" CRISIS MANAGEMENT PLAN
. FOR THE CLOROX COMPANY .

STRATEGIC SUMMARY

Notwoms&saremesmne. Whﬂesomecnsasmaybeanucrpamd,thcyma]mostnever .
wholly ptedxdable The eavironmental crises which: could affect 'I‘he Clorox Company can be . .
 planned for; strategies to address scenarios flowing from known xssues of concem to the -

. ='public can be establistied. - But the bottom line in crisis plamning and crisis management
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of femaie test-animals exposed to chlorinated drinking water. Until researchers have - |
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St:amgu: Summary - 2 o
-' In Sccuon One, we have atternpted to prondc a crystal ball” inpomtmg some of the -

issues which could arise over the next year. For each scenario, we have suggested

' different levels of attennon and response. These scnpts" dre presented only as
| exampls of bow the bluepnnt Crisis Management Plan would be apphed m a real stuanon

In Secuon Two, the Crisis Mma.gement Plan addmssﬁ the complex chanenge of preparedncss

: andsu'axeglcrwponsetoavanetyofpotent:alprcblems Wenewthmplanasthcﬁrst '

' stcpmoorpomtecns:sreecﬁness Thenextstcpmforl{ctchnmtoworkmmmec{omx
Companytomakctheplan "yours.” : -

0 -'.’_Actnalnamesofsta.&'mdmbephggedmotheplanaztheappmpmteplam
o. GenrmcponsibﬂmuneedwbemgnedmmosemmmgmtTmm
':membets _
) TheCns:sTumnwdstoconduetathomughaudﬁofzssuoswhmhcmﬂdlendtoa
o Gmpoauomﬁoraﬁofﬂmekmamustbedevdoped medand o
| moorpomedminfonnanmmmsmhaveonhmdshmﬂdoneofmem
o "Thems:sdec:sxon—mahngdnmneedstobeassxgnedmspcaﬁc owners.

o  Asd the plan needs to be shared with éveryone who will be partof it inan
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* CRISIS SCENARIO #1

- Chlul"ine Free By -"93""' .

The Issue: . Greenpeace ha.s announced a wortdunde effort to nd the world of chiorine by
1993 — Chlorine Free by ‘93 they cail 1: Greenpeace is well known ‘both-for fts

- dramatic campaigns, often associated with violent tactics, and with spurlous resesrch,

- generated more for its shock vnlue and fund-rmsmg appeal than its scxenufic ut:lity '
 For example, during the summer of 1989, Greenpeace conducted a highly publicized
Miasu&ppl River tour. Monsanto Company, which has three plants along the river, agreed

to meet w:th them. While the meetmg went well, Greenpeace took the data offered by the
company. dlstoned and publicized it, attacking the company. The group also Ieunched two
»gecauits” on Monsanto property. The one in lowa resuifed in considerable damege 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

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

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

‘the Mississippi River summer tour, where 2 so—called morality sr.udy of people living in

' industrial regions: along the river was shown 10-be 50 poorly done that even public health
officlals i in thoee towns and statei amcked the report. '

To date, Greenpeace s anti-chlorine eatnpmgn has. garnered a modeme amount of press |
attentzonin the United States. In fact, prmmenuonsofarhumnteredmoreonthe

_antics. G:eenpeeoe employs to hype the situation than on the actual concems Greenpeaoe has

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

S been' !umng home more d:reotly, and public reaponse has begun to show up in lower use of

- household chlorine bleach in some arees

Worst Cue Event: Greenpeace acovists artive aa. C!orox oorpome headqumeu with
. signs, banners, bull horns and several local télevision crews and proceed to launch a
;ra.lly The demonstrators hang a large banner on the side of the building’ readlng, B
"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 ue

_ on the.scene and interview three unsuspecting Clorox employees, on their way {0 lunch, who .

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

Recomrhended Rapc'mse:

0 Assessment: Taken by surpnse the Crisis Team hds‘only'a short time to f:lan Their
assessment is, while the Greenpeace presence on site is unseuhng, the real crisis is
‘ the so-@.lled mortahty study that no one has seen, and t.herefore can't respond to.

0’ Objective- Make thxs isa one-day medla event with no follow-up slones that results |
in muumal and short-term damagc to Clorox's reputanon or market positicn '

o Stn:egies.

- Do not confront Greenpeace physxcally unless they attunpt 10 damage company
| opcrauons or property or pose & t.hmt to the sa.fety of employess; .

- Treat their allegations calmly, senously and with conccm

—~ Announce that the company will seek un mdcpendent, d'urd-pmy review of the
- Greenpeace study andpronusetoreportbacktoﬂlemedm [wmlemislast
 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 reporers t to quesuon Greenpewe $ integrity and
scxenuﬁc capabﬂitles. ' o

o 'Medzamtementuqmcklypreptmdbuedonposxﬁonmmalmdymplweon :
this issue; reporters are invited into the company. without mthout Greenpeace for a news
- conference within hours of 1nddent

.0 Team begms alemng key influentials, scientists, govenunent environmental and health
fﬁmals and others prcvzously identified as polenual ailies.

o Names of :ndependem scientists. who will taik about. ‘chlorine are given to the media.
‘ [Thmhstsareassumedto alreadybeonﬁleasperMasterCnsis Plan.]
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~* Crisis Scenario #1 - 3
3 Employee bulletin is'_'prepared.a'nc_l qu’ickly posted. = I i -

0 Regardmg the employees who raised concemns. v.ompany lakes posnuon that tl'us, m _

- effect, is lmportant news. Company had assumed it had commumcated eﬂ'ectlvely with '
its employees about chlorine and health risks.. Clearly that is 2 fauity assurnptlon, A

. and employee commumcauan effons will be xmproved 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

_ chemicals. We have a good story to tell our employees about chlorine — we just need
todoa better Job tellmg it. We are followmg up to see enotly what conoerns these
employees have : ' : |

o Survey research firm beglns random telephone survey ol‘ 500 consymers assess the lmpact o
" of the event. - Based on the results. available the next momlng at 9, team will decide
© further steps :

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

- Moderaoe Case Event: "Early wammg system” worked Reporter called day before to alert
the oompany what Greenpeace was planmng Activists arrive at the buiiding as described,
but fewer demonstrators show up because of wet weather A couple of local reporters

' unvemdatmldmnnzzedstoxyappearsonmeeveningnm Greenpeaoepeopleare ]
 interviewed and ask for a national ban on household fiquid chlorine bieach. The Clorox
headquaners Iocution ls menuoued by (he locul anchorman, but no logo is vis:ble on

~ screen.

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

leader, prepare material, and alert the necessary intemal and external a.udienoes
This should notbemoredlan aone day event '
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CrisisScéimﬁo#l -4

o Objm Imﬁa]lv the same as gbove, but since thc event, ﬁ‘om Grecnpace § point
of view, is a washout, the team decides to mod.lfy the approach. The company will -
exprss regret that Greenpeace chooses to use these kinds of tactics; but that Clorox

 remains committed to working wnh the community and sharing information. The strategy
. lstoqmcklygctoffﬁchtealpeacemsueto odieracuonsthecompanvxstakmg
- regarding the chlorine issue. : :

J° o Because thc s:axs)lowl the. company does not d:su:ibute its announcement e
{p)\ broadl)Sf%)r it undertake the research. However,ﬂxetmmdoastaytogeﬂ:erfcr :
' afewdaysa&ertheevmttodnselymcmtornanonalnmandposs'blegovemmeut '
)_,f") ’:mcuon T A—é”"{ w<=_|—(¢x H.M*"v/u%v for A—nﬂﬂ—boa-l'-d’ M‘f

)ﬂ% Lnunm g
LquevelEvent: GreenpeeceholdsademonstmnonmdowmownSmFmdsco cianmng
| ‘that tank cars goin town are ic of the decayingstaﬁcof world
Ihcycaﬂonwmpamsmﬂ:.emmgetonthebmdwagontosﬁopmgdﬂomc
by 1993.‘Nocorporatenamua:enmuoned. AIocalTVcrewandsemalpnntxcpomr
" wnhphomgmphamshowuptocoverthemmﬁ. Ashonpteceontheeveumgnewssparksa
J Iat:rrspomebyalowlnews'sam repormr whoappearstosxdewnh(}reenpmces

) mmwmm - W w e

o Agnmdxewamgetswlywmg

'

e

‘o Crisis Team assembles immoediately, but,otherthanprepareandholdmreadmssa '
mediastatementandemployecamounmmthemmtsﬁu&udm.

