Active listening
to advisors, 20, 21
to anonymous voices, 26, 27
asking the right questions, 19—21,
2426
body language, observing, 25, 26
consequences of not listening,
examples of, 21—-23
and corporate culture, 23, 24
to employees, 23—27
importance of, 19, 205
to outside sources, 26
tips for, 27
whistleblower hotlines, 27
Advisors, listening to, 20, 21
Advocacy, 161—164
Akerson, Dan, 177
Almeida, Jose (Joe), 30,31, 37, 81
Altria, 185, 186
Ambush interviews; 106, 107
Annual meetings, (7, 68
Apologies
crisis management, 175, 176, 179
elements of, 52
failure to apologize, consequences of,
49-51
importance of, 49, 206
and rebuilding reputation, 202
remedial action, 49, 51, 52
scope of, 51, 52
tips, 52
unnecessary, 51, 52
Arab Spring, 25, 171
Arthur W. Page Society, 35, 39

bindex

Index

Ashland Oil Company, 168
Asian cultures, 30, 31
Audience
analysis, 138—140
earnings calls, 59
employees, /2
Avon and / vcr Foundation, 157

Banl of America, 21, 22
Barget, David, 87
Aennis, Warren, 58
Lerra, Yogi, 131
Biederman, Patricia Ward, 5858
Bill and Melinda Gates Foundation, 12,
13, 16, 156
Blankfein, Lloyd, 14
Board of directors
and decision making, 79—81
face-to-face meetings with, 78, 79
member qualifications, 78
relationship with CEO, 77—81, 206
role and responsibilities of, 77, 80, 81
support of, 81
tips for communicating with, 81
Body language, 25, 26, 125, 202, 203
BP, 21, 44, 51, 66, 86, 167, 175, 180,
193—-199
Brand
damage to, 11
elements of, 13
image as, 12, 13
internal brand and investor image,
17, 18
and personal appearance, 14

211
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Brand (continued)
and philanthropy, 15, 16
presence, 13, 14
and public appearances, 15, 18
and public behavior, 16, 17
tips for developing, 18
Britt, Glenn, 4, 71, 72, 158, 161, 162
Brown, Stephen L., 65, 66, 78, 80
Building Public Trust (Eccles), 58
Burkett, William Norman, 121
Burr, Raymond, 129
Bush, George W., 14

Caldeira, Steve, 75
Camilleri, Louis B., 185, 186
Carter, Jimmy, 14
Chief communication officer (CCO), 35,
37-39, 206
Chief executive officers (CEOs)
average tenure, 11
board of directors, relationship with,
77-81
brand, developing. See Brand
communication skills, importance
of, 205
and corporate culture, 23, 24, 2i=53
earnings calls, 17, 59. See also
Earnings calls
employees, communicating with.
See Employees
image as brand, 2, 3
listening skills: See Active listening
lobbying efforts, 163, 164
media interviews, 85—88
nonprofit boards, participation on,
155—157. See also Philanthropy
presence, 13, 14
professional organizations,
participation in, 162
public behavior, 16, 17
public speaking. See Public speaking
tone at the top (cultural and ethical
tone of organization), 205
trade associations, working with,
161, 162
Chrysler, 86

