonmlogmegmm(NTP)smdytoasss
the toxicology of chlorine were eqmml. meardmrs have not completely |
muemedchlomasapotmﬂmﬂmgm. The current re-analysis of

&emwmﬂo@mgmdmﬂdm(whchfomdammammaf -

" mmmors in the test aninals) cotddleadmneganvepubhcayabomthesafetyof
chlormeandchlome—basedpmdm:s -

o 'Iheproducuonofd:lommdormcby-pmduas res.dungﬁ'omnormalhomeuse-
othlﬂdchlodnebleach.:sanothetvulnmbﬂny Fueling this issue is
~ activists’ hbdmgofaﬂchlommdorgammaseqmﬂyhnardowandan

0 -jihedisnfedmtpropettisofﬁqtﬂdcmonnebmmjeamoﬂwdﬁmdm
thwepmdm:scmh'nbeneﬁdalbaaeuainsepdcsym -

o Ihedionnldkanemhasthepotumﬂmmlsdﬁndabomme o
_ safetycfliqniddbdnehm -

TheCuasMmewmcnhmemzpomﬂofmeseasweﬂasothcrxssusto
ecahtemtomsm:aﬂaus mmﬂmwm&vdopmggmforquldmmm
_ toa.potenua.lcnm ' S
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' .SELECI‘ AND M‘.EDIA mm POTENTIAL sromrmsous

Idcally, one mcmber of the Crisis Mamg:ment Team wi'[l be selected to serve as the companv
pokespetson in thc event of a crisis. By designating one individual, the company will be
' _ speakmg with one authoritative and unified voice. This individual, however, fmust have 2 3
" high ranking within the Clorox Company, as well as have the confidence of Clorox top
~ -management. . Ammberofpotennal spokespersons Will be sa-eenedandmedm txained to. -
| detcm:lme the best cand:date and to have other quahﬁed spokﬁpcrsons on hand, if needed

The spokez.pe:son(s) wm mdcrgo intensive media training to help h:mfher dclm:r the most
- compellmganda-edﬂalcmessagﬁ cvcnwhcumderunensemequwmonm.gandscmm;f
Inmalmediatrammgshouldtakeplacew:nmadvanmofanycnm mthanemergency
refreshercom'sehddpnortoamalcnsxsmediasmmom '

'-V'Thcspokespasan:sm :xpcrt whoscrole:sto-- |
) Ensurethztthcmetﬁarmveumdy.fammmnnaﬂon.

o Proudctbcmedmwﬂhasmﬂemstentsomofmﬁomaﬂon.whwhhasbeen "
‘ dmedforzdme. |

o bﬁmmcthemsﬁbﬂnyafecmdmrys:atm
o Raducefear mmrmddoubtbypmemngaeonﬁdﬂm,mfo:medm
.0 mmmw

o Expmmdmminmmdmdablematomemedxﬂmmm (If
| nzeded.anumbuofmcmnalmwﬂlbeavaﬂabletohandlemomsaenufc -
aspectsofthem.) B

Itsmpormnttorcmembathztwhﬂesubsmce:scmcal.snde.appannccandmne
count as weil. Aseuanvespokspusonwmatwavsexprasconoecnaboutpotmml

| damageormmmcctnthepubhc Hdshcwﬂlpmentaposuonmmnppar
~ to be self-serving — mmwngaﬁmngmdor.o&ammgm
mdermdahle&:mnm T :
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ESTABLISH AN EARLY WARNING SYSTE:M

Managers of each Clorox plzm:, wa:chouse, division and sales office can serve as important
monitors for powmal trouble in their jurisdictions. Therefore. the Crisis Management .
Plan will be given to these mana.crsto fa:nilmnzethmvnmmmmgemcnt
procedm They will carry the Crsis Managetent Team wallet cards, so they can alerc
twnmembetsarthemms:gnthatansmemaybeorxsmlanngmagveum
‘In these situations, manag:rSshouldnott:yto speak to themedmonbehalfofthc '
company. but should yxcld this rwponsibﬂny to the Crisis Team spokesperson.