 ——

o thnnbwom:sdearﬂmtdommﬂnotbedraggedmtothcdaﬂymt,tm

: demdssonlyacﬁonwﬂlbetogeabadgmmdmgmonmmthelocﬂ | _
reporters, mdudingthetdcvmon "science” reporter. Team continues to monnorthe L
newstoseerfthetransportauonrsuehmsup -
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| CRISISSCENARIO \“‘p}/
'fhe Issae: The movement back to more namml” houschold damng pmducts is gammg
momennnn as consumers are eagedy looking for ways they can contribute to a cleaner - \
planet. . This movemient was spavmed in 1990 as the United States commemorated the 20t \.“\’ e
aumvetsar}'ofEarmr)ay Colnrmmists, authorsandactms:gmups scmmbledtodeve!op h
*earth saving” &psforthemgeAmmm Amutﬂngherdofbooks brochures,
 pamphlets, newspaper colurms aod medla.coveragc espoused ridding the home of "hazardous”
-materials and substituting them with safer, namral cleaning products, such as vinegar and
borax. Unfortunately, theau:hors of these maxcnals often make exaggerated, m:slwﬁng
‘andmamefﬁcacydmsformﬁe *natural” products. ‘Ihcyalsomggeratethe -
'euvnonmmtalandhealﬂ:'hawds ofmodemqlmmgpmdncts Andsmoethmmors
.amsemas mvn'onmemal expms thardmmslargelymtakmasgospel ‘

Thlsmowmentwﬂlmanotherboostofmommmasm‘mm, once again, gmrsupfor
'nsmualmnaym As a result, a whole new round of simplistic and
m:sgmdedwaysto"mﬂ:eEaﬁh ml&dymbewpousedbythosesdmgmpmﬁt
from jumping on the environmentsl bandwagon. Liquid chlorine blwch could Y
_beeomeamgetform savetheEmh acuwstsM s‘ﬁl-qg |
WorstCaseEamm Apmmmmtcohnnmsttm‘getsthemmnmemalhamdsothmd
:chlomebleadlmmamde.wmdnssymﬁcamdtonewspapmmssﬂlecomuy The

NS
cohmstcallsﬁrmusmbo{cntt pmdrx:rssmce GMW) L,a-itw"
mdsprmdmwﬁmofﬁﬁmmmm' Inald:apmofﬁxwtpmetakeupﬂte ‘H'“‘ )
cause by spearheading “anti-Clorox” picketing campaigns outside supermagkets in 10, e _
rcmesacmsthecomu'y mepudmnngmpmgnmm i
in those cities, msulﬂngmadmmmcdrwmsaluofc{oroxpmduas)\mqmpon'sem ’
-these concerns, Congtmsschedulﬁhemmgsonmemmmmlsafuyofﬁqmddﬂome
blmd:pmanas '

&omm Sﬁftjp'/c e ada MMOJJM &g
A- -

\&37,' b»u.r /LZA/JI’IU LTl pH :
S Wy fe And “‘*’““""‘“"J/MW
D %;%M | pry pett
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Recommended Rsponse. This event is every company s worst mchtmarc, the company mmust be
prepared to take aggressive, swift action to protect its market franchise. Becmxse Clorox
Alsaconsumerproduct ttnscventhas ﬂ'iepotc:mal oftxnnmgfm/tothenext "Aler.” -

- gF o \?""“WF‘*"J
 Assessment: 'Iheveryfunneofmcprodua s at stake. )
g L avd At J(,%Mﬁ‘“““ -
i Oblect:ve Rmdorox s rcputanon as quickly as postible. ‘This cannot becomea
debateonme science, " beamethe;ssuexstooemoﬁoné,[ s
6? o . , .
Su'amg;r Use, whcmverpossible. actual rank and file mployes and their famihes
_mactasspokespeopletosuppoﬂthecompany (Pnorp!mpungbyms:swamhas
mdemwnmployeshavebemkcptmformedabomqﬂsmwmdr&evedmyof
| ﬂae:rcmcemswdlmadvanccof&u,scus:s) ' :

' qu c.ch.r.mms’l .
: e s-gsscscrpant-of cplimais : malterably green butan .
| mdependentsamﬁstisﬁspatmdtomeetwnhﬂmcolmmstandﬁmmﬂiemme

o Tmsofmmmaspazdwdmthemanwwwnduamaﬁatours. U-"MM

(\‘\JLLL{_\—U\-AEJ\-‘I ar J.A.J.nv\ C&J@‘-“'I“dl‘bOH\,—) . .

RS 2
o memmmmmaﬂmmm and )fa'“'
| mmpmyrepmmmmachafthzsupermtkmtopmwdesuppom o ()A,DW;;

' o Tmcaﬂsonsymmthﬂ:cmecﬁa,lomLstateandnmonalgovmenmlleadus and OUF»
ccnsumetuputstonmkemmmddqmofthcpmdnd. Thosescatemmtsare '
mmmddytﬁsuibmdmmea&bctedcommmma.

‘Iheteumalsoconsidqs ﬂ:e.'follabving act:ons. ( So/u.t cg%u.we a,duv\s. S«Ulm Ob-.'u'?-e '
| : (s paxT gy actianplmn = s c}amwn'
o Advetﬁsmgmmagormaﬂets mgCIoroxcmployesandthe:rfamHJquowﬂl o ;
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Crisis Scenario #2 ~3
o Industry a.ssocxatlou advemsmg ampa:gri- "Stop Envxronmenta] Tcrronsm cailmg on

Greenp&ce and thc colummst to be more mponsible and I&ss n-ranonal i thcu‘

| 0 Euhst the support ofthe uxnon a.nd the nanonal union deezshlp since ]obs are at
- stake. - : = . . :
l‘( 0 Conduct reswch to det:rmme if and how a s!ander lawsmt agamst the cotummst :
mdlor Gmmpeaoc cOuIdbe eﬁechve. R ‘ :

o Massmailmgstocons:mmmﬁle&ﬂ’ectedcm&s. |
19 Caﬂforapubhc, mdepeudent review of ail the wnatymdepldermolog:aldataon
. cblonnetodearthcmr,onoeandforaﬂ. - .

0 Eﬂ:esmmantulygromdupeate,thcmwmwnadertheposﬁbﬂnyof wl
puﬂmgmepmduaoﬁﬁzemaﬂm.puuﬁngaspemlmew,assmgmcmewcm M S

' bedoncqmddy
}
W Aﬂ-ﬁ-cl db

‘(\C/ vaeymmxscondmtedonadaﬂybasxsto ’

%

7]

| ,° __,hadﬁiﬁon,speaalresmdtucondnﬁed&determeeﬁ'ecﬂvemm B /)”
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Crisis Scenario 42 -4 %&}
'ﬁ. Moderate Case Event: A nationally syndicated columnist attacks tl'teklise of liquid chioﬁnc

bleach — Clorox in particular — asahazg:dwme%mnmmsfimformsmnm

to eaaﬁkér "safer” non-chlorine w borax. -Thc arnfﬁ Wg we N-&LU’-U .
newspapets in 25 major dities across the United Stats, ng. aso askiag

=< Cloro:f:"for help in addmssmg consumer coneemsﬂabout L monmmtal safety of hquxd
chlonncblcachproducts ) o Nodoarame

Reeommemied Responses

Assessmeut: Although consmm:rs are aslnng qusuons, there is no loss of salﬁ.

2 .

d v\

N Employeeannomcemennspostedrepomngonmadmt. ] Mmala t‘duuljl

E (zzad'ua-e/ o W/L b«uﬂg‘{'{f

Mediastrategy Responmvea.slqngasthemt:rwtmmshght. ’ ﬁw
X o ‘Ihecolummst:sbnefedontheemnonmemalsafetyoﬂqtﬂddﬂonnebleach -
f)
¢ 0 Macket strategy: Sv:sztea:hofﬂlesupeumrkadmnsmhold O&.d'&(céﬁw‘
 _ meetmgS.&suibutc erzten andmswu:quﬁﬁmlls._. ] S ch:\ju\chm

Seppmariad ' | - o cenpa
0 Dtamerdxwhmﬂyontwosom oumdcsamstsremnwdtomeakm 2 Jo

ﬁvorofchlmmebleedtmdpersonalmnmomals&omamoxemployeesandmm
\'J\’:J vacymdnsmdmkmtodetmedeg:eeofpubhcmm(lﬂ 28 m o
- or AP q -
/oKodadvuﬂsemaﬂsdemlopedmdhddpmd:ngwﬂmmofdmge. ' &m et

(JB Conmerbmdmtspmpmadmdhddunﬂﬁeldmrepoﬁandthemwchm

a Mecﬁammsdeveloped,butthcyrdymoreonconmmerhouseholdhmtsmawMy '
' obhqudymmonthacﬂormebl&chwmus:ﬁﬂandsﬁe.
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Low Level Event A colummst for a top 25 market ncwspapcr runs an amcle on ehmmanng
*hazardous” household products. Liquid ¢hlorine bleach is cited as just one example alonc
with a number of other common homehold pmduds The article lists. such pmduc:ts as .
vinegar and borax as su:table a]tematxv& to liquid chlormc bleach

\ .
‘ S\L 2
Racommendedkesponse. o p—U"M MS qe“i Qe( u}é“ A __

, . \,___._--'-—-—'"—""""—‘-
o Tmm undatakﬁapmé:ch in a—sampic—ofﬂ’ce mWe impact of the ke S-u_‘-t’_f_') AL
article S . maa:u.’lﬁ’
ST .' o S . ‘\msachc_lc

- LAt oMy

0 Basedmﬁmasamenameteamdxstﬁbmaconmerbmdmumdmfonmﬁonm ore
Dwaxpamﬂketmmagmmtmdthmunploymmmswerqu&mOM | \ ——

: o Medmandcmployeemponsesareprepuedandhddmﬁlnecded.