bindex

Churchill, Winston, 120
Cisco and Cisco Networking Academy,
159
Clay, William Lacy, 201
Clear communication, 4, 6, 7, 9, 58, 62,
70, 81, 111—112, 189, 192, 206
See also Four Cs
Clinton, Bill, 14, 142
Clinton Global Initiative, 15
Coaches for public speaking, 127, 130,
141, 150
Communication
continuous improvement, 207
defined, 3
media training, 109114
skills, importance af, 3, 4, 11, 207
tips for becom'ng 4 world-class
communpicater, 10, 207
Communicitict. funnel, 5—8
Comparny newsletters and
publications, 74
Condise communication, 4, 7, 52, 58, 62,
70, 108, 111, 112, 132, 206. See also
Four Cs
Confidence, 4, 14, 58, 62, 70, 103, 125,
193, 204, 206. See also Four Cs
Congressional hearings. See Government
hearings
Continuous improvement, 207. See also
Practice
Cook, Charlie, 191
Corporate culture, 23, 24, 31—33, 205
Corporate governance
board of directors, role and
responsibilities of, 77
social responsibility, 65, 66
Corporate image (reputation)
and crisis management, 172, 173,
179, 180
and philanthropy, 158, 159
Corporate Social Responsibility (CSR),
65, 60, 173
Corzine, Jon, 21
Covidien plc, 30, 37, 81, 87
Cramer, Jim, 57
Create Jobs for USA Fund, 158
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Credibility. See also Four Cs
and choice of spokesperson, 177
earnings calls, 62, 63
interviews, 90, 91, 97, 103
investor relations, 58
and likability, 148
and reputation, 86
Crisis management
apologies, 175, 176, 179
and corporate image, 172, 173,
179, 180
crisis response team, 171, 172, 174
critical questions to answer, 177, 178
employees, communicating with,
178, 179
and government agency relationships,
172
identifying a crisis, 173, 174
importance of, 167—169, 206
media, dealing with, 175—177
media statement, 174—176
oil spill examples, 168, 175, 180.
See also BP
preparation, 171—-173
reputation restoration, 179, 180
simulations, 172, 178
and social responsibility, 173.5¢2 also
Social responsibility
spokesperson, 175—177,.179
steps for responding o crisis, 173—175
tips for, 180
types of crises, (162, 170
unpreparedness, reasons for,
170, 171
Cultural differences. See Local language,
customs, and culture
Cummings, Elijah, 199, 200

Deepwater Horizon, 21, 44, 51, 66, 80,
175, 180, 193—199. See also BP

Dell, Michael, 12

Detroit Economic Club, 15

Direct contact with large investors, 69

Dow Jones, 182

Drucker, Peter, 167

Duncan, Arne, 23

bindex

Earnings calls
audience, 59
and CEO brand building, 17
CEO participation, 59
conclusion, 64
Gillette example, 188
importance of, 58, 59
news release, 60, 61, 64, 65
opening script, 60, 61, 63, 64
preparing for, 17, 60—62
Q&A preparation, 17, 60—64
Sallie Mae example, 69, 70
Eccles, Robert, 58
Economic Club of Chicago, 15
Effective Apology (Kadar ), 49
80/20 Rule, 20
Eisner, Michael, 71
Email, 26, 73.(/%
Employees
communicating with during crisis,
178,179
‘omimunicating with during hostile
takeover, 182, 183
face-to-face communication with, 72,73
importance of communicating with,
71, 72, 206
listening to, 23—27
loyalty, building, 17, 75, 76
message, tailoring to audience, 73
methods of communicating with, 73, 74
tips for communicating with, 76
Enron, 80
Eskew, Mike, 76
Evasive answers, 69, 97, 110
Exxon Valdez, 168
Eye contact
and active listening, 25, 26
government hearings, 193, 204
interviews, 105
and presence, 14, 69
public speaking, 124—126
television interviews, 103

Facebook, 36, 119, 120
Ferrari, Bernard, 19—21, 23
Fields, W. C., 151
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Fineman, Howard, 25
Fiorina, Carly, 32
Fleming, Renée, 121, 122
Fluke, Sandra, 52
Ford, Henry, 76
Four Cs
clear communication, 4, 6, 7, 9, 10, 58,
62, 70, 81, 111—112, 189, 192, 206
concise communication, 4, 7, 10, 52,
58, 62, 70, 108, 111, 112, 132, 206
confidence, 4, 10, 14, 58, 62, 70, 103,
125, 193, 204, 206
credibility, 10, 58, 62, 63, 86, 90, 91,
97, 103, 148, 177

