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Hennes Communications is now called Hennes Paynt€@ommunications. To find out why: http://bit.ly/700hzD
Check out our new website, too:http://mww.crisiscommunications.com
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Bruce M. Hennes hennes@crisismmunications.com LinkedIn
Barbara Paynter, APR paynter@crisiscomunications.com LinkedIn

The best way to reach us is by calling 216-321-77.74
However, if your situation isextraordinarily critical, please call our 24/7 Emergency Crisis Gom Hotline at 216-223-8771.
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at the recent Public Relations Society of America I[Eveland Rocks Award Program
For full details: http://bit.ly/SEBzPW

L e St eyttt -

1. Tiger Woods — Crisis Comm Lessons

Since making apologies on live television to ani@uck composed of friends and employees and without
guestions from the press, our informal survey shihat 1/3 of our colleagues believe his speech riadgs
worse; 1/3 thought he was terrific; and 1/3 firdosflieve this is all celebrity nonsense and thahingtmatters
except his prowess on the golf course. “Eloquépithetic” and “conveyed sincerity” are just a fadjectives
we’ve heard and read.

Barb Paynter, who heads up the Crisis Comm SWAThiTaaHennes Paynter Communications, talked Tiger to
WKYC-TV’s Jeff Maynor. http://bit.ly/9TPfnv

From Brian Tucker, publisher of Crain’s ClevelandsiBiess.http://bit.ly/9bAghA

From the “made things worse” camp, this writer asKey, Tiger, was that a press conference or dalgyes
video?” PR Junkienttp://bit.ly/aiciz\V

Here, five media experts dissect Tiger’s perforreanom all sides. Bulldog Reportehttp://bit.ly/9QE3dLi

Perhaps one of the more thoughtful comments camae flom an attorney friend, Tom, who stopped ud o
our tracks by focusing completely on Tiger's woadtsne. Was this a genuine and (very) public engbcdthe
12-step approach, nothing more and nothing less@wAlays after hearing from Tom, the New York Téme
seems to agreehttp://nyti. ms/ac9866(free registration may be required)

L e Yt eyttt

2. Toyota — Honor, Humility & Pain

“It's already ugly, and it may grow uglier,” saymJHarmon, who managed communications in the
Ford-Firestone crisis. Bulldog Reportenttp://bit.ly/a7JJuq

Here are five top tips for crisis management. PBXénited Kingdonhttp://bit.ly/cHISco

L e Sty

3. The Winter Olympics — Crisis & Communications

Let us not forget Tonya Harding, as we look at Tka Worst Winter Olympics PR Disasters of All Time.
Business Insiderhttp://bit.ly/bBx7ny

On a much more uplifting note, here’s our nominafmr the best Winter Olympics TV ad http://bit.ly/angELt

L e St eyttt -

4. This Lawsuit is Without Merit...

If you've attended one of our seminars, you knowpneach never, ever say the words, “no commenvénkf
you can’t comment. We don't think “legal clichésbrk, either. In The Court of Public Opinion
http://bit.ly/deOoyf

L e Syttt e— - —
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Hennes Paynter is a proud sponsor of the 34th Clelamd International Film Festival, running March
18-28 at Tower City in downtown Cleveland. As a snsor, we are able to offer readers of our Crisis
Comm E-Newsletter the same discount on film ticketa/e offer our employees and associates: $2.00 off
every ticket you purchase. NOTE: Tickets go on $ato the general public on March 5 at 11:00 a.m.

Online: Use the code "CRISIS" (without the quotgben purchasing tickets at www.clevelandfilm.org

(available 24 hours a day). Phone: Use the co®SGS” when calling the Cleveland International tived
Store at 877-304-FILM (3456). Store: Use the celRISIS" at the Cleveland International Film Festki
Store in the lobby of Tower City Cinemas.

Ticket prices (before your Hennes Paynter Commasodint): $10 Cleveland International Film Festival
Members; $12 Non-members; $10 Students and Sgiaysof show only)

Advance tickets are available at the Clevelandrihatigonal Film Festival Store in the lobby of Towgity
Cinemas (230 W Huron Rd. in Cleveland). Store hd@tween March 5 and 18 are as follows: Monday -
Saturday, 11 a.m. - 7 p.m., and Sunday, 12 p.np.rb Store hours between March 19 and March @ asr
follows: 8:30 a.m. — 9:30 p.m. daily. Store hoamsMarch 28 are as follows: 8:30 a.m. — 7 p.mayDf
Show” tickets are available at the Tower City CiasrBox Office.