Du:mgacnsu mnagmﬂsowﬂlbcmsmmenmlmﬁmnehgmformnonfmmdm
Cdsis Team to one ‘of Clorox's most nnporm.t andienm employm

ESI'ABLISH A CRISIS HEADQUARTERS

Amsxshwdqnm WumaomCompmyhudqmm)wmme
mund-&tc—dod:avaﬂahﬁtyofspokzspersons and Crisis Team members. It will serve as
mebaseofopemnomford:eCnﬂsMammentTamfordwdmanonofﬂmmss The
mfo:mnonhodme(dismedmthemedxare!auons secuonofdnsplan)alsowinbe

housedatmemsshadqmmmmbleqmckmponsebymeCﬁmespﬁspeson
tomgemrequstsﬁ:rmfom :



Managcment Plan wﬂl be apphcable. w1th

msahﬂm&uﬁgw@:ﬁmm and.med toﬁnmﬁnnauon SRR
mmumnmmmm (dscﬁbedm themedia ;5:.'; B
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The cnsxs managemm Stage of ttns plan ouﬂmes gcncral gmddsm for conducung
:,'_eﬁ_"ecuvecns:smedmrelanonsaswenasspeaﬁctacuawhmharepanoﬁthccnsas

IheCnsstznagementTeamwﬂlevalnatethuetammhghtofpossfnlem
amaﬁonstodetenmnewhat. 1fmy, tamaanbegmtobeprcparedmadvmcefor

[, ,,u...,.,,

Amthci‘tg; fatthe
who are Iike*lf'ﬁ?ihﬁgiﬂ:'ected by a ms
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MCﬁsisPhﬂ—l4

mm POTENTIAL TARGET AUDIENCES Connnned T

_ —-andupdatedonamgnlatbms Th:swﬂlensurethatmﬁcmnalhstsmas

B)ENTIFY PO’I‘EN'HAL INDUSTRY ALI.IES

'I‘he Cn.s:s Tcam wi'!.l rcucw a.vaﬂablc mailmg hsts ('mdudmg fax numbers) for such

cnuml andmncs as the media. govmnnem oﬁc:a.ls and direct. custom:rs Where thxs
ﬁomanon is ‘old or not svailable. appropnatc maihng hsts will be compﬂcd. Im:ual
maihnghs!s ofthsecxincal audieucas shouldbepteparednow madvanceofacnss

mmasposm’blewhmams:sdosom thnsﬁecmgﬂ:eCrmsT&mfmmhavmgm B
mchandoompﬂemaihngﬁstsmthe'hm:ofﬂacbanle :

-".-." '2"‘""?" *r's
: PP

‘rthns:s MznagememTemwmmmnammctmﬁ;pomualames&om

ay e Tt e e y'

anoaaﬂons mewmmmam

Tt e

mmmnmmlmmmﬁmmwwamm By

domwmwabﬂshaloosdyﬁ:medma!manofm.amamkeepmmmﬁnmedof
* - fsues which could resuit fn a crisis.: R:gnlnmfmmaﬁmuchangcmemgswmbeheld
mmmmmmmmdmm,mmmmm R

mmwﬁmammﬂdyorhsmocmed.

-, .
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R -.5..'-..-;-.[ P L e IR T ) e S



aﬁu& for reachmg key 'govcmem '
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ENLISI' SUPPORT OF GRASSROO'IS SCIE'.N'I'IFIC AMZBASSA.DORS

.,,

lem:h

vhm&' ”'-:‘t,;nqh

~ I—M‘H ‘Mﬁ * m’f ’?

emimmt




W@h “’mPiﬂY 2 sz role in de!e'&nnnns the unpact m)f cT!SIS is havmg on ch L
: auchencﬁ and on puhhc _opmmn in gcne:al and 1 n ﬁne-ummg cnszs stratcgm. i

Becase Gisis : m arc mna‘a‘ to be coa::_xana‘.ed virtnally “ovérnigh ,
: Cnsrs Tmmembct will work in advance with the C:lorox.‘Ruurch'Depamnent to investigate’
" the most &ccuvc'mswdx methodologies to eui:iioy should 2 risis occur. A number of 1+

Oumdemeardlﬁrmswﬂlbeconmedmwmnmethemostmmbletownduamxs

¢

i &M“‘fm‘ﬁ'ﬁ dge
' cnss and W




 and st alies o

;- Was the Crsis Team effective in mobilizing industry

-

- . -

i

damage to o ot the




| Asszssmszvmrror ’I’HE‘PROBLEM

. Acnuaﬂ taskforﬂanss Mmagement meﬂlbc : ‘qeﬁne the soopeandse\fv_::;ryof":'-ﬁ" "
d:xemsisandtoestabhsh "mggers fcrttsponse. Itwiﬂlbcvnalnottooveresﬁmatc‘__
3 mmdmmdmmmofthemm.mceanmmmemdh

°_ mvolved throughout the crisis wﬂl be afEected by this nnual dacrmmuon ._'_

' WhmmgthemmeCnssTeammustfoqmmtherunymmMMs o
andnotgetboggeddownonmporm:detaﬂs wmchwﬂlcﬁve:tenetmamyfmm&c

e '-H” the mwmn}"’ - o

. . . . . . LT e - -



:_o' : | Is ﬂ'ns xssue}ikely to'resuh: in ncgmve legxslanon or regulanon e:tha' on
S ,.the sta:e or ﬁ:de:zl Ievel" o LT