Gandhi, Mahatma, 25
Gardner, Herbert, 147
Gates, Bill, 12, 13, 16. See also Bill and
Melinda Gates Foundation
Gates, Melinda, 12, 13. See also Bill
and Melinda Gates Foundation
General Motors (GM)
Chevrolet Volt investigation, 177
Meet the Press interview example,
98—101
Generic Pharmaceutical Associafici,
163, 164
Gestures
cultural differences, 31
interviews, 103—10%
public speaking 125127, 130
Gillette, 80, 187, 186
Giuliani, Rudolph, 175
Gobel, George, 150
Goldman Sachs, 21, 23, 167
Goldwyn, Samuel, 117
Goleman, Daniel, 58
Goodwill, importance of, 183, 184
Gore, Al, 43
Government hearings
body language, 202, 203
BP example, 193—199
eye contact, 193, 204
headline, elaborate, detail technique
for answering questions, 193.
See also Headline-Elaborate-Detail
method of answering questions

bindex

McGwire example, 199—202
nervousness, 192, 203
opening statement, 192, 204
preparing for, 192, 193, 204, 206
testifying at, 191, 192, 204
tobacco industry, 203

Gregory, David, 98—101

Haley, Nikki, 128

Hampson, Thomas, 122

Hancock, John, 161

Hayes, Helen, 129

Hayward, Tony, 21, 44, 193—199.
See also BP

Headline-Elaborate-Dewil method of
answering questions, 8, 9, 63,
134, 193

Hefner, Hugh 143

Henderson. Fritz, 98—101

Hewlett, Villiam, 32

Hew!ett-Packard, 11, 32

B ltie, Jim, 142, 143

‘Tome Depot, 32

Hostile interviews, 94

Hostile takeovers, 181—184, 206

Humes, James C., 118

Humor, use of in public speaking, 129,
147—151, 206

Humphrey, Hubert H., 89

Hurd, Mark, 11

Iacocca, Lee, 3, 12, 86
Iger, Bob, 163
Immelt, Jeffrey, 19
Interviews. See also Media
ambush interviews, 106, 107
casual settings and “loose lips,” 94, 95
of CEOs, 85—88
characteristics of good interviewees,
90
clothing and accessories for, 105
control of, 91—94
credibility, 90, 91, 97, 103
crisis management, 175, 176
energy level, 105
eye contact, 103, 105
framing the issues, 95, 96
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General Motors, Meet the Press
interview example, 98—101

gestures, use of, 103—105

Headline-Elaborate-Detail method of
answering questions, 8, 9, 63

hostile interviews, 94

importance of, 107, 108, 206

local media, 15

“Must Air” points, 92—94, 97, 101, 102,
104, 105, 107

as opportunity, 85—88, 90

posture, 104

preparation for, 101—103

purpose of, 90, 91

reporter’s name, use of, 104, 105

respect for CEOs, 89

sound checks, 104

television, 103—105

theme line, 96—98

tips, 88, 108, 114

training for, 109—114

Investor days, 66
Investor relations

annual meetings, 67, 68

credibility, 58

direct contact, 69

earnings calls, 58—065, 69, 70

importance of, 57, 206

investor days, 66

social responsibility -45.'66

tips, 70

transparency, 5o

Jaeger, Kathleen, 163, 164

Janacek, Jodi A., 37

JetBlue Airlines, 87

Jobs, Steve, 14

Jones, James Earl, 121

Journalism and communication, 4—9
Jung, Andrea, 73, 157

Kador, John, 49, 50

Kelly, James (Jim), 75, 119

Kennedy, John F., 137, 144, 149

Kilts, James M. (Jim), 4, 5, 20, 80,
187, 188

Kissinger, Henry, 167

bindex

Koch, Ed, 24

Kraft Foods Company, 185—187
Kramer, Mark R., 157, 159
Kraus, Eric, 37, 87

Kucinich, Dennis, 201

Kulp, Dick, 109

Language. See also Public speaking
foreign languages. See Local language,
customs, and culture
word choice, 41—47
LaRussa, Tony, 202
LeFevre, William M., 57
Lentz, James, 177
Limbaugh, Rush, 52
Listening. See Activ= Iistening
Lobbying, 163, 1¢4
Local language, customs, and culture
Asian. cuitures, 30, 31
businies: customs, 30, 31
and.company culture, 31—-33
and humor, use of, 147, 148
1ocal language, importance of
learning, 29, 30
regional cultures, 33, 34
sensitivity to cultural differences,
205
tips for accommodating to, 34
word choices, 46, 47
Local media, 15
Loyalty
board of directors, 80
employees, 17, 75, 76

