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E1 Instructions 
  

  

 

1.  
Please read all the instructions before doing anything. 
You are allowed 5 minutes to complete all these tasks. 
There are a Total of 40 steps in this instructions list. 

 

2.  Find a pen and paper.  

3.  Write your name at the top of the paper.  

4.  Write the numbers 1 to 5, one per line.  

5.  Draw five small circles beside #1.  

6.  Put an "X" in the second and fourth circles to #1.  

7.  Write the word “BEIRUT” beside step #3.  

8.  On the top left corner of the paper multiply 7 x 9.  

9.  Put an X in the lower right-hand corner of the paper.  

10.  Draw a circle around the X you just made.  

11.  Underline your name.  

12.  Say your name aloud.  

13.  Draw a circle around #4.  

14.  
Count the number of words in this sentence and write the answer 
beside #2 on your paper. 

 

15.  Put a square around #1 and #5.  

16.  Punch 3 small holes anywhere in the paper.  

17.  Write your first name beside #4.  

18.  Write today's date beside #5 on your paper.  

19.  Circle every letter 'E' you have written.  

20.  
Write the result of the sum between 13999 and 99931 in the 
bottom-left corner of the paper. 

 

21.  
Count the number of vowels in this sentence and write the answer 
above #2 on your paper. 

 

22.  Draw a Flower on the paper you have found on step #1.  

23.  
Connect with lines the 3 small holes you have done in the paper 
following step #16 

 

24.  Stand-up and collect a yellow post-it from the front desk  

25.  Write your name on the yellow post-it you just collected  

26.  Say aloud “I TURNED THE PAGE”.  
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27.  Stick the post-it in your front-head  

28.  Stand-up and sit-down twice quickly.  

29.  
Find the red paper on the room wall. Estimate the distance in meters 
from your position in the room. Write the estimated distance on the 
paper. 

 

30.  On the back of the paper multiply 9 x 9 x 10.  

31.  Stand-up, walk outside the room towards the hotel lobby, counting 
from 1 to 5. When you reach 5, stop and return to your seat. 

 

32.  Write on the paper the number of person present in this room.  

33.  Write the numbers 6, 7, 8 and 9, next to each other.  

34.  Draw five small squares beside somewhere on the paper  

35.  Put an "Y" in the second and fourth squares.  

36.  Write the word “OMAINTEC 2017” on the paper  

37.  On the back of the paper multiply 1 x 9.  

38.  Put an Y in the lower right-hand corner of the paper.  

39.  Stand up and say, 'I HAVE FINISHED FIRST' if you were first, otherwise 
say 'I HAVE FINISHED' out loud, then sit down. 

 

40.  
Now that you read all the instructions, skip all of them except the first 
two! If you have followed the instructions correctly, you should only 
have your name on the paper! 
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E2 Brain – Double Dutch Team 
  

 Video – “A Double Dutch _ Brain Games” – Natgeo.com 

 

1.  Track the number of time that either of the Girls in green Jumps  
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Do not turn the page until 
instructed to do so! 

 

 

Thanks for your cooperation. 
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E2 Brain – Double Dutch Team 
  

  

 

1.  Track the number of time that either of the Girls in green Jumps  

2.  Did you see the Chicken walking thru right to left?  

3.  What Color was the wall behind the double-dutch game?  

4.  Which color shirt have the robes turner?  
 

  



 11 | 43 Crisis Management Workshop 

 
AGAIN, 
PLEASE 
STOP! 
 
Do not turn the page until 
instructed to do so! 

 

Thanks for your cooperation. 
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E3 Prevention & Mitigation 
  

 Actions Taken to reduce or eliminate the effects of an Emergency or Accident 

 

1.  Safety Policy in place  

2.  Safety Assurance  

3.  Safety Culture / Safety Promotion  

4.  Safety Risk Management  
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E4 Preparedness 
  

 Actions taken prior to an Emergency or Accident to ensure an effective response 

 

1.  Crisis Management Process  

2.  Emergency Response Plan / Manual  

3.  Training / Rehearsal  

4.  Infrastructure / Tools  
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E5 Response 
  

 Actions taken to respond to an Emergency or Accident 

 

1.  Crisis Management Team / 1st Response  

2.  Operational Response  

3.  Management Response / Business Continuity  

4.  Communication Response  
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E6 Recovery 
  

 Actions taken to recover from an Emergency or Accident / to return to Business as usual 

 

1.  Normalize Operation  

2.  Post-Accident/-Event Assessment  

3.  Lesson Learned  
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E7 Communication 
  

 