0 Thecolmnmstxsbnefedonmemmemalsafetyothmdchlomeblm o
Alocar outd ‘ot.Lit.nd_n,cth.b Lo AM-p...s.‘-ﬁt A—Eﬂm&' A.*-tgﬁ-mr\'

0‘{-4'-0’}- ‘.CCdJ :

Pl('_.k_(.&.f)(.'
Lalmmbﬁ AL
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cmsis SCENARIO 8

The Issue Issue Although nitial reaﬂts &om the Nanonal Tox:coiogv Program (NTP) study to .
assess the toxicity of chlorine were equivocal, rescarchers have not totally exonemted |
chlorine as a po&ent:al animal carcinogen. Cuarently, tesearchers are re-analyzmg the ,
NTP testing methodology and animal data, which found a random smanenng of tumors in the -
test animals, to. determine if these tamors have significancs to the study results. At '

' least one scieutist advisar to the chlorine industry has voiced concem that the Nanonal
| 'I'oxxcology Progrem analysts could concinde that chIorme may possibly be an animal

_ carciniogen. 1In light of U.S. regulatorypohcy,ahnkwﬁlcmcer even ifitisa |

*weak” Bink as a possible animal carcinogen — could tnggu'pubhc concern and harsh

regulztoxyacuonagamstttusnnpomntchcm:al.

' 'WorstCaseEvent: 'I'hcﬁnalNI‘PsmdyanzlysxsconcIudesthaichlonncxs, mdeed,an
anims] carcinogen. OnthesamedayofﬂxeNTPsmdyamounccment,Greenpeaceholdsa -
satdh:eneWSconfetmcemWaﬂ:mgmn NewYo:kmdSanmescotolannd:aconwted
_mpugnmdmmateanusaofdﬂonmmmﬂ}mwdsm Greenpeace targ
- following uses of chlorine: pulpandpapermanu&dnrmg,watapxmﬁauonmd
" chlorine bleach-based products. Thenewsconfuenccrecumu&despmdnanonalmcdxa
coverage. Anumberoftelmsmnrepon:tsuseaaoroxbotﬂetomnsm dangetous o e
. products produced with chlorine. IheEnvnonmentalenecnonAgmcydeadcsto ' .
r&ﬂﬂuateandmcrdyughtenmreglﬂmimsmmemofdﬂomemmmufam& |

acnminuedmundof mediz S - .
_ml m coverage. W - O\ﬁikjii‘-’—%
Qsm,o’ WM A A—cj-:zl——-f-l‘mb -

| yent Horm AT

' . w&lé A o
o Cnsmm.awamofﬂaempencﬁngm, beenworkingwi!htheChloﬁne - A
‘msnmnemfomzﬂateampomebasedonﬂ:emsmcsanﬂmofﬂzemM
_ ‘Teamhasalsoannnpamdtbatama;ormmlgmup probablyGreenpace,wotﬂd
_memeNTPreportaspartofanmgorpubﬁqtymmpmgn ' —

o Objemve Workvn&odmr manufacunm andthe Chlorme Institute to forestall any
'-Ieg:slaﬂveorregulatoryadmnpendmgﬁnﬂmrmewofﬂ;eNT?mportand '
,!M;; C%@SMO%&C’I—U‘M o

D ) -

;Pf‘(\d‘ @W‘— )'h T |

n_cn‘
» a : 41&&7 F \S-C‘L’L‘M’u e
Laau” 7 a/éﬂ/b‘_#/‘7 a7 al e r 4 Ams A A A AN, ﬂ—J'
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| CrisisScznmo #3:-; 3

Moderate Case Event: The final NTP study analysis ‘condludes that chlonne is, mdeed an

‘animal carcinogen. As a resuit ofﬁiese findings, the Eavironmental Protection Agency :

~ decides to re-evaluate and scverelf:' the ose of ch.lonne Proposed manufactucing -

' restrictions on the use of chlorineir the production of hqmd chlorine bleach are -

:~pamgdariy severe and will advetsely aﬁ‘ect Clorox’s producnon process. A nm:nbe:r of -
emrnonmental reporters are covering EPA’s actions; rsultmg in 2 steady stream of .

neganvc stories ahout the mmnmta.l impact of chlorine. - ( (Utapes« :LO““ nrl )

. . /u_c,_cj g 3&7 ff'/C/?r‘{U‘té/
Recommendednesponse. M@f(‘“ﬁw)sy(\}

0 Bewmeofthesenoummofweandﬂ:epotmnalforgwmmm o
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" nor the Chilorine Fostifure have to' worry about Greenpeace. In addition, careful

.-moMmgofmnsmnurmhmthmughmeysmymmnMMﬁomhme ﬂ;‘e%
. mmgmdwmmmdmpmmmbedmm B +p rrale
: - ARNSR

Iawl.evdEvmt Ihcmoduatecasemmoholdsuue,cxmptthatﬁlemsmdymﬂts
,dePA’smmonwumhrgdyxgnoredbythemecﬁa. EPAsproposedmﬁictionson
ﬁxemofchlonnemmemmm&mneofﬁqmdchlomeblmchmuldhavemedmm
mmmﬂmsmmcm@mpmysabﬂnympmducensﬁneofﬁqmd ,
_dzlonnebleach—basedpmdncts haddeeﬁammEPA'sammsagamﬁ -
dﬂctmewmﬁhlymtmsfyasthcagmcymscompleuonofnsddibemnons ‘

0. Bmethaemmmmuﬁammmedinmthetmnsmegylsto

fowsenmdyquhmgmnm,wﬁlengthemedmandpubhcmcﬁm%}

..o Through the Chiorine Institute, third-party scientific experts are brougit to
' Washington to testify and advise both Congress and the EPA. 'Ihelnmuxtepmposesaﬂ o @.
.mevahmnonoftherepo:tandsubseqmmwmdawﬂlpmudedeﬁmﬁve - vu)))

- answers 10 thequ&onsra:sedmﬂ:erepom
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o Strategy: Demonsu-a:e companv 5 awareness that people are legrtxmately fnghtened and.
. have quesuons that peed answers, its commitment to getting those quesuons answered'a_p j,mc.mi A
andltsbehefthatdﬂonnedosnotposeahealthhazardtopeople. _ MW

0 Gm:npmce Stratcgr Wherever pom'ble, 1gnore it and gergwe it credence. .
\ Camfuﬂy develop messages, based on research, to help people undcrstand that L)d_,l) o
.Gmpcaceasnotmongtheseuousplayusmﬂnszssuc Makeavaxlablctomed:a ! S\ LJ"’"

"speuﬁceudmceofphoncy(}rmpacerm (2 C\" :
, )(t\ U

0 Becanscof advanced planning, wnttmmﬂteaal for reporte:s, u:stomm, consumers and >

anployees isin place with the specific target andienm clearly defined. Itis stwuﬂ S% %
coannmwaldimibuzedbyoﬂmcompamcsandassoqauons _

o Thnd—partysaenuﬁc spokspeop!carcprcpared.tocast doubts on the mettiodology and
| ﬁndmgsofthemponan{mggestmamm,chlomemaybcamkmogm
"insomelabomoryammals butﬂnrezsnoendmceﬂlautisahmmnmogma:

all. _

o Indxmgmemgmm:oslmmlegﬂatorsmningmmuntoshow .
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widespreadoonsnmercom :
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o mmghmcﬂmm.kmmmm&bamaimmbm :
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ForGoroxspeaﬁmﬂy,sQeuxlmenuomspmdtoamtmnersandcousmm ' S

media tours, consumcrmfomnnonmdazsmmereducanontahngphce Ahotﬁnezs -} ""wi‘

mbhsredﬁ)rconmqstomuzftheyhavequaﬁons e

O .

AQQ_(]M!—OS_ |

0\‘5,4,4., "#-m. GCA“L—M ﬁ/ﬁvua&/ma(uwa—&&

ww MWC&:
%m 4BATBIE QFA 4 ety w%‘cgﬂﬂ-‘"’



‘.,
1
[}
i
t
L]
|
L
|
¢
4
i
¢
i
t
-,
:
r
<
H
L4
;
i
i
]
L
2
n
g
-
A,'

o C:'-isis Scenario #1 - 4

o Ohjectxve Ininally, the same as above, bul since the event, from Greenpeace 3 pomg
" of wew, is a washout, the team decides to- modify the approach. The company will -
express regret that Greenpeace chooses to use. these kinds of tacucs. but that Clorox
remains committed to workmg w:t.h the community and sharing mformauon

| o 'Strategr Quickly get .off the Greenpeace issue to other acnons the cornpany is ta.king
, regardmg the chlorine sseue . ‘ .