Visit www.clevelandfilm.org for Film Festival progm updates and comprehensive information abou4tte
Cleveland International Film Festival. And dorotdet — there is no charge for parking (when abkan the
Tower City Center Self-Parking Garage and Towey &inphitheater Parking at Riverview (off Canal Rpad
but you must have your parking ticket validatethia Tower City Cinemas lobby.

v CLEVELAND 3,
s INTERNATIONAL Y
FILM FESTIVAL vy«
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As part of the Film Festival, we are co-sponsosdrgpecial screening 6fiPSTERS at the Cedar-Lee Theater
on March 24. We’'ll start off the afternoon withieket holders-only party and complimentary appeszat
Nighttowr at 5:00; we’ll run over to the Cedar-Lee for th&5/screening; then it's back to Nighttown for jazz
and special drink and menu prices. You will firmdrplete information about the before and afterigsut
Nighttown here:http://bit.ly/aDyQOeli

HIPSTERS is an award-winning candy-colored musie&in the drab Soviet Union of the 1950's. More
political than "Hairspray" and way cooler than "Hi§chool Musical,” it inspired a wave of Hipstertps
across Russia. For full information about the fitdick here: http://bit.ly/hpciff

Lyttt em— - —

For many of us, the phrase “two thumbs up” immediyatonjures up two guys sitting in the front roaldony

of a movie theater talking about movies. From 1886999, Gene Siskel (thin) and Roger Ebert (hot}t
offered movie criticism to television viewers. RrdVikipedia: “Siskel and Ebert often had notabledgent
tastes, and as a result, heated arguments andasjoltd to the series’ popularity. Many viewerssoared such
"fights" to be the highlight of the program.” Ge8iskel passed away somewhat suddenly in 199R bger
Ebert, who previously won the Pulitzer Prize foiti€ism, carried on with a succession of guesiasit

Today, Roger Ebert is syndicated in more than 28@spapers around the country. What’'s not as welu is
the fact he suffered post-surgical complication®dA6 related to thyroid cancer which left him Ueab speak.

From time to time, the Hennes Paynter Crisis ComMe&&lia Relations E-Newsletter brings its readers an
example of stellar writing. As soon as we readge¢h@pening lines, we knew we had to bring thisaw: y

“It has been nearly four years since Roger Ebert It his lower jaw and his ability to speak.
Now television's most famous movie critic is rarelyseen and never heard, but his words have
never stopped.”

-- Chris Jones, Esquire Magazine

You can read the full article herenttp://bit.ly/caegbd And here, you can read Roger Ebert’s responstew
for his blog:http://bit.ly/cxKcqP
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7. If You've Never Been To Cleveland...

Then you'll be amazed by this videdattp:/bit.ly/aKFM{W

Are Computer Problems Creating a Communications Crsis?
If you're reading this e-newsletter, you're prolyalide us in that you do much of your communicatongine.

But when you can't get online because your intecoginection is down...or your computer is infecteith a
virus, spyware, malware, worm, hijacker, ransomvaareojan horse (whatever the heck those lastdng)...or
your documents won't print...or your wireless cactign is temperamental...or your laptop is excriroigy
slow..how can you communicate effectively?

Like many of you, we're busy running our business$ serving clients. We don't have time to figuoé o
computer problems or wait on the phone for teclpsup so we rely on Ben’'s Computer Repair. Beru(Bts
son) is 30 years old, a full-time student at CugghG@ommunity College and working to pay for his waypugh
college. Ben's specialty is fixing home and srbabiness computers on Cleveland’s east side arsuitfeurbs.
Ben can be reached by cell phone at 216-276-3E81.more info about Ben, click heréttp://bit.ly/9esYh3

We share this "plug"” for Bruce's son because fittndifficult to find someone who will come to ywolbome or
office to work on a single computer.

