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Krize jako hrozba i vyzva

»Cinsky znak pro krizi je
(Udajné) tvoren ze znaku
pro nebezpeci a prilezitost
»Krize skutecné je hrozbou
i vyzvou v jednom

» Prilezitosti se mlze stat
krize vlastnii cizi
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Vyznam novych technolog

»Celou spoleénost zasadné
promenuje vliv digitalnich
technologii, internetu,
socialnich siti

»Diky vSeobecné dostupné
technice a moznostem sdileni
se nic neutaji

»Je-li nékde néjaky problém,
nekdo jej vyfoti, natoci nebo
aspon popise
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Zakladni pojmy a principy

PKrizova komunikace ma rtizné vyznamy v rliznych
kontextech

PPsychologie, psychoterapie
PManagement, verejna sprava
PZdravotnictvi, zachranna sluzba
PPolicie, hasi¢i — mimoradné udalosti

PPublic relations — reputacni krize




Krizova
komunikace
s meédii
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A KOMUNIKACE RIZIKA

EFEKTIVNI
KRIZOVA KOMUNIKACE

pro viechny manazery
a PR specialisty

Rodek Chalupa = stapy kizové komunikoce
* pak ziskat médio a noviedfe
e Sve sire

* elilgbiegs Firgsmal poriasi

® jak vyl wlie inlematy
a secitinich midii

* konknii piitlody z praxe

e Fomunikace



KRIZOVA
KOMUNIKACE

Jak .L’li':inné.
oslovit média

Media relations v podnikani,
spravé, kultufe i neziskovém sektoru

Principy - zkusSenosti - postupy

Jan Tomandl
Jaroslav Cutik
Kristyna MarSovska
Tereza Fojtova
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Zakladni pojmy a principy

»74dna organizace neni imunni vaéi krizovym situacim
»Informace se dnes Sifi rychleji nez kdykoliv dfive
»Pribyvaji nova rizika

»Turbulentni trhy

P Zostfena konkurence

»Globalizace

»Socialni sité

»Spotrebitelska emancipace



Zakladni pojmy a principy

»Ne kazda krize musi skondit
katastrofou

»Zalezi na kvalité manazerskych
rozhodnuti a schopnosti tlumocit je
meédiim a verejnosti



Co je to krize?

» Definice jsou
zbytecné, krize
nabyva mnoha
podob

Box 1.1 Definitions of Crisis

a major occurrcnce with a potentally negatve outcome affecting an organization,
company, or industry, as well as publics, products, services or good name. It inter-
rupts normal business transactions and can somctimes threaten the castence of the
organization (Fearn-Banks 1996: 1)

15 not necessarily a bad thing. It may be a radical change for good as well as bad”

(Friedman 2002: 5)

an event that affects or has the potential to affect the whole of an organization. Thus,
if something affects only a small, 1solated part of an orgamization, 1t may not be a
major crisis. In order for a major crisis to occur, it must exact a major toll on human
lives, property, financial carnings, the reputation, and the gencral health and well-
being of an organization” (Mitroff & Anagnos 2001: 34-35)

turning points in orgamzational life” {Regester 1989: 38)

an incident that 15 unexpected, negative, and overwhelming™ {Barton 2001: 2)

a specific, unexpected and non-routine organizationally based event or series of events
which creates high levels of uncertainty and threat or perceived threat to an organ-
ization’s high priority goals™ (Seeger, Sellnow, & Ulmer 1998: 233)

turning point for better or worse™ (Fink 1986: 15)

an event that i1s an unpredictable, major threat that can have a negative effect on the
organization, industry, or stakeholders if handled improperly™ (Coombs 1999: 2




Role méedii v krizi

»Seridzni média vétsinou nejsou ptvodcem krize

»Obvykle jen délaji svou praci

»Na druhou stranu, média casto krize pfiZivuji,
prohlubuji, medializuji, zptusobuji ,medialni pozar”
»Dopoustéji se zjednoduseni, zveli¢uji problémy,
podnécuji paniku

»Presto zUstavaji jednim z Ucinnych nastrojd krizové
komunikace, k nimz se samozrejme postupné pridaly
socialni sité



Role méedii v krizi

»Role (seridznich) médii v krizové komunikaci je klicova
treba pri ruznych nestéstich a prirodnich katastrofach

»Média mohou pomoci pfi sifeni zakladnich poZzadavkd
zachranaru a uradu:

»co chceme, aby lidé délali
»co chceme, aby lidé nedélali

»co chceme, aby nas lidé nechali délat



Komu hrozi krize?