Thesedetermmzﬁorxs : vmlfordeuﬁngd:emostappmpmmpm Obvmusly,xf

F* -t e

‘-':'thexmxelsconﬁnec[to a{oca_loremamemmﬂomCompmydomtwmrm

| ':'iacﬂan:_ﬂle manym .l'nlins czse, am@.mﬁ‘my-nﬁns ml"’fﬂ” :

-3



'czoruz Cris:ls Plan

" :'-“ oo 5 i s ST, i il b6 imperativé 10 activate the Crisis Team for. ¢ Gl
{totﬂldevououtothea:sxsmanagmggom Depmdmguponthemm
‘."'..sxmanon, the enure teem or a core group from the . : . 1 team wﬂl snanage the 5

-“As mﬂ:e planmng stage, eadzmdmdualwammanberwﬂl be. assxgned specrﬁc roles and‘_ o
 duties thm:;ghoul:the duranon of the crisis. In additicn, a strong Cxisis Team Ieadu-, L ST
"'selectedpnorto thecnsxs wﬂlbecomethculnmamdedsicnmakermdcﬂm P

-~y

""rﬂ"t‘«-_ > &W

. -itp,”j{}f‘zv-z} ;:.—: ;7

g wﬂlm spokespﬁontom
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e

ESI‘ABLISH OBJECHVES!CONSHJER MAKING A snom:-mﬁ SACRE'IGE S

[

The Cns:s Mmagcmen: Tm wi}l stabhsh specrﬁc ob;ecuves for managmg thc cn.sis
sm:a.uon. ‘I_hese objecnm wm thm dnve aIl cns:s managemeut sua::gm. N

r

o :._;_._, ; we bemg reaﬁsuc whm answe:mg the ﬁtst qustmn?

B 0 ,'}f . Wha: xs :he bﬁt ﬂm am happen"

"Wha::smcwo:stthnmnappm?

whole. Rnnﬂnber ifpmﬁccmﬁdmhmammdnmw:inmgdgqummpml

khst,mm-mmwmmdpmﬁnbﬁ:ymmy




_ Becamemnons dxmg'achss evolvesorqmc_kiy..
) memostmucalaudi:ncsto C!oroxd:mngme""




mmp.a-ny wﬂi have a gru.t.;:r 6ppommrtv to wm




‘I'hc most d:ﬂiculg qqe _to‘mam:am good‘med;a. .relanons du:nng a cnsns Borh the
“public and the media bave a Iegmmate interest i crisis sztuanans. The pubhc hasa

;:fnghttobculfomed and‘rhe Clomeompanyhas.thcdmytoseethaxeonsmners gctthe

Ifan honest approach' of coopcrmon u’senznded to the medm. they wi]l'u-ear.rt S
objemvely, “possibly sympaﬂlcucaﬂy. Provrdmg good service tq the tnedm dunng a "
" m&m&iendsformecompmymdnsproducs rega:dlessoftbcnann'eor

::'_ hkcmse. mmnmfavomblc sxtuanon ;genmny'wilIbe made woxse by

i e mAcATal infomon'&om a.'secmdtri
u'%- 1-."-"’"’-.,4-\4 $$}~ ;"‘}3-- SR e B iy Yooty (‘""ﬂf"h-’ h'“-.h B "1’ ﬁh‘i
o ’ﬁﬁﬁ‘ rdusememﬁmdmnﬁstanduﬁﬂyumm

. R L mWémgrw%w’b ety s v 8 B e g PORTARY TR £+ 4 LA bR i iy
thml’etungthep unmmm%mﬁwzmﬁonmd %amﬁno%ﬁm
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mdmmdomenr(m:memeqnemcommeuded

AR SNSRI SRR ETRENCRIE SR TS ETTRCY LR SR T L E -t e et R R SR

-memfonnm'h:)wﬂlhdppmmespokapasontqpmﬁdgd}em

'.-;"_'eﬁememmmqmdmhopsmewmwﬂlmhmmm

c:edi'oﬂirywdmmposmons

. .

Rmnrambecofﬂmscsumnstsmdmsmclssuﬁsummdingmem
w::htbemedxa. '

- . .