L e Yty

8. Charlie Hume, Joe Rossi & Mrs. Pynchon
Billie Ross, Art Donovan and Animal, too.

If these names mean anything to you, you'll apptteciLou & Me” from the Columbia Journalism Review:
http://bit.ly/anzxsn

And if you're a real fan, here, for you, 3 seasand 68 episodes, free of chardetp://bit.ly/9s4kZ2
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A few members of the cast of Lou Grant got togetteax Hollywood collector’'s show in 2008 for whaasv
probably their last reunion. More info herettp://bit.ly/d03LO6

L e Yty -

9. How NPR Is Using Twitter & Facebook re: Earthqu&ke Coverage

NPR has always been ahead of the curve when ittonasing social media to do great reporting.w&en we
saw that they'd created a Twitter list of peopledting from Haiti, we wanted to know: How'd yowiiig out
those folks were legit? Baynewsdattp://bit.ly/aF93Xc

L Yty e —

10. Silent Bob No More

Kevin Smith may play the character of Silent Bolmiost of the films he produced, but he has beefidan
silent on Twitter, ripping into Southwest Airliné&s an incident in which he was asked to leaveigolame for
being too heavy. Webnewsehnttp://bit.ly/bYOB4I

Is Hennes Paynter Communicationsn your speed dial ?

You can reach us at 216-321-7774.

L e Yty

10. Check Out Bruce & Barb’s Schedule....

3/9/10 Greater Cleveland School Superintendent Assiation

Extreme Crisis Communications (3.5 hours)

NOTE: This seminar has been approved numerous imtde past for Continuing Professional Trair(G§ T,
hours by the Ohio Peace Officer Training Commiss@ffice of the Ohio Attorney General. This year,
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however, only crime victim-related courses areildégfor reimbursement.

3/16/10 Stark County Safety Council
How the Media Manipulate the News (1 hour)

3/17/10 Tallmadge Chamber of Commerce
How the Media Manipulate the News (1 hour)

3/25/10 Cleveland Rotary Club
How the Media Manipulate the News (1 hour)

3/30/10 Bureau of Workman’s Compensation Annual Saty Congress
How the Media Manipulate the News (1 hour)

3/31/10 Lake County Bar Association
Managing the Media: Lawyers & The Press (1 hour)

4/16/10 Public Relations Society of America — Akrohapter
YouToo Social Media Conference at Kent State Usiigr
Using Social Media in Crisis Communications
http://www.akronprsa.org/events/events.asp?id=286

4/22/10 Mahoning Valley Safety Council
How the Media Manipulate the News (1 hour)

4/27/10 Columbiana County Board of Health

Managing the Media + Extreme Crisis Communicati@hbours)

NOTE: This seminar has been approved numerous imthe past for Continuing Professional Train(iG§ T,
hours by the Ohio Peace Officer Training Commiss@ffice of the Ohio Attorney General. This year,
however, only crime victim-related courses areildégfor reimbursement.

http://bit.ly/c5SWFT

4/22/10 Mahoning Valley Safety Council
How the Media Manipulate the News (1 hour)

5/5/10 American Public Transit Association
Crisis Communications (1.5 hours)

5/7/10 Business Volunteers Unlimited
Managing the Media + Crisis Communications (3 hpurs

5/11/10 Akron Sales & Marketing Executives
How the Media Manipulate the News (1 hour)

5/20/10 Heights-Hillcrest Chamber of Commerce
Media Relations: Tools, Tips & Tactics (1 hour)

6/11/10 Canton Chamber of Commerce
How the Media Manipulate the News (1 hour)

11/18/10 Senior Sales & Marketing Association
How the Media Manipulate the News (1 hour)
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NOTE: Most of the above are open-to-the-publiom8 of the seminars are free; others require gagbl
to the sponsoring organization. Please call orewrs for further information.

11. Our Permanent Collection

A. Our favorite blog on the subject of public andcitizen preparednessindoubtedly, you will find it helpful
to you, your family, your business, nonprofit, gowaent agency and your community when it comes to
preparing for emergencies -- big and smhtkp://incaseofemergencyblog.conWritten by John Solomon, he’s
also the writer of “It's An Emergency — We’re Notepared,” which can be read here (free registration
required):http://bit.ly/92Rq77

B. Our favorite book about Homeland Security is “Qur Own Worst Enemy: Asking the Right Questions
About Security to Protect You, Your Family, and Ameaica” by Randall Larson, director of the Institute
for Homeland Security. The book provides a solid, practical, logical agmtoto personal security for all
Americans and explains why the government is nepg@red to help us in a time of crisis. For mofe:in
http://bit.ly/6JQJUQ

C. As we learned on 9/11 and after Hurricane Katma, when landline and cell phone telephone lines go
down or are jammed to overcapacity, short text mesgles (150 characters maximum) can often get
through. This is because person-to-person voice phonelzsisally require an “open pipe” while text
messages occupy very little bandwidth and canibedlup” for delivery. The easiest way to senex t
message is cell phone to cell phone (for instrastion how to do so, we suggest you find a 13 yiear they
all appear to be quite capable of texting).