0 Beeeuse the event stays local, the eo'mpany' does not distribute lts announcement
- broadly, using it only in response to mqumes, nor does it undertake the research.
- However, the team does stay together for a few days after the event to cloae!y monitor -
‘nanonai news and possnble govemment reaction and to plan for any anudpated next

steps by Greenpewe

Law Level Event. Greenpeace ho!ds a demonatmion ln downtown San Frandseo clmmjng
- that chiorine use in consumer products is symptomatic ot' the demymg state of world
g ts. They call on consumer product eompemes 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 nwd1 A short plece on the evening -
news sparks a later response by a loeel news "sdence reponer, who appcan to ude with
Greenpeace (5 demand for bannlng chlorlne. ' '-

Reeommendednespmse.

o Assmment. Again the team zets early waniing. It dec:dr.s trat: there is-no lasung
' damage caused by the event, and therefore, no need for aggresswe action.

) Objeetlve Keep the eompuny distant from the issue.

o Stntegy Responsrveireemve, but momtcr to make sure the issue doesn't grow more
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Crisis Scenarlo #1 ~ 5

Actio'n' Plnn:": -
o Cnsxs 'l‘cam assemblcs mzmed:atcly but other than preparc and hold in readmcss a
med:a statement and employee announcement. the team awaits furthcr dnta : _-.

o When it bccomes c!ea:r that Clorox will not be dragged mto the daily event. team ,
decides only action will be to arrange a bm.kgroundmg sessxon with the local =
reporters, including the television * scxence reporter Te:am oonunues to monitor thc

B ncwstoseelftheissuehcatsup
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CRISIS SCENARIO #2
- ™Back to Naiufal“ -

The Issue: The movemem back 10 more natural" houschold cleamng products is gammg
 momenturn as consumers are eagcrly Jooking for ways they can comnbule 10 a cleaner
| planet. This movenient was spawned in 1990 as the United States. cornmemoratcd the 20th
, anmversé.ry of Earth Day. Columnms authors and admst groups scrambled to develop

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

*" materials and substtuting them with safer, natural cleaning products, stich as vinegar and

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

N __ and inaccurite efficacy claims for these natural" products. They also exaggerste: the .

| "'_umronmental and health ~hazards” of modem «leaning products "And since mese authors B .
are seen as ”etmronmema!' expens Lheir clmms largely are taken as. gospel o

o This movememwill recelve anothu' boost of momcmum as Amena, on_ce again gcan up for
" its annual Earth Day observarices. As.a result, 2 whole new round of‘simplistic and:
rmsguxded ways to "save the Earth” are likely to be upoused by thosc seeking.to- proﬂt o
" from jumping on the e:mronmental bandwagon qulnd chlonne bleech could bacome a tafget -

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

= Worst Clse Event. A promment newspapcr eolummst targets the emnronmenul hazards of
 liquid chlorine bleach in an article, which is syndicafed (o newspapers. across the |
country. ‘The columnist c.llls for consumers to boycott Clorox products, since "Clorox and ™’
consumers who use househiold liquid chlorine bieach are guilty of mdespiud conwnmauon
ofmeeumonmeut I.ocaldlaptm owaenpeaceukeupmemuebyspwhadlng

_ ~anti-Clorox” pidwung campalgns. outside supermarkets in 10 major citles across: the

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

_ resulting in a dramatic drop in sales of Clomx products within several. weeks. In

_ response to these concerns, Congms schedules hunngs on the environmmtal safcty of
llqmd chlorine bleach produds ' : : |




‘Cristé Scenario #2 =~ 3

'o Team arra.nges for syrnpatheue medla. Jocal, state and national govemmental leaders.
and consumer experts 1o make statements in defense of the product. 'rhose statements .
are then widely distributed in the affected commumues

The team also eonsiders the fouov}ing' acticns:

0 Advertising in rna;or markets, usmg "Clorox employees and thelr famnlies who wxll
testlfy to theu faith in ‘the product. ' | )

Indusu'y assoaaﬁon (Chlorine lnstnute?) adverhsmg eampmgn "Stop Emirohmcntal |
Terrorism,” calling on Greenpeace and the columnist to be more responslble and lees
:mﬂonal in their epproanh ‘ - -

o ‘_

.o Ifthe issue truly beeomes nanonal ralher than ¢rupting in many Jocal markets. -
consider a national news conference with satellite hookups to respond to the
ellegauom. |

-0 Considex' video and _audio news feleeeee o uﬂ'ected. markets B

o Conslder Jomt action in coalition with other chiorine manufacturers such as ]Otnl
edvemsing, publidty eempmgns. customer visits, etc,

o Enlist the support of the union md--the neti‘onal union leadership, since Jobs are at . -
stake, - - ' | ' - | |

0 Conduet research 1o determine if and how & slander lawsmt agamst the columnist
andlor menpeeee could be effeaive. '

0 Ma.ss maillngs to consumers in the affecied cilies.,

0 Call for a public, mdependmt review of all the wnexty and epxdetmologzeel data on
‘ chlorine to clear the air, once and for all.
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' Crlsls Scenmo #2 - 4

0 lf the snuauon truly grows desperate. thc team ag,rees (o LOﬂSldef the powhslnv of
pullmg the product off the market, pcndmg a specxal rewcw assummg the review can -
‘be done quxckly ' '

~_o Survey research is conducted onu daﬂy basis 10 measure public reaction changmg
anitudes, percepuons. etc. - :

-9 In addlr.lon. spedal reseaxch is wnducted to delermmc effecnve messages |

~ Moderate Case Event: A nationally syndwated columnist attacks the household use cof
Jiquid chlonne 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 25 major cities across the United States, but
otherwise generates no news.’ Supermarkzt chains are asking The Clorox Compmy for help in
~ addressing consumer ooncems in the 25 cities about the env:ronmental ssfety of lnquxd '

o chlonne bleach products

. Reeommended R_egpggse: o
0 Asssssmem. Althoughl consumers are askmj quesuons. .there is no loss of sa.les | o .
s Objed:ive' Prevent lssue from eaammg and. gmnmg more a'edlbllity
.o Strategr Keep media interest minimal prevem naﬂonal or siate, govemment acdon
Aedon Plan: | =
-. o Employee mnomwment is posted reporung on mcsdem
e Medu su'ategy Rucmrelresponsive as Ioug a5 the. mterest remauns ught.
-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 oumde experts depending on oompmy s
B relatlonship with colummst )
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" Crisis SCenario 25
0 Retasl strategy: Send compa.ny people to wsxt each of the supermarket chams to hold

- meedngs, distribute lterature, and answer quesnuns

0 Supeﬁna.rket Ilteraturc i’clics hcavily on two sources: outside 'scientists recruited 10 |
“speak in favor of chlorine bleach a.nd personal tesr.imomals from Clorox employees and
their families. :

0 ~Survey research Is undertaken to determine degree of public concern.
0 l.ncsl adverﬁsements dcv}'clo;nd a.nd held ~pending e'.valuatioh_ of damagc

o Consumer brochurcs prepared and held unul ﬁeld leams repon and the research is-
conducted. : -

.o _Media 'wu.rs- developed, but.they rely more on & “Hint's from Heloise” approach that
only obliquely mention that chlorine bleaches are useful and safc. |

Low Level Event: A colurmmist for a (op 25 market newspaper runs an article on eliminating
*hazardous” household. products. Liquid chlorine bleach is cited as just one mmple along
with a number of other common household products. The anicle Hsos such products as
) vinegar and borax as suituble allermmves to hqmd chiorine bleach:

Recommended Resggnse: |

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

o Objecttve: Prevent issue frum 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"rcscardi to determine impa};t pf :ne "md@-

_ o' Based on that assessment, the team d:strxbutes consumer brochures and tnformmon to -
' supemmrket managcmem and.their employees to answer quesnons

b_ Media and employee responses are prepared and he!d until nceded
0 The colummst is br!efed on the enmonmemal safety of hqmd ctﬂonnc bleach

o A loal medla tour is dzveloped und put on hold pendmg analys:s of degrcc of consumcr
cancem. : -
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CRISIS SCENARIO #3

“NTP Study”

The Issiter Although initial results from the National Toxicology Progmm (NTP) study to

assess the toxicity of chlorinated drinking water were equivocal, researchers have not -

totally exonerated chlorine as a potentiai animal carcinogen. Currermy. researchers are
re-analyzing the NTP testing niethodology 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 conclude that chlorine may possibly be o

an animal carcinogen. In light of U.S. regulatory pohcy. a {ink with cancer — even if '

it is @ "weak” link as & posslble anima.l carcinogen - cuuld Arigges publu. concem and