»Kazdému, ale nékomu vic
P Politika
P Doprava a logistika

P Farmaceuticky prdmysl a zdravotnictvi
PStavebnictvi

PPotravinarsky pramysl

P Chemicky pramysl, rafinérie, doly
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Prohlaseni MZV k aktualni sitnaciv m =0 0o 1

cesko-ruskych vztazich

20.04 2021 / 16:44 | Aktualizovano: 20.04.2021 / 16:44

Dostupné diikazy jednoznaéné ukazuji na to, Ze za vibuchy v muniénim skladu ve
Vrbéticich stoji prislusnici ruskych zpravodajskych slozek. Jedna se nejen o vainy
trestny ¢in, ktery vedl k obétem na zZivotech nevinnych éeskych obéani, k obecnému
ohrozeni a k ohromnym materialnim skodam, ale i o flagrantni poruseni ¢eské
suverenity a mezinarodniho prava.

Cesk4 diplomacie neméla jinou mo#nost neZ na tento nepiételsk§ akt adekvatné reagovat. Proto 1.
mistopredseda vlady a ministr vnitra J. Hamacek ve své kapacité aradujiciho ministra zahraniénich
véci po zké koordinaci s nejvyssimi istavnimi ¢initeli rozhodl o vyhosténi pracovnikii
Velvyslanectvi Ruské federace v Praze, které CR identifikovala jako dfistojniky sluzeb SVR a GRU.
Zarover informoval o podstaté kauzy nase spojence v EU a NATO. CR si ceni viech dosavadnich
projevil solidarity ze strany svych partnerii a spojencii. Jednani k dalsimu moznému
koordinovanému postupu probihaji.

MZV CR se ziroveri diirazné ohrazuje proti krokim ruské diplomacie viiéi Velvyslanectvi CR

v Moskvé. Vzhledem ke kontextu udalosti ve Vrbéticich je povaZuje za zcela neadekvatni a
disproporéni, zAmérné sméfujici k paralyze fungovani velvyslanectvi. MZV CR si vyhrazuje pravo
piistoupit k dal$im krokéim, které budou odpovidat zavaznosti postupu Ruské federace vii¢i CR.



Czech-U.S. Political
Relations

Consular Information
Economy & Trade
Czech the News

Culture, Czechs
Living m USA,
Education
About Us

MEWS

Archive

Embassy of the Czech Republic
in Washington, D. C.

fesky english

Search

Advanced search

Home » Czech-U.5. Relations = News = Statement of the. ..

Statement of the Ambassador of the HN=00
Czech Republic on the Boston terrorist attack

10.04.2013 £ 21:27

As many I was deeply shocked by the tragedy that occurred in Boston earlier this
month. It was a stark reminder of the fact that any of us could be a victim of
senseless violence anywhere at any moment.

As more information on the origin of the alleged perpetrators is coming tolight, Iam
concerned to note in the social media a most unfortunate misunderstanding in this respect.
The Czech Fepublic and Chechnya are two very different entities - the Ceech Republicisa
Central European country; Chechnva iz a part of the Russian Federation.

43 the President of the Czech Republic Milo# Zernan noted in his message to President
Obama, the Czech Republic is an active and reliable partner of the United States in the fight
against terrorism. We are determined to stand side by side with our allies in this respect,
there is no doubt about that.

Petr Gandalovic
Ambaszsador of the Czech Republic
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Priciny krizi
»Vys$si moc
» Utok konkurence nebo jiné zajmové skupiny
»Nedbalost
P Moralni selhani
»Spotrebitelska nespokojenost
P Porusovani zakonu a jinych norem

»lgnorovani sporud a konfliktd
PFama




Typy krizi

A\ 4

PVnitini X vnéjsi

PRealné x umelé

»Modelové priklady:

P Prirodni katastrofa

P Teroristicky utok
»Ekonomické problémy
»Havarie, ekologicka katastrofa

P Natlakové akce, protesty
zajmovych skupin

PZadmérné ocernéni, medidlni
utok, pomluva

P Produktova krize

PSelhani predstavitele organizace

»Paragrafova krize






Priklad: Bigotgate
SYLE8- Y ) Britsky premiér Gordon

| Brown v dubnu 2010
hovoril s labouristickou
volickou, po skonceni
rozhovoru ji v auté
oznacil za ,,bigotni zenu”,

, tyz
den kofrontovan

e \
| GORDON BROWN DESCRIBES VOTER AS “BIGOTED
| WOMAN” IN UNGUARDED COMMENTS o


https://www.youtube.com/watch?v=CTr8IVWBuPE

Priklad: Bigotgate

SYiS- Ty ), That was a disaster.”