You can also use your computer or Blackberry-typaad to send a text message, also known as SMEceth
phone, just like a regular email. Here are theegmail addresses you can use to send computslitphone
emails (the x’s represent the cell phone’s are@ @ phone number, without the “1” and without daghes):

ATET XXXXXXXXXX@1txt.att.net

Nextel xxxxxxxxxx@messaging.nextel.cc

Sprint XXXXxXxxXxxx@messaging.sprintpcs.com

T-Mobile xxxxxxxxxx@tmomail.net

Verizon Wireless xxxxxxxxxx@vtext.com

For a complete list of all cell phone company "textdomains”, type imttp://bit.ly/ckgHNO

WARNING: 1. Depending upon the recipient’s célbpe contract, they may pay a few cents to semdazive
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a text message; 2. Sometimes computer-to-cellgohait message are nearly instantaneous, sometisesan
take hours to go thru the system. Best bet: wgesigyou try sending a few computer-to-cell phax t
messages now — before you need to do this in argemey.

D. It's been eight years the terrorist attacks 0B/11 and three years since the issuance of The Natal
Commission on Terrorist Attacks Upon the United Stées Report. Are we safer todayThe authors of that
official report think the answer is no. You caadevhat they recently wrote herbttp://bit.ly/aJpZgR

E. Want a short refresher on crisis communication® Check out this short, six-minute video of Bruce
Hennes on the webittp://bit.ly/dloCxl

F. Dan Hanson at GreatLakesGeek.com, interviews Bce Henneshttp://bit.ly/dw4veX

G. Make a Plan: With ready.gov/business, the busess you've worked so hard to build can be as
prepared as possible should a disaster strikeDownload free, easy-to-use checklists, templatesother
resources to help you develop an affordable pRmtect your business or life's work - start oratedyour plan
today. Becoming a success is hard work. Proggdtisn't. Here’s howwww.ready.gov

H. Emergency & Crisis Info: Do you live in Greate Cleveland? If so, you may be in range of thesesw,
low-power, community and emergency information stabns: Mayfield Heights 1700-AM; Mayfield Village
1640-AM; Mentor 1620-AM; Beachwood 1630-AM.; Pepjgiake 1670-AM; Lakewood 1660-AM; Strongsville
1640-AM; Brunswick 1700-AM; and Westlake 1680-ANh the event of an emergency, you will find these
stations to be an important source of informatitfryou live in or near one of these communities, ghould set
your car radio button for one of these stations.

|. Pandemic Flu Link: http://www.flu.gov

J. Apologizing — Vanity Fair's All-Purpose PublicMea Culpa Kit: http://bit.ly/dfQnIW Keep a copy handy
- the reputation you save may be your own.

K. When disaster strikes and telephone lines ar@ajnmed, how can you assure your critical calls go
through? The National Communications System (NCS), parhef@epartment of Homeland Security, offers
priority telecommunications services to first resgers, police, fire and rescue, public safety iaticat all levels
of government, and other national security and geray preparedness personnel to ensure ongoing
communications during crisis situations. Sign aghaty atwww.ncs.gowvor call 800-NCS-CALL.

L. Business Emergency Planning InstituteWe're active with BEPI. You should be, too.
www.bepinstitute.com/

M. Tell me, again, about crisis managementhttp://bit.ly/dBgpIT

Did someone forward this e-newsletter to you? Yooan get your own subscription at no charge simply
by sending your request to hennes@crisiscommunicatis.com.

Media Training & Coaching

Your firmis in trouble...your CFO has been arrestelde. company truck was in an accident...hackers hagck
your database...the pressure is on...the camera ctavthe door....
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Do you know how to handle a high-pressure TV ineaw? Do you know where to look? What to wear?
Where to put your hands? Do you look at the camaraat the interviewer?

It takes a lifetime to build a reputation and caliew seconds to destroy one. In a split secondcgald find
yourself in a position where you need to know hovhandle the media or be a public spokespersonuldyou
know what to do or how to respond?

More important — will you “manage the message” addance the cause of your business, agency or oiiApr

You can be certain the senior executives at vist@dllof the Fortune 500 companies have been itedia
training, working with a media coach, where theye@ned to deal with adversarial situations watlrpalists.
Perhaps it’s time for you to learn this specialisetl of media survival skills?