- harsh regulatory action agamst thxs important chemncal

Worst Casé Event: The finai NTP s:uay ahajysis condudes that chlorine is, indeed, an
animal cardnogeti On the same day of the NTP study announcement, Greenpeace holds a
sate!lne news conference in Washington, New York and San Francisco to launch a concerted
rcampalgn to ehxmnate ail uses of chlorine in the United States. Greenpeace targets l.he
following uses of chlorine: pulp and pupet smnulcturing, water purification and Hquid.
‘chlorine bleach-based products. The news confcrence receives widespread national media
coverage. ‘A number of television reporters use a Clorox bottle to liustrate “dangerous”
' 'products produced with chlorine. The Environmental Protection Agency decides to
re-cvaluate and severely tighten its regulaﬁons on the use of dxlorme in manufactnnng.
cnusmg a eontjnued round of neganve media ooverage

Recommended Resmnse

‘0 Assessment: Crisis team, aware of the 1mpcndmg 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
4 major environmental group, probably Greenpeace would use the NTP report as pan of

a major pubhcuy campa.tgn

0 Objecthe- Workmg with other manufacturezs and the Chiorine Institute, 1) forestall -
any legislative or regulatory action pending further review of the NTP ceport and
subsequent human and animal studies; and 2) Maintain customer and consumer loyal:y



" Crisis Scenarig 43 =2

)

- 0 Strategy: Demonstrate company's awareness'lhat peup‘le are legitimareiv frighten‘ed and

have questions that need answers, -its commxtmem to getting those questions answered
as quickly as possible, and its belief that chlorine does not pose a health hazard to

"'people

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

Aeﬁon Plan:

o Through the Chlodne Insumte. tmrd-pany scxenuﬁc experts are brought to-

Washington to testify and advise both Congrecs and the EPA. . The Institute preposee a -

re-evaluation of the report and subsequent swdies which will provide deﬁmuve -
answers 10 the quutions raised in the rcport. N :

o Beeeuse of edvmced plannmg. written material t'or reporters, customets. eonsumers and

'employees is in place with the specific target sudiences clearly defined. It should
_'be conazstent vnth materlal distributed by other eompames and assodations

0. Media hrieﬁngs with ey environmemal and eonsumer reporters and with other
interested media are held by indusn-y company, and mdepmdeut spokespersons

o 'I'hird-pmy spukeepeople are sd1eduled for mlel‘ televmon and newspeper inrerviews

o industry genemel grmmots letters 10 legulamrs eallmg on them to show
restraint. l’.etters deugned to show that Greenpeece s averreaction is not. eausmg
- widespread conswncr concem. . -
o Through the Chlorine Institute, continue (o conduct CONSUIMCr Surveys to determine
. consmner atntudes and concems and to develop clear convincmg meuages.

o For Clorox specificaily, spec:al attention is paid to customers and consumers with
media tours, consumer mfonnauon and customer education taking place. A hodine is
* established for eonsumers to call if they - have questions..



Crisis Scemrio #3 -3
A Modernte Case Event' The fi na] NTP study analys:s conciudcs that thlonne is. indeed. an .
animal carcinogen. As a result of these findings, the Environmental Protection Agency

.. decides to re- -evaluate and severeiy resmct the use of chlorine. Proposed manuf'actunng

 restrictions on the use of chlorine i in the productnon of liquid chlorme bleach are _
parucu!ariy severe and will adversely affect Clorox s producuon process. A number of -
' environmental reporters are covering EPA's actions, resulting in a steady stream of .
negat.{vc stories about thc emnronmental impact of chlonne (Greenpcaoe does not get _
involved ) ' ' : : .

| nmmmendednapom:-, -

0 Asaeesment. Because of 1he seriousness of the jssue and the potennal for S
- governmental oveneaction, the. reeponse is. the same as the worst case soenano exoepl
~ that neither the crisis team nor the Chiorine Institute have to. worry about
_ .Greenpeaoe. ln addition, by moniloring consumer reaction througn surveys, the. team
. may be able to avoxd some ol‘ the more txme oonsuming and: expenslve customer and '

- consumer programs

-3 Objeettve Worldng with other manufaeum and the Chlonne lnstxtute, 1) foremu
any legislauve or regula.wry action pending furtber review of u:e NTP report and - -
_subsequ_ent human and ammal stu_dics. and 2) _Mamtam customer and oonsumer loyalty.'.

o Struegy Demonstrate oompany s awareness that peopie are legmmaxely fughtened and
have questions that need answers, its commitmem to getling thuse questions answered
- as qmckly as possible. and its belxef that chlonno does not pose 2 hea.lth ha.za:d o

people.
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" Crists Scenario #3.- 2

| Acton Plan: R

B 'ﬂnrough the Chlonne Insntute. thlrd-party sc:enuﬁc experts are brought 1o .

| “Washington to testxt'y and advise both Congress and the EPA, The Institute proposes a.
. ' re—cvaluauon of Lhe report and subsequent studses wh;ch wﬂl provide: deF nmve

~ answers to the questions raised in the report. ,

-5

'Because of advanced planhihg'. written material for reporters, customers, consumers and - -

~ employees is in place with the specific target audiences cica.dy defined. It should
:be oons:stent wuh matenal d.ismbutod hy other compamu and assoc;auons

y Modxa bnoﬁngs vnth key onvxronmental and consumer reponcrs and with Other

L ; mtoruted media are hold by industry, oompany, and mdependem spokospersons .

' Through the Chlonne lnstitute, cominue to oonduot consumer sun'eys o dctermmc p
. oonsumor attitudes and oonooms a.nd o develop c[oar, oonvmcmg messages '

For Clorox speclﬂcally speda.l memion is paxd o wstumers amd wnsmners wnth

" media tours, consumer- infommuon and customer oduoauon takmg plaoc A hot!ine is .. o

» aubllshecl for consumers to call if they have quesuons

‘Low Level Event. The modmte case soonaﬂo holds true, except ! r.ho: the NTP study nesutts

" -and EPA's reaction to it are largely- zgno:od by. the media. EPA': proposed mtricuouns on
the use of chlorine in the manufacture of liquid chlorine bieach could have immediate and

 severe ramifications on The Clorox Company's ability to produce its line of tiqud -

- chlorine bload'l-based produots In addmon. media interest in EPA’s actions aga.inst

chiorine will likely inteasify as the agency nears complcuop of its oehbera;ions

o Aasocsment. Because mere is no immodna:c serious media. mteroat, the team's stm:gy '

' is to focus ennre!y on Washmgton issues, whlle momtonng the media and publlc :
reaction. : : :



Cmu Scenarlo #3 _--' 3

o Objectlve Forestail any leglsiatwe or regulatorv activity; prcvcm nssue fmm .
spreading to states or becommg a media event. :

0 Strategy: Develop an aggressive Washmgton plan and reactive medja customer and -
'consumer plan. Respond qmckly. but Iow-key. to a.ny external quesuons ‘

"a. Actjo_n Plan:

o Through the Chlorme Institute, third-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 quesuons nused in the- report.

o Beeause of advanced planning, written matenal for reponers a.tswmers, consumers and |
‘employees is in place with the specific target audiences clearly defined. It should -
be cons__xstent with material distributed by other companies and associa:ior_ts

0 Through the Chlonne Insntute. coatinue to conduct consumer surveys to determme |
if the mue is eausing any shift in consumer amtudec and coneems

S oA



Clorox Crisis Pln — 2

onmcrm's R
AdvanceCnssPreparanDn_

o Prcpare The Clorox Company to rspcnd. eﬁ'ecuvely to any possiblc cns:s |

‘Q Hxvuthemechamsmmplamtomablemmedmmanddemswemponsctoany |

o  Fightlécal "fires,” so they don’t spread.

EaCﬁsstm‘ -

:d . Rspondmmecﬁatdy.aggrusxvclyandeﬂ’ecmdytoﬂ:echanmg;. |
o l‘MMmpubﬁcmnﬁdeneemmemmtalsafuyofdompmdxm
‘ ) "_VPraerveﬁ:empmnonofIhermeompmy

o ' Prmvemcmﬂashaeforﬂmxpmdnctsmdmeﬁmndalmbﬂnyofm'
C.'Iomeompany. ' ' :

e re—



Clorex Crisis Plan —3

CLOROX CRISIS MANAGEMENT PLAN

'cms:s PLANNING S'I'AGE

rAssemble the Clorox Cnsxs Managunent Team |
ConductaPotennalCn.SISAudIt X
Seiec: and Med:a 'rmm Potenual Spokmpe:sons
) EmbﬁshmEaﬁyWammg System '_

' EstabhshaCns:sHeadqumtets

.P:eparea(:nsns Infacmanonlﬁt
Evahxatd?repue Mediathnom‘l‘am:s
Idmt:fy Poecnual TargerAndxmc&s
Idénﬁfy?o:mﬁzllndmyAlha



Clorox Crisls Plan 4 -

CEECKI.IST

. CLOROX CRISIS MANAGEMENT PLAN

CRISIS VIAMGWT SI'AGE

AsscssmechentyoftheProbIem |
Activa:.etthns:.s'l.‘am, )
» SelectaaomxSpokwperson |
Esxabhsh Ob_yecs:l.vesIConsrder Mahng a Short-l'cun Samﬁce
RevudPrepamAdcﬁmnalInfonnanonalMammls
CondnctEﬁemeMeddeaﬁons
'Kee.p Employea Ahmst ofthc Szmatwn
"Ia.[kwithwts
EnhstcomnthSupport
'AmmSamuﬁcc@mmItySwpoﬁ
_AmVateGrasnm:.sSQQnﬁcAmbassadms
Cmdnct'.'Qui_ckTah'_Conslmgr-Rm, .

