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QUESTION ONE

Read the Case Study below carefully and answer the questions that follow:

HOLMES CRISIS REVIEW

There’s nothing like someone else’s crisis to help us feel a bit smarter about how we
would have handled the situation! In Case of Crisis is sponsoring a review of the

past year in crisis management, published by the leading public relations newsletter

"The Holnies Report’.

Beginning with Facebook, the Holmes Crisis Review highlights how hiring lobbyists
and public relations specialists can only take an organization so far when all you are
apparently doing is asking these consultants to immediately deny and subsequently

delay resolutions to the threat. How about arming them to lead solutions?

It reminds us again that a knee jerk response to an emerging threat is no substitute

for well thought out preparedness plan and a thorough analysis of potential threats
long before they occur. Nissan's crisis focused on former chairman Carlos Ghosn,
who was arrested and charged with understating his compensation by more than

$80m over eight years.

The Holmes Crisis Review suggests the lesson for the rest of us is that “corporates
clearly need to be prepared for dealing with inappropriate or illegal behavior even at
the most senior leadership level: corporates who fail to adopt basic governance
structures will endear little sympathy when alleged persistent wrongdoing is finally
called out.” Johnson and Johnson also comes under the spotlight about the adverse
reports and criticism about potential toxic ingredients in its talcum powder.
Marriott's 2018 challenge was our old friend, the data breach. The hotel brand’s
problem was the second largest breach in cyber security history, exposing
approximately 380 million records. The Holmes Crisis Review praises Marriott's
response to the breach as being proactive and comprehensive. Marriott created a
complete website, launched a media campaign, provided credit monitoring for

affected customers and set up a call center to handle consumer concerns.

The troubles for Chinese multinational electronics giant Huawei Technologies have
continued and even worsened into 2019. In December 2018, Huawei vice-
chairwoman and CFO Meng Wanzhou, daughter of company founder Ren Zhengfei,
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was arrested in Canada at the request of U.S. authorities on charges of
violating sanctions against Iran. The arrest was based on allegations of a conspiracy
to defraud banks which were clearing money that was claimed to be for Huawei.
However, it is alleged the cash was actually for Skycom, an entity controlled by
Huawei, which was said to be dealing in Iran, contrary to sanctions.The analysis
suggests Huawei's response to the arrest has been tepid, punctuated by a rare
appearance from CEO Ren Zhengfei. As with Nissan, it suggests a need to plan for
wrongdoing in the most senior level of an organization - not always easy when

those senior officers are also the sponsors of your crisis plans!

Oxfam, the once highly-respected international charity organization, also features in
the round-up of 2018 crises. Oxfam faced multiple allegations of sexual misconduct
over many years by its own staff. The crisis escalated quickly, severely damaging
Oxfam’s reputation and its relationship with one of its biggest donors, the UK
government. The Holmes Crisis Review concludes: “Oxfam is full of excellent
dedicated program staff. Its communications functions were found wanting at a
critical time, and it's a reminder that charities need to invest properly in
communications excellence, just like any other brand.” In April 2018, Sorrell left
marketing services holding company WPP after 33 years, following allegations of
personal misconduct and misuse of company assets. Sorrell has denied the
allegations. The Holmes Crisis Review concludes that Sir Martin has emerged less
damaged than WPP, with one reason being that WPP seemed to think that just
because it owned information that they could leak it with impunity. However, the
public disagreed and WPP is struggling to maintain its success prior to Sir Martin's
departure.

Required:

a) From the case, examine 10 steps to be followed in creating a successful public
relations plan (10 marks)

b) Highlight four aims of public relations from the case (4 marks)

¢) Evaluate from the case any four Common responsibilities of public relations
communications campaigns (8 marks)

d) Assesw four specific public relations disciplines as exhibited in the case

(8 marks)
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QUESTION TWO

(a) Evaluate five factors to consider when selecting a means of Marketing

communication (10 marks)

(b) Examine five importance of external marketing communication (5 marks)

QUESTION THREE
a) Highlight four phases of database development (6 marks)
b) Discuss Six Specific public relations disciplines (9 marks)
QUESTION FOUR

a) Differentiate Consumer sales promotions and Trade promotions in Marketing

communication (6 marks)

b) Examine three distinctive qualities of Personal selling (9 marks)
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