{4 1 »,Should never have put
me with that woman.”
» ,It’s just ridiculous.

» ,She’s just a sort of
bigoted woman that said
she used to be Labour.”

| GORDON BROWN DESCRIBES VOTER AS “BIGOTED &
| WOMAN?” IN UNGUARDED COMMENTS |


https://www.youtube.com/watch?v=KcAcM5qdDIU
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Priklad: Mirek Topolanek

»Premiér Topolanek v
lednu 2007 zautocil
pred domem Lucie
Talmanové na auto, v
némz sedel fotograf
Blesku

»Kopal do auta, kricel
,Vylez!“ a , Zabiju te“




Novinky.cz

Hlavni stranka » Domaci Fodrubriky: Chat s osobnost

BLESK.CZ | ZPRAVY | CELEBRITY SPORT | PRO ZENY @ PRO MUZE | RAI

Radce = Penize = Topolanek kficel jako hidzen: Zabiju t&! & kopal do autal

Topolankovu utoku méla zabranit

Topolanek kricel jako  ochranka

Premiéra Mirka Topolanka nestiezila ochranka v dobé jeho ndajného incidentu

i - - b
I'Iazen " zallll “ IE' n s fotografern Blesku. Denik pFitorn tvrdi, Ze premiér nékolikrat kopl do auta fotografa,
" H

ktery ho v itery piristihl, jak prichazi do domu, kde bydll mistopfedsedlyné

k I [I I ' Snémovny Lucie Talmanova.

4 Premiér Mirek Topolanek
FOTO: PRAVOUMilan Malidek

patek 5.ledna 2007, 7:50 -PRAHA
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Priklad: Miroslav Kalousek

»Aféra s
poskytovanim
rozhovord médiim
v opilost.

»Radiozurnal a
nahravky
zverejnili.

» Kalouskova
reakce?



https://www.youtube.com/watch?v=xpWhWwxKFKM

iDNES.cz / Zpravy

iDMNES.cz Wi Kraje | Sport | Kultura Ekonomika | Finance Bydleni | Cestovani | Auto | Hobby

(T Et 8 Zahranitni Cernd kronika Povodné ODiima ftendifh  Kavdrna Kemel Pofasi MFDNES  Program

Na francovku se vymlouvat nebudu, byl jsem opily,
priznal Kalousek

7. derma 20132 12:14, aktualizowano 16:58

tinistr financi Miroslay Kalousek pfiznal, Ze kdyZ ve fhertek daval mediim sve stanovisko k
prominuti dani zaplaverym podnikatellm, byl opily. Dal si podle swoh slov dva panaky, a
protoZe byl unaveny, Zmohlo ho to wic, nef sam éekal.

PREHRAT VIDEO




Priklad: Rusnok a Mandela

»Zapnuté mikrofony ve Snémovné
zachytily v prosinci 2013 znechuceni
premiéra Jiriho Rusnoka z pripadné cesty
na pohreb Nelsona Mandely.

» Ty vole, ted' jesSté zase zemrel Mandela.

(...) Ja se uplné trepu, abych tam nemusel
jet.”



Priklad: Rusnok a Mandela

MailOnliine

Home [UTITH U.5. | sport | Tvashowbiz | Femall | Health | Selence | Money | vides |
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'Dude, I'm dreading that | will have to go':
Czech Prime Minister caught complaining
that he might have to travel to Mandela's
funeral on TV news microphone

< JIn Rusnok mads faus pas as he chatted to defence minlstsr
- Ha wasInline to go to South Afrlca as Presldent has knes Injury
- Rusnok apologlsed attr using a vulgar term In frustration

PURLEMED 2 F UPATED

FEm O Bl EET 670 =207

Ry word leaders bave sald by wouldriimiss Nelson Mardelas wreral o anghing, bul Szech
Frim# MRz Bl Rusrok 15 amorg Pem.

Fusnok’s conpersalonwl b Denee Mnks krlas imll Ploek Inpadlament on Friday war broadcas |
by W Goech publle kledslon rews charrel ard quicky wenl dral.

When Flcek remireled Rim bal Fresldent Mios Zemanmighl be unable ko dy becaure ofa ke

Irbury, Rusnok reacked withawdgar kemn ad ben, addressing W companion by ke Caech
equivaler| o dude’, rald T dresding bl Dwill P b go!