' Condsct a Post-Crisis Eveluation



| CRISIS PLANNING STAGE

ASSEMBLE THE CLOROX CRISIS MANAGEMENT TEAM ’

Themost:mponantstcpmpmpanngtodmleﬁ'mdymamssmmonzsto
dmwmaCnsrsManagememe T&mmembmwmmpmscntaﬂmckeyhne
functions within The Clorox Company, as well as outside public relations and legal
counsel. AndforrheCﬁs:sTemtobemosteﬁ'emve twmmcmhenmusthaved:recx _
reporting respouosibilities to just one top decision maker within The Clorox Company. 'l‘he_
twnalsomusthaveamongl&da a "general” whocantakzchargcmamms '
sitvation. - o

Crisis Team members will represent the fbﬂowing,dcpamhm::
0 Pubthdanons -

o  Marketing

o  Govemment Relations

o Researchfl‘edrmcal

o Managenm‘.

o w_ B

o  Operations

o  Employee Reiations

o _ Ouside Public Relations Counsel

"0 Outside Legal Counsel
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ASSMLE TEHE CLOROX CRISIS MANAGENEENT TEAM Coutl.nued

. Since the Crisis Managcmcnt Team wﬂl be called upon to make qu:ck decisions. the team
~ must be comprised of individuals who can operate well in pressure situations. 'fhey also

must be totally familiar with the Clorox Crisis Plan and be available to rcspond woa: _
crisis on a 24-hour basis. Home and work telephone mumbers of each CBSIS ‘V[zmagcmcnt Taam‘

: mcmbervn]lbchstedonalannm:edwaﬂct—sutdmrd, wtuchwﬂl be distributed to -

appmpnarc mdmduals ﬂ:mughom the ccrporanon.

Shoulda.ms:sempt wmnmembuswznbemnedupontodcvotcmmlmnonwme |
ms:sandshould. therefore, bcr.empora:ﬂy r:hcved of other daties.: '

.Cnms'rwnmembe:s alsomustbekeptftﬂlyuptoda:conalldevelopmcnmdmmgthe
cns:sthrough regular telephone con:act and!or meeungs. in orderto make qmck decxsmns
basedon dxemost:eﬁable mfomanon avaﬂabl:. |

SpeuﬁcmhsﬁoreachCnssTmmmberwﬂlbedﬂmenadmadvmofmym

So if a crisis strikes, anhmcﬁwdnalmﬂknowhsfhermleontheCnnsMamgemmt
' ‘Tumandcmswmgmxo:maﬁateamon

Asm&sofme:nngswnhCnsstmmemhuswﬂlbeheldpnotmammtoprepa:e

Tthlomeampmymh:ndlcanycumsmnonwh:dxmyom These meetings also
wmhymegrmmdworkfordevdopmgconformblemdeﬂ’ecuveworhngmlmmhms .
mmm&mmdmmrm Speaﬁcmm:thaemeeungs -

o : Hne-mngthemsmgmmtplm.-

0 B Erammg the su:mgths and weaknessas wiuch exist in Clorox s ermronmentai issue
amm(see Condncta?mual CnsmAmd:t )
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ASSEP-/IBLE THE CLOROX CRISIS l\dANAG-E‘L\{ENT TEAM, Conﬂ.nued

‘0

o

Rcﬁnmg overall goa]s for handlmg cnscs based on Clorox s euvuonmmrzl

~ sweagths and.wea.hiessas
- Emmgpmm strengths andweakn&sses R

. -_,  Evﬂuanngmmpanysmngmsand‘wm
:thendc:mfymganddcﬁnmgpotenualcnmsamanons basedon denuﬁed. ,_
.smgths and weaknesses, xssuesmanagemznt momtonng cﬁ'orts and knowiedge of "

. mue cha.llenges

: Estabhshmg formal pmoadur&s t‘or qmck dearance of a]l pubhc statmeuts madc:
.onbd:alfof'rhedomeompany : .

Implmgothercdsas prcparaﬂonaﬂvﬂxsouﬂmedinﬂnsplzn. suchas. :

- deeaﬂngrols ofmdmdnaluaammmbm Formstznce. onemember

' wﬂimanagetovuaﬂ.medarelmonseﬁom Onewﬂlsetvcasthe
’ .Hodmefluﬁ:nnanondeathghause(diswssedhterinﬂnsplan). |
. will write and/or oversee the writing of all statements, news releases and
,backgmmdmnmals Amtherwﬂlsupmﬂsetbecompﬂanonofmﬁlhg
lists for key audiences. Anoﬂuwﬂla:puvisepmg photocopying
_and&su:ibunonofmfonmﬂonmls Ore will manage govermment
~ relations activities. Another will manage employes communications. Yet

mmwmbemponﬂblefotkncpmgdnwmmmfomedmga I

| cxisis. (rhespecﬁcms:smanonwmxdcuufyomcrmlesv.mch .
winneedmbeddcgzmdtoac.ns:s'l'eammembcr) :

- ‘Dmgnanng spoksperson(s). memaland cxtanal (dxscussed Ia.term

tids p!an)

- Dcvelopmgacomumanonssuucm:e!netwo:kmmmﬁml

mfomanondmmgamsmhcyancheaca. o



) Clom::CdsisPhn 8\

CONDUCI' A POTENTIAL CRISIS AU'DIT

: Dcﬁmng 3’ cnszs is las unportant than knowmg one whea you see one, especmlly ata.
distance. A sudden emergency szmanon aﬂ'ecnng The Clorox Companv isan obwous crisis. -
"Butsois anxssueas it comes to a boil: Governmcutacucn against C'.Iomxproduas an

, mvesuganon, a court case; or any senous pubhc aoaxsanon of Ctorox cmployea

'.'-ptodncts orthz mrporanon |

_Itpaystohaveanmﬂywammgsysmmto1d=nufypotzntm1cnsesandatrackmgsvsmm
_tomasurethe:rvdoc:tyandduwnon. L : Co

AmedwmhmmcmommgdataobmmedthmughmeBmaManangmmtwhmml
' information on the environmental impact of iquid chiorine bleach, the Crisis Management
'Twnwﬂassssaﬂamsofmvmmtalvﬂnmbﬁtyforﬂc(ﬂomx&mpmy Tam o
'.mmbetswﬂitakeahzrdlooka:thecompanysenmnopemnon.aswdlasan ' SR

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

Am&rofmemﬂ&rmwuﬁuﬂymﬂpukthzmmmlmmﬂng
. liquid chiorine bleach into aﬁxn-sczlecnsns o

o OnemagorthrmmGteenpmes Chlorme-F:eeby'%'éampm@l.shouldﬁns |

'-‘mmmmmmmdndehqmd@memmhmmmdm -

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

o Agg:amabchbyﬁmpmmdo&ermstgmupsonﬂmmeofchlom@"
mpulpmdptperblmdnngmdmxnpunﬁcmonamconﬁbuungwmongomg{
mofnegmemeﬁaattenﬁonforchlonneandchlonne-basedproducts .
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CONDUCI' A POTENTIAL CRISIS AUDI'I' Cantmned

o  The movemw:t to go ba.dcto more nanmal clcanmg producs, such as vinegar and
‘borex, is gaining momeatum in the Umted Stares, even though efficacy claims are
' largely based on macana.te and m:sleadmg information. Nonetheless, these
messages are easily believed by eager c:mmnmmtany conscious” Americans. who
wart to do thelrpartmsavmgomplanet. Itseemsd:atcolmmstsa.ndaurhors ‘
" are emerging almost daily, espcmsmgcasy stepsthe average American ¢an take to.
protect the crmmment — such as ehmmatmg "ha.mdous household producm

o ’Whﬂcmmnlmults&omdaeNanonalTonmlogmegmm(NTP)smdytoasss
the toxicology of chlorine were eqmvocal.. msea:d::rs have not completely
muemedchlomasapotemﬂmﬂcarmgm. The cirent re-analysis of

theNTPtesﬂngmcdmdologymdm:mﬂdaﬂ.(whchfoundamndommﬁmngaf -

' monmﬂxem:mak)coxﬂdimdmnegamepubhmyabommesafetyof
ddormeandchlome-bﬁedpmdim -

o 'Ihepmdmaonofd:lomdorgmcby-pmduas mﬂungﬁ'omnormalhomeuse-
othlﬂdchlodnebleach.:sanothe:vulnerabﬂny Fueling this issue is
~ activists’ labdmgofanchlomdorgamaaseqmnyhzzudommdan