1.  Communication Elements  

2.  Communication Techniques?  

3.  Communication Channels  

4.  Communication in Crisis  

 
Why is it so important to communicate effectively? 
The ability to communicate effectively is a key factor for success. Having access to a set of 
effective verbal and nonverbal communication skills can prove to be an asset in many areas of 
life. For one, the individual that can effectively convey information is less confronted with 
misunderstandings. Not only does this help to avoid frictions, but it also reduces mistakes. By 
means of communicating effectively, we can also express our ideas and wishes more clearly. 
Poor communication, on the other hand, causes friction between people and usually results in 
problems. 
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E7.1 Elements 
  

1.  Verbal Communication 

2.  Non-Verbal Communication 

3.  Written Communication 

4.  Graphic Communication 
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E7.2 Techniques? 
  

1.  Utilize the power of silence 

2.  Mirror your partner (body language, tone and energy level) 

3.  Be a flexible listener 

4.  Request feedback 

5.  Cultivate curiosity 

6.  Try to forget yourself (ego suspension) 

7.  Stay positive 

8.  Communicate with enthusiasm 

9.  Use the compelling power of humor 

10.  Make use of open-ended questions 

11.  Express your approval of others 

12.  Understand the importance of eye contact 

13.  Eliminate filler words 

14.  Communicate openly and reveal things about yourself 

15.  Avoid information overload 

16.  Communicate that you’re on the same team 

17.  Be empathetic 

18.  Mention the other person’s name 

19.  Speak as an equal rather than a superior 
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Effective communication techniques? 
 
1. Utilize the power of silence 
Remember that daunting conversation when the silence of your counterpart led you to say 
more than you intended to say? Anybody who’s ever been in a similar situation experienced 
firsthand how effective silence can be. The power of silence can only be utilized in specific 
situations, but when applied, it’s incredibly effective. 
Crafty communicators make1 use of silence when they feel that their subject is holding back. 
By utilizing the power of silence, they encourage their dialogue partner to pick up the thread 
of the conversation. The reason for this response is simple: We can’t stand silence in a 
conversation. Therefore, excellent communicators obtain essential information by making a 
pause. They are able to resist the temptation to immediately respond to the answer given. 
Instead, they use (in certain circumstances) the power of silence to encourage the other 
person to expand the response. And often times, silence can lead people to say much more 
than intended. 
 
2. Mirror your partner (body language, tone and energy level) 
Great communicators establish comfort and trust by meeting listeners on their level. To 
accomplish this, they subtly match their conversational partner’s language style, body 
language, facial expression, mood and energy level. By means of calibrating their tone and 
body language, proficient communicators are able to skillfully establish an evenly matched 
conversation. This does not only help to ease the dialogue partner, but it also builds the 
necessary fundament to accomplish the intended outcome. 
Mirroring the partner’s body language and tone can also assist in easing arguments in 
challenging conversations. 
 
3. Be a flexible listener 
Listening often proves to be the trickiest part of a conversation. Not only do many people lack 
sufficient listening skills, but they also prefer a one-sided communication (meaning they seek 
to speak all the time). But also those who are good listeners often struggle with the difficulty 
of comprehending what is said and maintaining the conversation. 
Skillful communicators are not just listening to the spoken words. They also carefully seek to 
read between the lines of what is spoken. Even more so, they pay great attention to subtle 
nuances of the conversation, such as the tone in which words are spoken and nonverbal 
indicators. 
Listening attentively helps proficient communicators to identify the (hidden and) underlying 
motifs of a person. In many cases, to fully understand what a person is communicating, we 
need to carefully note how they transmit certain messages. 
The skill of being a flexible listener also comes in handy, because it allows communicators to 
know the right time to address sensitive subjects and when to better avoid them. 
 
4. Request feedback1 
The simple act of confirming the mutual understanding of the message is a powerful tool 
well-known to proficient communicators. It doesn’t take much time and effort to request 
feedback from the people you’ve spoken with. But time and time again, it can greatly help 
you to confirm that the message was delivered clearly. Good communicators also ask for 
confirmation in order to avoid misunderstandings and the resulting problems. This can easily 
be done by letting the listener summarize the intended course of actions. 
Additionally to simply asking for confirmation, those who excel at communication also seek 
the input and feedback of their peers. Doing so allows them to get their listeners involved 
and makes them feel valued and heard. 
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5. Cultivate curiosity 
There are many tried and tested communication techniques, but none of them are as simple 
and effective as the unique quality of being curious. By developing a natural interest in the 
people you communicate with, you’ll quickly build up mutual trust and respect. Not only this, 
but curiosity will also help you to better understand the motivations of other people. 
Something that is crucial when it comes to convincing others of your ideas. 
The willingness to learn more about the people around you can also help you to form deep 
bonds with them. Even more importantly, it switches our focus from continuously trying to 
dominate a conversation back to actually listening. 
 
