Crisis Communications
Given the nature and global scope of Starwood Hotels & Resorts’ business, we must be ready to respond to major incidents at our properties that might negatively affect our businesses and reputation, or diminish the value of our well-known brands.  To that end, Starwood has developed an extensive four-volume Emergency and Crisis Management Plan that each new property receives when it opens.  The Plan is highly confidential and proprietary and its dissemination is limited for obvious security reasons.
However, during the pre-opening phase for any new property, the risk exists for an emergency or crisis.  Those could include everything from a labor issue hampering construction, to loss of life of a construction worker to a physical disaster that destroys or significantly damages the entire property.

To ensure pro-active decision making and orderly management, Starwood has adopted a Corporate Crisis Response policy that has three basic tenets:

· Address the situation in the most expeditious manner possible keeping in mind that the safety of our guests and associates is paramount; 

· Communicate effectively and honestly with our guests, associates, the news media, government officials and other publics; and

· Demonstrate the professionalism and compassion of our company through a calm, efficient and open response to the immediate event and subsequent developments and public scrutiny.

While in the pre-opening phase we may not have guests, the other aspects of the policy apply at all times.
Following are how Starwood views Emergencies and Crises and what notification steps should be taken.  Additionally, please review the Starwood Crisis Communications Rules.
It is critical that Starwood’s Division Representative be notified of any incident that may attract media attention and if the event is significant enough, one of the Corporate Crisis Representatives should also be contacted.  That contact information follows the Emergency and Crisis sections below.

EMERGENCY OR CRISIS? 

Hotels face such a wide variety of events that it may often be difficult to determine immediately whether the event is an emergency or, possibly, a more severe crisis.  The difference between the two is often only in magnitude of the event.  And, management of either usually begins the same way.  It is important to understand the difference primarily to be able to determine whether additional resources are required to manage it and whether Division and Corporate executives should be notified urgently or at a later time.  These are also discussed in the companion Crisis Response and Communications Plan.

Emergency

An incident that threatens human life, health, property or the environment if not controlled, contained and/or eliminated immediately.

Characteristics

· Local effect - usually confined to only a portion of the property

· Very limited casualties, if any

· On-site or local resources are adequate to manage problem

· Short-term impact - issues can be resolved quickly and impact is not lasting

· News media interest is primarily local or non-existent

· Does not threaten credibility, image or desirability of the brand or Corporate

· May or may not escalate into a crisis, depending upon circumstances and actions taken

· Go-Team unlikely to be required

Examples

· Fire of limited scope

· Non-natural death

· Violent crimes (rape, robbery)

· Multiple food poisoning

· Natural disaster not resulting in casualties

· Unconfirmed SARS

· Bomb threat, terrorist threat or similar threat to the building.

Actions

· Contact local authorities as appropriate

· Contact Area Managing Director/Regional VP.

· Contact Divisional representative.  (Division will determine whether to escalate emergency to Corporate.  Be sure to reach them directly if the emergency is serious.)

· If news media has or likely will have interest, contact Corporate PR

Divisional Crisis Representative

Mike Cassidy

Vice President, Operations, NAD

312-329-7050 - Office

773-388-8222 - Home

312-925-4252 - Mobile

mike.cassidy@starwoodhotels.com
Corporate Public Relations

K.C. Kavanagh

Vice President, Public Relations

(914) 640-8339 - Office
(914) 234-6144 - Home
(914) 882-8461 - Mobile
kc.kavanagh@starwoodhotels.com
Crisis
A circumstance, event or series of episodes that threatens to fundamentally affect or alter the way we do business or could have lasting impact on our customer behavior

Characteristics

· May dramatically impact the reputation, desirability or financial results of the individual Starwood brand or Corporate organization

· Likely to attract national and international news media attention

· Significant casualties and/or loss of life
· Rapidly escalating developments extend beyond capability of on-site and local resources

· Impact may continue well beyond event
· Often limited and conflicting information on situation

· Go-Team will probably need to be activated
Examples

· Terrorism, i.e. bombing or other physical attack

· Extensive fire with casualties

· Civil disobedience

· Kidnapping for ransom

· Major communicable disease outbreak (Legionnaire’s, TB, Hepatitis, SARS)

· Major natural disaster resulting in significant casualties

· Government or law enforcement directive to evacuate area

Actions

· Contact local authorities as appropriate

· Contact Area Managing Director/Regional VP.

· Contact a Divisional representative immediately.  Be sure to reach someone directly. Don’t just leave a message.

· Contact a Corporate representative immediately.  Be sure to reach someone directly. Don’t just leave a message.

Divisional Crisis Representative
Mike Cassidy

Vice President, Operations, NAD

312-329-7050 - Office

773-388-8222 - Home

312-925-4252 - Mobile

mike.cassidy@starwoodhotels.com
Corporate Crisis Representatives

K.C. Kavanagh

Vice President, Public Relations

(914) 640-8339 - Office
(914) 234-6144 - Home
(914) 882-8461 - Mobile
kc.kavanagh@starwoodhotels.com
Keith Grossman

Senior Vice President,

Deputy General Counsel

(914) 640-8233 - Office
(203) 637-8410 - Home
(914) 830-2903 - Mobile
(203) 561-7630 – Alternate mobile
keith.grossman@starwoodhotels.com