0 -;'meaisnfmpropaﬁsofnqmcnxmbmmjeammedﬁmm
thwepmdm:scmkinbeneﬁdalbmainsepdcsym :

o Ihedionnldkanemehas&:epotmﬂmmemlsdﬂedabomme - ‘7
_ nfetyafliqdddhineblmdl '

TheCanzmgunmtTemwﬂlmhmethepotemﬂoftheseasweﬂasothcrxss:.!esto
ecahtemtomsm 'Ihetenmalsowﬂldevdopmggersforqmdcrcsponsc
_ toa.potenua.lcnm ' S
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' .SELECI‘ AND M‘.EDIA TR.A]N POTENTIAL sromrmzsous

Idcally, one mcmber of the Crisis M:magcment Team will be selected to serve as the companv
pokespetson in thc event of a crisis. By designating one individual, the co:nparry will be
' _ speakmg with one aothoritative and unified voice. This individual, however, must have 2 3
high ranking within the Clorox Company, as well as have the confidence of Clorox top
~ -management. . Ammberofpotmnal spokespersons will be screenedandmedm txained to. -
| detcunme the best cand:date and to bave other quakﬁed spokmpcrsons on hand if nwd.ed

The spokez.pe:son(s) wiﬂ undcrgo intensive medm u'a:mng to help h:m!hcr delm:r the most
- compeﬂlngandcrediblemessa.gﬁ cvcnwhcnrmdetxmwsemequusuonmgandscmmw
Inmalmediatrammgshouidtakeplacewcnmadvanmofanymm wlthanemergency
refreshercom'sehddpnottoamalcnsxsmediasmmons

'-V'Thcspokespasan:sm :xpcxt whoserolezsto'- |
) Ememmmcmecﬁarmvemdy,ﬁmﬂmﬁomdom

o Proudc&xemed:awﬂhasngieconsstentsomofmﬁmmﬂon.whmhhasbeen "
‘ dmedforzdme. -

o bﬁmmmcthepossi‘bﬂnyofecmdmws:atmm
o Raducefear rmmrmddaubtbyprsenmgaconﬁdmt.mfmmedm
.0 mmmm

o Expmmdmmhmmdmdablemmthemedzﬂmmm (If
| nzeded.anumbaofwchmcﬂexpmswﬂlbemﬂabletohmdlcmomsaenufc -
aspectsofthem.) B

Itsxmpormnttorcmembad:arwhﬂesubsmceiscmc&mde.appaamnceandmne
count as weil. Aseusxtzmspokespe:sonwﬂ]a!wavsexprascuncerﬂaboutpotmml

| damageormmtothepubhc Hdshcwmpmmtapomuanmatdmtappar
~ to be self-serving — wmeumumgadisumgcandor,orhernmspmgm
mdermdahle&:mnm T :
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ESTABLISH AN EARLY WARN[NG SYSTEM

Managers of each Clorox plznr.. war.chOuse, division and sales offics can serve as important
monitors for powmal trouble in their jurisdictions. Therefore. the Crisis Management .
Plan will be given to these mznagusto farniliarize them with crisis management
procedm They will carry the Crisis Mansgement Team wallet cards, so they can alerc
twnmembetsarthemmsxgnthatanxsmcmaybcorﬁesmlanngmagveam
‘In these situations, managcrsshoddnotuyto speak to the medxaonbeha}fofthc '
company. but should yxcld this rwponsibihty to the Crisis Tﬁm spokupemn.

Du:mgacnsu mnagasa]sowﬂlbemsmmenmlmﬁmndmgmformanonﬁomdm
Cdsis Team to one ‘of Clorox’s most mlpormt andiencﬁ cmployws

ESI'ABLISH A CRISIS HEADQUARTERS

Amshwdqnm aomatmaomeompmyhudqumers)wmmm
around-&xc—dockavaﬂabl.ﬁq' of spokespersons. and Crisis Team members. It will serve as

mebaseofopemnomforthanmManaguncmefordmdmnnonofdmmss The

information hotline (discussed in themedmrelanonssecuoncfdnsplan)alsowmbe

housedatmemsshadqtmmmbleqmckmponsebymeCﬁmTamspompeson
tomgemrequstsﬁ:rmfom :



y Mzny ot' d:e ma:mals prcpa:ed for__thc Issuﬁ Managcment Plan wﬂl be apphcable. w1th
:uunormodlﬁcznonstomthesnuanon,fqrmedxmngamﬂs‘f :

_'"'. wmcharespecnﬁcmdxesmua:hand,

OO L T b

mmnent. Thﬁémséhzmﬂenmwﬂlmdude

Thmmﬁamaﬁmmmmkwmbe@mﬂnmdasappmpmmk:yuﬁm, K
msahﬂm&whgmlbmﬁngm and.medtoﬁnmﬁmauon Y
mwu&mammmm(mdmmm
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E'VALUATEIPR_EPARE MEDIA REL'ATIONS'TACI;ICS ‘

The énsxs managmmt Stage of tb.ls plan ouﬂmes gcneml gmddm for conducung

eﬁmvemmme&amhnomawenasspeaﬁcmawm&mpmofthcms

‘Ihectxsxs M.anagement'l'eemwm eva!uatc these mm.mhghtofpossfnlecnsxs

amaﬁonsmdetenmnewhat.xfmy,mcmscanbegmtobeprepamdmadvamefor

prey ..,u...,."

Amthci'tas fatthe

who ave Hkel *?E‘vﬁe&"

zﬂ:'ected



S T

MCﬁsisPhﬂ—l4

mm POTENTIAL TARGET AUDIENCES Connnned O T

amna:.easpossiblewh:nacns:sdoesocmr :!:nsfrmgﬁ:ecnsxs'ramﬁ'omhavmgm g
EWPOTMALMUSTRYAILEB

mmngama The Cldrox Compeny will expand availsble mmanimanpowet mded‘ '

’I‘he Cns:s Tcam will waew a.vailablc mailmg hs:s (includmg fax numbc:s) for such

crmml andu:ncs as the media, govmment oﬁaa.ls and d:mct custom.c:s Where ttus
ﬁomanon is ‘old or not avai[able. appropnatc mailmg hsts will be compilcd. Im:tml
maihnghs!s ofthse c:inml audiences shoddbe prepared now -in advance ofacnss,,-n
—andupdatedonamgnlarbams Tmswxnmetharmmmncalhstsmas '

T e

resnrch and oompile mai‘nng ﬁsts in the 'hear. ofthc ban.le i e s

‘rthns:s MagemmtTemwmmmnecmmmmmmlamﬁ_ﬁnm ndus

I T e L Tt T g’

“associations, mewmmmam

e el

mmmnmmlmwmﬁmmwmmﬂdamm By ~

SiaT

mmammmm Andbymobi_ﬁﬁngaﬂigwhohavea

domwmwabﬂshaloosdyﬁomedcoﬂmonofmamammmmmﬁmedof
* - fssues which could resuit in & crisis.. R:gularmformaﬁonuchangememgswm&held
mmmmmmm&mm,mm&whm s
mumdmgnspedﬁccdskmgmmonﬁbmﬁa. '

o ﬂ'-.

Ammkdmmmmwmym@m
m ' msm‘mmmyorhﬁmocwed. S



Friiasy -s-,.i-wm..f -+

.l_h_‘ephone a.nd fax .

Wl

aw}éﬁuﬁ for'reachmg“key govwcxmmcnt ‘

couldleadtoaéﬁmsand!értomch

:;ﬁ’h"@‘ ’ﬁ%-ﬂ'fw :




ENLIST SUPPORT OF GRASSROOTS
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. 'play a key role in deteﬁnmmg the 1mpa.ct any cn.szs IS havmg on key
g andxencﬁ and on puhhc _opmmn in gcneral and m ﬁne-ummg cnsxs strategxs. :

Because cr: r&wchwﬂlnwdtobecondnctedmmaﬂy ovumgh;,

Cnsu Tmmbcwm work in advance with the Clorox. mwch'nepmént to investigate.