Maclntyre, Sara, 38
The Manager’s Book of Questions
(Kador), 49
Manfredi, John, 187
Maris, Pat, 202
Maris, Roger, 202
McGwire, Mark, 199—202
McHenry, Patrick, 200, 201
Media
casual settings and “loose lips,”
94, 95
credibility, 90, 91, 97, 103
and crisis management, 174—177
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Media (continued)
interviews. See Interviews
“Must Air” points, 92—94, 97, 101, 102,
104, 105, 107
news conferences, 105, 106
reporter’s name, use of, 104, 105
respect for CEOs, 89
Merlo, Larry, 42, 43, 72
MF Global, 21, 202
Microsoft, 16, 156
Miles, Stephen A., 77
Murdoch, Rupert, 169, 182
Murray, Alan, 94
Murray, William, 162—163
“Must Air” points, 92—94, 97, 101, 102,
104, 105, 107

The Naked Corporation (Tapscott), 58
Names
forgetting, 43
questioner’s name, use of, 134
reporter’s name, use of, 104, 105
Nardelli, Robert, 32
National Cable and Telecommunications
Association (NCTA), 161, 162
National Investor Relations Instituie
(NIRD), 68
National Press Club, 15
Nervousness
and body language 25, 26
government heasings; 192, 203
public speakiri2, 128, 129
Netflix, 21
News conferences, 105, 106
News Corporation, 169, 182
News release, 60, 61, 64, 65
Nixon, Richard, 43, 45, 50, 118
Noonan, Peggy, 137

Obama, Barack, 41, 121, 122,
149, 158
Occupy Wall Street, 24, 25
Opening statements
annual meetings, 68
earnings calls, 60, 61, 63, 64
government hearings, 192, 204

bindex

Orr, Stephen K., 155, 156
Orr Associates, Inc., 155
O’Toole, James, 58

Pace of speech, 122, 123
Packard, David, 32
Paterno, Joe, 22
Pauses
public speaking, 122, 123
and use of humor, 149—151
Pearson, Bob, 12, 75
Pennsylvania State University,
21, 22
Performance awards, 74
Perot, H. Ross, 181
Persson, Olof, 30,-27./79
Philanthropy
benefits ¢f, 155—157
causes/ s=lecting, 157, 158, 206
and C¢oiporate image, 158, 159
tips 159
Pinlip Morris, 159
riich, varying in public speaking, 122,
123, 126
Porter, Michael E., 157, 159
Power Listening: Mastering the Most
Critical Business Skill of All
(Ferrari), 20
The Power of Storytelling (Holtje), 143
Power Questions: Build Relationships,
Win New Business; and Influence
Others (Sobel), 19
PowerPoint, 61, 66, 80
Practice
communication skills, 9, 10,
206, 207
humor, use of, 149—151
media training, 109—114
public speaking, 121—123, 127, 129,
130, 146
Professional organizations, participation
in, 162
Public behavior, 16, 17
Public relations department
chief communication officer, need
for, 35
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chief communication officer,
qualifications of, 37—39

and organizational reporting, 35, 36

principles of good PR, 39

role of, 36, 37

tips, 39

working with, 37, 38

Public Relations Society of America
(PRSA), 162
Public speaking

coaching, 127, 130, 141, 150

elements of effective speech, 119, 120

eye contact, 124—126, 130

gestures, 125, 126

humor, 129, 147—151, 206

importance of, 117, 118, 120, 206

media outlets compared, 120

nervousness, 128, 129

pace, 122, 123

pauses, 122, 123, 149

physical aspects of, 124—126

pitch, 122, 123, 126

power of, 118, 119

practice, need for, 121—123, 130

Q&A sessions. See Q&A sessions

singers, learning from, 122, 143

speechwriters. See Speechwrit s,
working with

storytelling, 142, 143

tips, 120, 130, 151

variation, 122, 123 145—145

vocal interpresation and flavoring, 126

volume, 122, 123, 127, 128

Q&A sessions

annual meetings, 68

earnings calls, 17, 60—64

ending, 135

government hearings, 192. See also
Government hearings

Headline-Elaborate-Detail method of
answering questions, 8,9, 63, 134, 193

investor days, 66

media, 106

as opportunity, 131, 132, 135, 206

preparing for, 132, 133

bindex

reasons for, 131, 132

satisfy and steer technique for
answering questions, 92—94, 106,
108, 112, 133, 135