We also offer straight spokesperson & presentatraming and coaching, which consists of waysiprove a
spokesperson's skills and daily interactions wéarp, subordinates, investors, journalists andr athiside
parties.

Call Bruce Hennes, Barbara Paynter and the st&feanes Paynter Communications today at 216/324-and
talk to us about media, spokesperson and presemta#ining and coaching for you, your top exeasr-anyone
who might have to hold the fort down with a repouatil the appropriate spokesperson can be located

Ask us, too, about how we can help you create,@mpht and test a crisis communications plan.

prmnt S S S St S m— S

SPECIAL NOTE FOR ATTORNEYS

Managing the Media: Lawyers & The Press CLE

In today's world of high-profile litigation, it iseyond dispute that law firms frequently retain é&Rsultants to
help with media relations.

Our CLE, depending upon length, can include camamascase law surrounding the relationship betwéen P
activities, PR counsel and the management of tltBamestablishing & maintaining "control of the reage";
when a reporter calls - making point and not justwaering questions; what reporters expect; whasmaakers
should expect; defining and creating Key Messaggmrter's agenda vs. the attorney's agenda,; tidarfoental
differences between print, television and radiemviews and how each require different skill sdesling with
the press proactively and reactively; "off the melcanot for attribution” and other advanced techag and
creating relationships with reporters and editors.

Numerous law firms have brought us in to do onewfseminars; some have used our seminar for aetnag
opportunity, inviting a large number of corporateinsel, as well as prospects for new business.

Call us at 216-321-7774 to discuss particulars.

About Hennes Paynter Communications LLC

Hennes Paynter Communications is a crisis commumita media training and media relations congyitirm
based in Cleveland. Serving corporations, govenragencies, nonprofits and individuals who arethat” in
the court of public opinion, Hennes Paynter Comatins also offers litigation communication sugpord

public relations services to their clients. Thienfis a coalition member of ProtectingAmerica.ong &lational
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Preparedness Month (US. Department of HomelandriBgcu

We can be reached by calling 216/321-7774 or byl@inhennes@crisiscommunications.com.

Administrivia
This email newsletter about Crisis CommunicationSi&dia Relations is generally published twice a thon

SUBSCRIBE/REMOVE: A subscription to our Crisis ComnMedia Relations E-Newsletter is free. To
subscribe, please send an email to hennes@crisisgoications.com with the word SUBSCRIBE in the boé
the email. To leave our list, put the word REMOMEhe body of the email.

COPYRIGHT: Unless otherwise noted, Hennes Payntenr@unications LLC owns the material contained in
this newsletter. However, we don’'t own the copyrifipr most of the articles we reprint or link torrdo we
have permission to grant secondary reprint rightgou. Should you want to reprint any copyrighteaterial,
we suggest you contact the author directly.

FORMAT: There are still many browsers and emailgpams that are not state-of-the-art and subselguent
cannot automatically “read” HTML (the coding useddesign web pages). Therefore, this newsletter is
designed simply, omitting most graphics, and carebd by virtually any email program.

PRIVACY STATEMENT: We value your privacy. Your me, company or email address will never get
shared, traded, sold, delivered, revealed, publicar marketed in any way shape or form. Pleasakn
however, that the websites we link to are not eseldby Hennes Paynter Communications and are nodfa
our site, so we cannot vouch for their privacy @es.

LEGALESE: This e-newsletter is designed to prowadeurate and authoritative information in regardne
subject matter covered. It is sent with the urtdeding that Bruce Hennes, Barbara Paynter, Hehagster
Communications LLC, the authors or individuals gqbabove are not engaged in rendering legal or othe
professional service. If legal advice or otherexk@ssistance is required, the services of a ctampe
professional person should be sought.

OUR FAVORITE QUOTE: You simply can't communicatewy way out of a situation you've behaved your
way into (credit to Don Etling at Fleishman-Hillaiat this insight).

© Hennes Paynter Communications 2010
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When your business or reputation is
threatened, you need a specialist.

A crisis communications specialist.

HENNES {J PAYNTER

COMMUNICATIONS

CRISIS COMMUNICATIONS | MEDIA TRAIMING | LITIGATION COMMUMICATIONS

2841 Berkshire Road
Cleveland, Ohio 44118

216-321-7774
http://www.crisiscommunications.com
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