' the most effective e """"Bahdkbibgsmmployshouldamom A ntumber of
todaetmmethemostsmtahletoconduct:hxs :







LA cru:ml taskforﬂm Cnsxs Managememt 'I'am wi]l be i ﬂgleﬁne the scopeand sevmryof "._":'.- ‘l
d:xemsisandtoestabhsh 'mggers forrsponse. It_wﬁ&mlmtmweruﬁmmc_
mmderaumatcﬁmmcmyofthemanon.mccaﬂde&musmdﬁ:dgmemmlh

°_ mvolvedmmughommemswmbcaﬂ’actedbythismualdacnmuon.. :

Whmassasmgthes:manon, theCnsxsTeam mustfocusmme mll! mﬂs -;,"_ o s
andnotzetboggeddownonmpomtdetaﬂs wmc:hwﬂl&venenermaawayﬁamdm

o Has the usuespradnanonanyo - _' g o
o Howioogis et Beyowe

- . . . | CoT . .



- - .

‘_::_. "i s

' ASSESS ‘I'HE SEVERITY OF THE PROBLEM, Conﬁnned

o . Wha:. :mpact can the 1ssue have on tbc»reputanon of 'I'hc Clorox Company'?

o Il unchecked. what damage an ts issue & to the rmarketabtlny of Clorox

:_o' : | Is ﬂ'ns xssue }ikely to resulr. m ncganve legxslauon or regulanon e:ther on o
| ,'the staze or fede:zl Ievel'? D -

}.:;Thaedewtmzﬁoma:emlﬁordeadingdmmostappmpnmmpome. Obmusly,xf
fthemxscoﬁmdtoaloaloremammmCIoroxCompmydountwmrm
escalate the manyﬁmhgmjn.ﬂnsmse. amotemgetadmsponse using many of the .
m’si’s management tools outlined in. this plan — b:_:_:linmed to & local or state basis.~ i,
"ﬂbmpkmmmm&mméwmwﬁ&muxmme.




-“As mﬂ:e pLanmng stage, ﬁ(::h mdmdual tmm mcmber wﬂl be asmgned speaﬁc rolﬁ and‘_ l -
' 'duns thm:;ghoul:the duration afthe crisis. In addition, 2 strong Crisis Tam Ieadu-, T
selected por to the' crisis, will becomc thc dnmam decision misker and orsis o o T

Oy & ;:1 -y
g _.wﬂlprepu'e spokespeﬁon

'nn-oughomthecﬁsis ﬂnspnhspmonwmpmfdeamsmmofmfomﬂmnto
e mol, by miimiing the posdalfy of comadicory SmemER.
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ESI'ABLISH OBJECI.'IVESI CONSIDER M’AKING A SHOR‘I‘-TERM SACRIFIGE

[

The Cns:s Mmagcmen: ’I‘wn wm stabhsh speaﬁc ob;ecuves for managmg thc cn.sis
sm:a.uon. ‘I_hese objecnves wﬂl then dnve aIl cnss management stmegm.

o Wha:dowewanr.tohethc ou.ncomcoftlﬂscﬁsis"

:

Arcwebemgmlisucwhmanswumgtheﬁmtquesuon?

Wha: xs :he bﬁt ﬂm an hﬂPPCﬂ" s e ;T‘f-‘-: "-"_'_:‘-._"‘,' Rt

Whansﬂ;cworstthztmbappen?

d m ;
Somemsu stmanonsmaywmmaboldmave,mchas

n.long—tu:mbeneﬁr. Ahhmghmdlamslika{ywmmltinmmﬁalw

nmmaqnck.bo[dmmmtofth:




Ry e

Keymdim mbe'mu:-bed.‘qm&ly;.mﬁmgm hearing Clorox

:.'— "

memostmuca.laudi:ncsto CIoroxdlmngmecnszs TﬁaCnszs




miellecmal arguments.

s
e




f*‘I‘hc most d:ﬂicult ume to mam;am good madxa. relanons 1s dunng - c:c:sxs Borh the iy

-fﬂpubhc and. the medm havc a legmmzte mtetest in c:ns:s sxtuanans. - The pubhc has. a.
i'fnghttobculfomed and‘Ihe Clorox Companyhas thc duty to seethaxconsnncrs gétthe_

If an. honest approach'of ccopcranon is enendcd to the medm. they wﬂl'u-eatrt S
objemvely, poss:bly sympathcucaﬂy. vaxdmg good serv:cc to the medm durmg a2 ROt :
 crisis can &m ﬁ:iends for the company and ns ptoduc:s rega:dle.ss. ofthz namre or - ::

inggmnnannnfmmg.q'semd:g

,"}3-& 2 i b e P ’M i I ,"_.“,: hi“?flf-

o Cl mmm&m&ﬁ&m”ﬁms‘b@mm

L af-ammmémxrwmw,a R S 8 e e 1w ERTEOR
mrmgthep ress TMCOVer new




".'-~CONDUCI' EFFECIIVE MEDIA mnous Conﬁnued

ST

-'Devdopaumﬁedresponsetothecns;s smmlon.

e R B ol o, «”fwﬁmwv&-»atz-;“% i NI ey R

PN T i My v T e

quauggs; szughmmdmdomm(mmemememmmdedm

M SRS AR EPRRISRTE SRR TR LTS L R I R R i SN

:ﬁemfomatmnht)wmhdpprepuemespokapasonmpmﬁdcd}em

Whete N

cmdi'oilirym(‘.'lmnxpommns

_."-'jld" ‘ Rmnrambecofdnwsumstsmdxscussﬂ:c:ssussurmmding thecrms
w::htbemedxa. '

.




= 1s couvcyodpmmpdyto meﬁa,theywﬂlfeelless eompdled.to seckﬁ'us 3y
mformanon from other, potenna.ny macan'a.te of hos&lc, sources or w a'ig on,

thczr own for the mfonnanon.

L

R v ‘,.-.4

z:r f- Rt

- -

Deﬁxsenegxmby admovdedgmg them'and,sussxng thestepsbcmgtakcn to

| .'.0'- Bemdmeﬁa'dudﬁns'"'mdfp@'hle.’adhmw thuedadlmas Ifthe IR
spolmpmonhows hdstu:wﬂl not be able w. meetd:cdeadlmc Ietthcreportu-




ﬂ com)ucr EFFECI'IVE MIEDIA RELATIONS Conunned

o' If the Spom doan t know thc answcr, say so. _ _Ihen ﬁnd the Wﬂ'aﬂdge: e
b“" to. dm @0““ as pmmptlv as possfble. P el e

' :"'begmnmgoftheintemewanda:mebemmngofummponsctoaquanon.;e_
-__Whenmakmgapomt.gwe&xecoudmonﬁ:st,ﬂmgwedzemsonmg A :

. _'.Is-mMcmermwwﬁha:eponﬂ‘mymsukmpmazo-secondsoundbm“ .
R A,‘..'onesenmcemath:ec-eolnmnmwspapd:mde. Thstxswhynsnnpmm e

:-.‘.,Avoginechnm[ o i e .- L ' |
Exepin J"‘W bymg ot “m



commcr mcrm: M:EZDIA RELATIONS Conﬂnued B o

“ _gupou theszruauon a.nmnbcroftacuas wz]lbeuscdto reacht.hcmedmdurmga -
msw._. Tbmc medm txcna czn bc adapted. for use on a vcry Inmted Ioczl staze or R
 qegional basis ot on a widespread national basis. Tn-addition, m: many of rhese. tactics afe

| wnmbleforuscthhothc:keyaudxwo&s o TIREOCE e

QACnsmHomneandInfonnanonCImghomond:cmonmmmlmpaﬁothtﬁd )
" chiorine bleach products will be established for key audiences including media, direct - S e
' c:xstomers. pubhc tmlth oﬁaa.ls e:nployees e, and potennally to consumers at b

"'-.or(h.trd-putg'spokespetm_ Vforaxwponse Thcopmralsowﬂlﬁn res "“f‘” :
'wmmmkmneimd:cmmsmfommnhtandkeepﬂogofanmm{}

'-,stammtonthcmsmybemqorpomdmme
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CON'DUCI' EFFECTIVE MEDIA RELATIONS Conmmed

'I'hc Clorox Compa.ny wﬂl J.mplement a. grassroou program to provxde qmd: rosponsc 0
neganve and mbalanwd ncws reports. However. e.ad: sm:anon win d:cr.axc the. mosr.
appropuarc respoose In some mstxnoes a mponse will oome from the Clorox e
spokespc.rson ora smqmst adwsor. : In othe:s, the oompany witlhclp 0 genetatc a’”‘:" L

When appmpnate tdephone mns withk:ymnonal mﬁa (or Ioc:I modnlf the c::ms ,;, : ..
mmdmamuam)wmwﬁmmdrMmommrmor

:“"Anewsooufermoeu'agoodwaytomﬁomkcymediaofnewmfotmaﬂonotto reiweaﬁ o
_ speualsmunentpmmgtotﬁem Ammn&mmbemmphsheo'."
petson mbyuﬁ&(mmmemm).wgmmmm

Thcmrformﬂmhtwﬂlmasa!me-behmdformponerscownng thenews
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