speeches and presentations, 131—136

tips, 136

tough questioners, dealing with, 134,
135

Questions, asking and active listening,

19-21, 24, 25

Reagan, Ronald, 14, 46, 118, 121, 137, 149
Reis, Al, 29

Rogers, Will, 57

Rosenfeld, Irene, 185~187

Rosten, Leo, 147

Rousseau, Jean-Jacques, 185

Rubin, Dana.“117, 120, 142—144

Sallie Mzc {SLM Corp.), 69, 70
Satist; and steer technique for answering
questions, 92—94, 106, 108, 112,
133, 135
Schultz, Arthur, 23
Scudder, Ken, 85
Scudder Method
communication funnel, 5—8
elements of, 4, 5
Headline-Elaborate-Detail method of
answering questions, 8, 9, 63,
134, 193
and meaning of communication, 3, 9
tips, 10
use of, 205
Seinfeld, Jerry, 129
Selig, Bud, 202
Shareholder meetings, 17
Shays, Christopher, 201, 202
Shesol, Jeff, 86, 142
Simon Group, 181—184
60 Minutes (television program), 143, 191
Smith, Greg, 23, 24
Sobel, Andrew, 19, 20
Social responsibility, 65, 66, 173
Soltis, Steve, 87, 118, 119, 142
Sorensen, Ted, 137, 144
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Speeches. See Public speaking;
Speechwriters, working with
Speechwriters, working with
audience analysis, 138—140
importance of, 137, 138, 206
key messages, developing, 140, 141
and language rules, 144, 145
postmortem, 145, 146
qualifications, 142
rehearsing, 141
selection of speechwriter, 141, 142
speech coaches, use of, 141
and storytelling, 142, 143
tips for, 146
Spencer, Herbert, 41
Spokesperson
during crisis management,
175-177, 179
public relations management, 39
Starbucks, 158
Storytelling
and interesting news stories, 4—9
and interviews, 90—93
public speaking, 142, 143
Strauss, Levi, 131
Susan G. Komen Foundation for the
Cure, 21, 36, 167, 169, 170
Sweeney, John, 199

Tappscott, Don, 58
Taubman, A. Alfred, 183
Taubman, Robe1: S.; 181—184
Taubman Centers, 181
TED International, 15
Television interviews, 103—105. See also
Interviews
Thamboo, Art, 31
Time Warner Cable, 158, 161
Tokyo Electric, 167, 169
Toro, 50, 51
Town Hall Los Angeles, 15, 119
Town hall meetings, 15, 20, 73, 119, 183
Toyota, 51, 86, 167, 177
Trade associations, 161—164
Transparency
with board of directors, 78
investor relations, 58, 206

bindex

Transparency: Creating a Culture of
Candor (Bennis, Goleman,
O’Toole, and Biederman), 58

Trump, Donald, 13

Trust, 17

Turnarounds, 185—189, 206

Twain, Mark, 128, 137

Twitter, 119, 120

UPS, 75, 76, 118, 119

The Value Reporting Revolution
(Eccles), 58

Videos, use of in communicating with
employees, 74

Vocal interpretatiori atid flavoring, 126

Volume, varying ‘n public speaking, 122,
123, 127,128

Wajnert, Tom, 77
Walde¢n.~Carolyn, 90
Weallace, Mike, 191
Yanamaker, John, 155
Waxman, Henry, 193—199
Welch, Jack, 12
Westfield Property Group of
Australia, 183
Whistleblower hotlines, 27
Woods, Tiger, 205, 207
Word choice
buzzwords/corporate jargon, use of,
42, 43
and cultural differences, 46, 47
and forgetting names, 43
impact of poor word choice, 44
importance of, 41—43, 206
meaningless and tired expressions,
44—46
phraseology, 43, 44
simple and direct language, 44—46
tips, 47
World Affairs Council of Philadelphia, 15
World Economic Forum (Davos), 15

Yes, Minister (BBC television show), 45
Youth, I.N.C., 156, 157
YouTube, 119
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