Scraoll dovwn for video
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Czech PM apologizes for vulgar
remark on attending Mandela’s
funeral

PRAGLE, Czech Republic — The Associsted Press
Publizhed Saturday, Dec. 07 2013, 12:29 PM EST
Last updsted Monday, Dec. 09 2013, 216 PM EST

B s E « 80 2 @ o 3810 AA
Many world leaders have said they wouldn’t miss Melson Mandela’s
funeral for anything, but Czech Prime Minister Jiri Rusnok isn't among

them.

Rusnok’s conversation with Defence Minister Ylastimil Picek in parliament
on Friday was broadcast by the Czech public television news channel.

When Picek reminded him that President Milos Zeman might be unable
to fly because of a knee injury, Rusnok reacted with a vulgar term.

MORE RELATED TO THIS STORY

Thras former FMs to join Harper at Mandela memorial

ANALYSIS Canada’s political fight against apartheid

BRIAN MULRONEY Mandela, a leader every nation would envy



riklad: Rusnok a Mandela

»Rusnok reagoval jedinym moznym zplsobem — omluvou.

»,7a ta slova se omlouvam. Nebylo to sprdvné se takto
vyjadrovat v souvislosti s umrtim Nelsona Mandely a mrzi mé to.
(...) Sladit pracovni program s nec”ekanymi udalostmi je ve funkci
predsedy vilady kouzleni s casem, a protoze je prosinec, vzhledem
k nadchazejicim svatkum fakticky nejkratsi mesic v roce, vse se
koncentruje pouze na tfi tydny. (...) U¢ast zdstupce Ceské
republiky na pohrbu vyznamného prezidenta Jihoafrické
republiky vyresime v ndsledujicich dnech, abychom distojné uctili
pamatku muze, ktery je symbolem boje za lidska prava, svobodu
a rovnopravnost.”



Priklad: Burger King

»Selhat mlze nejen manazer
nebo politik, ale také obycejny
zamestnanec.

»Spolecnost Burger King v roce
2008 poskodil jeji
zamestnanec Tim Tackett —
vykoupal se v dfezu na nadobi,
video poveésil na MySpace




Priklad: Agrofert/Hyza

»V Rakousku nasli v auté s oznacenim Hyza 71
mrtvych bézencu.
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Priklad: Agrofert/Hyza

»Krize v ¢islech

— Udalosti se zabyvalo asi 20 lidi: predstavenstvo,
management Hyzy, divize komunikace a interni
bezpelnosti

— Intenzivni byly zvlasté prvni Ctyri hodiny
— 70 telefonatl od novinaru ze ¢tyr zemi, desitky e-maill
— Sekundarni dozvuky priblizné 24 hodin

(Zdroj: Karel Hanzelka, seminar PR Klubu)

Cim si Hyza pfedem pozici?


https://www.youtube.com/watch?v=KNdiO9cI37E&feature=youtu.be

§  —
Priklad: United Airlines

UNITED i) »Kanadsky muzikant Dave
- Carrol cestoval letadlem
spolecnosti United Airlines

»Rozbili mu kytaru
»Marné se domahal satisfakce

»Proto slozil pisen a natodil
za 150 dolar

» Co nasledovalo?



http://www.youtube.com/watch?v=5YGc4zOqozo

Priklad: United Airlines

4 ' Klip zhlédlo 17 miliond lidi
»Globalni ostuda, propad akcii
o deset procent

» Pfitom stacilo zaplatit 3000
dolaru za zni¢enou kytaru

»Typicka krize zplsobena
preziravosti obri korporace vuci
klientovi



Dave Carroll, ere

Will Social Medi

When an airline refused to take an
for the guitar Dave Carroll checl
d up brok
ns of p

responsibility

d 2 baggage and

, he cleverly used YouTube to tell

ple. Social media enable us all to raise

our voices and be heard. Is your company prepared
s and even turn them

into opportunitie:

has received more than 8 million vi

reak Your Comp

Share your ideas on social media risk management by
joining Chubb's online conversation during the RIMS
2010 Conference April 26-29. Be one of the first 500
people to register at chubbsocialme:
and rec ree download of D:
album,

atik.com

Sponsored by Chubb Group of Insurance Companies

Be heard. Get results.



Priklad: Procter&Gamble

»Fama spojend s
logem zpusobila
vaznou komunikacni
Krizi

PJak firma
reagovala?




Priklad: Procter&Gamble

»Firma se nejprve
branila, nicméneé
nakonec po vice nez

100 letech uzivani
skutecneé logo zmenila
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