= 1s couvcyodpmmpdyto media,theywﬂlfeelkss eompclled.to seekt!’us
' information from othex, potennany mzoan:ate of hosﬁle, sources or © dig on .

thczrownforthemfonnauon.

o Bemofmeaadmﬁns’m:fpm'me,aﬂamwmm Fwe T
spolmpmonhows hc!shcwillnotbe ablcm meetthedeadlmc Ietthcmporter




ﬂ com)ucr EFFECI'IVE MEDIA gmmous Cnntmned.

Ifthe spokspason doant knowrhc answer, say so.__Ihcn ﬁndthc a.nswer and get
back to thc rcponeras pmmptlv as possfble. G el T

L ‘.‘Beconascandquoable. Smethcmostimportantpomtsorconchmons at;the_ L .
' :"'begmnmg of theintemewanda:thebegmmngof &chtuponsetoaquanon. —e
-_Whenmakmgapom.gwelhzcondmonﬁxst,ﬂmgwememwnmg AT
- '_'.Ismmmmwhhampommymukmpmam-mdsomdmor

R A,‘..'onesenmcemaﬂ:m&mkmmmde. 'I‘hatxswhynsnnpcxtmtm '

“har "ﬁ'ﬁ&mwwmgm;mmwmm




| commcr mcrm: MEDLA RELATIONS Conﬂnued :f R L

“ _gupou the sztuauon aumnbcroftactlcs wﬂlbeuscd 0 reach thcmedmdurmg a
msw._. Tbmc medm txcnc cnn bc adapted. for use on a vcry- Im:uted loczl stzxe or

* segional basis or on a widespread national basis. *In addition, man y oft.hse tactics - are |
| mmbleforuscthhothe:keyaudmnm. e T 2

. 'A Cns1s Horhne and Info:manon Clmnghousc on ﬂ:.e am:onmmtal m:paa othuid = -. o :
" chlorine bleach products will be established for key mdxcuws mdudmg mﬁz. d:rect T e
' c:xstomers. pubhc tmlth ofﬁaals employe:s etc.. and poteunany to consumers at .

"';-:.or(hnd-putg'spokespmfcramponse ‘I'hcogaztor _
'wm:tm.mmals comnmed.mthcmsmfo:mmonhtzndkeepalogofallaﬂs :{.In-
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CON'DUCI' EFFECTIVE MEDLA RELATIONS Conh.nued

'I'hc Clorox Compa.ny wﬂl J.mplement & grassroors program to proude qmck monsc -
neganve and unbalanwd ncws reports. Howeve:. eac:h smranon wiIl dxcta.tc the mosc
appropuarc response In some mstancm a nsponse wﬂl come from the Clorox o
spokspcxson or a suennst a:dv:sor. _ In odze:s, t:he company wm lmlp to genemc a.’”‘:' L

One-ou-one Media Cnntact

When appmpnate tdephone mlls withk:ymnonal mdia (or IocaI mcdnxfme ms,s m : .
mmdmamuam)wmwﬁmm&rwmﬁmmmm"or oy S

:“"Amsmufummu'agoodwaywnﬁ:mkcymediaofmmorm reiwe.a"
speualsmunentpmmgmmec:m Ammn&mmbemmphshei"
petsou mbyuﬁ&&(da@dmmmw).dqm&ngmmm

| Thccnsmwfmmﬂmhtwﬂmasalme-behmdformpommnngmenews
..mmmdwiﬂ.bcmmthosemtablemmd. Shm:smmmentsbvnm :
mn&tmc:paruapmwmbemdndedmthemformaﬂonhtuweu
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fully
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pmv;dmg direc: cnstomexs mfonnanonal matcnals hliﬁhEhUnS m and
e:mronmenm.l nnpact othmd chlonm bladx pmdncrs |




Ciorox s Govemm;nr Rclanons staﬁ' will be msu:mnenml m sugpomng crisis eﬁ'orts w'
" reach cnnml r|‘::c«g:.dam:}' and. lcg;ﬂamc oﬁczals on t.hc nanonal and/or sta:&ba&xs _

1Govcmment _rc]anons support aaivius will mdude‘

_;mcn"as' e US'E
pubﬁc pohcy omcials and.the gem.-.ra.l pubﬁctﬁzt quuid chIonne hleadx—based

" reciprocal action ou theif part. Eeeping an open line of communicasicns
. affairs officers and techmical officials in these agences I esseatial. Beprepared o
nnplmtmm on a.locul or sme-bv-sme basxs ftﬁa}: xs_%hm the battle




me.nccﬁed:g the, plax_!mnsf By
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1st sp:wﬁng c:eﬁble masags to a
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' fu]ly abmastof
, - Suroue nu:m,:"
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‘rhc cnm‘ 5i ofthocdnsalsoxsa:good_gmew coudlll:tﬁJﬁCW"“P Opimmm h L
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