6. Try to forget yourself (ego suspension) 
The pattern of most conversations is surprisingly similar. We always have a certain amount of 
individuals who engage in exchanging information. While one person speaks, the others wait 
(more or less) patiently for the speaker to finish. Next, another person will step to the 
foreground and starts talking about something related. In most cases, the second person will 
attempt to portray a (more exciting) story of their own life. Therefore, many conversations 
consist of people switching from one subject to another, without ever getting into great 
detail. The self-centeredness of each speaker simply does not allow a harmonious 
conversation. 
Excellent communicators are people who are able to resist the urge to follow this 
standardized pattern. Instead of trying to dominate the conversation, they encourage others 
to talk more about themselves and their story. They’re genuinely interested in all the details 
and everything that happened to the other person. In doing so, these communicators easy 
connect with others and quickly gain their trust. 
These skillful communicators have understood that people have a natural tendency to tell 
their stories and they know how to effectively make use of it. 
 
7. Stay positive 
Another important communication technique lies in the maintenance of a positive attitude 
during conversations. A positive attitude sets the stage for productive conversations. Good 
communicators know that being constructive is crucial for every kind of conversation. They 
understand that harsh criticism or negativity only causes their counterpart to build up 
defenses. And when this happens, people shut down. It is therefore even more difficult to 
convey the intended message. 
 
8. Communicate with enthusiasm 
Enthusiasm truly is contagious. You can make use of it not only to communicate more 
effectively, but also to communicate in a more powerful and engaging manner. 
“Knowledge is power and enthusiasm pulls the switch.” 
Steve Droke 
Enthusiasm greatly aids powerful communication. Effective communication consists of using 
well-timed doses of enthusiasm to make the spoken message a lot more powerful. People are 
more likely to respond positively to enthusiastic speakers that are able to address their 
feelings. 
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9. Use the compelling power of humor 
When used correctly, humor can be an effective tool in your communication arsenal. It can 
help you to quickly get your point across. But humor is even more powerful when it comes to 
lightening the mood. Proficient communicators are often in positions of leadership. With this 
also comes the responsibility to reprove subordinates occasionally. Especially in situations 
when leaders are confronted with hard-working and disciplined subordinates, humor can be 
effectively used to release the tension. It can be applied as a tool to skillfully communicate 
that the communicator is not angry about the subordinate, but has to address some critical 
issues. 
Humor can also be used to effectively communicate negative messages without being 
offensive. This can be especially helpful in a person’s non-professional life, when they simply 
want to convey their discontent about something in a playful manner. 
 
10. Make use of open-ended questions 
In many situations, simply asking a question that can be easily answered with a ‘yes’ or ‘no’ is 
not enough. Especially when you’re confronted with introverts, open-ended questions are an 
important tool you can use. Asking open-ended questions communicates not only your 
interest in the person, but also encourages them to talk about themselves. In general, 
however, open-ended questions allow you to gain important insights about the person and 
their specific needs and dreams. This kind of information is crucial for communicators that 
want to effectively address their listeners. Otherwise they risk being at cross purposes. 
 
11. Express your approval of others 
People tend to respond very well to approval. Some even so much that they actively seek to 
get other people’s approval. Effective communication can also be established by opening 
other people for the conversation and lightning their mood by showing them approval. By 
telling your listeners in a subtle but forthright manner what you admire about them, you’ll be 
able to quickly connect with them. Giving other people approval in an honest fashion can be 
especially effective to win them over to your side. 
 
12. Understand the importance of eye contact1 
Eye contact is an important aspect of one’s communication. Unfortunately, finding the right 
balance of eye contact during a conversation can be quite difficult. Skilled communicators are 
neither staring excessively nor do they avoid any kind of eye contact. Instead, they maintain a 
healthy balance. Especially when listening, they look their counterpa1rt in the eyes (without 
staring) to communicate that they are attentively listening. But also when speaking, skillful 
communicators make sure that they keep the right amount of eye contact to maintain the 
attention of their listeners. 
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13. Eliminate filler words 
Every once in a while, almost all of us involuntarily use certain filler words, such as: 
um 
uh 
like 
so 
yeah 
I mean 
you know 
ok 
We especially use these kind of words when we’re nervous, for example when presenting in 
front of a large audience. In most cases, we simply use filler words to signal a thinking pause. 
The problem with these words is that they make us look incompetent. When it comes to 
effectively conveying your ideas to other people, competence and trustworthiness are 
essential. For this reason, try to avoid these words as best as you can. 
 
14. Communicate openly and reveal things about yourself 
Speaking to people who do not reveal anything about themselves can be a quite 
uncomfortable experience. This holds especially true when we get the feeling that our 
discussion partner only tries to spy on us. 
Effective communication also consists of telling your own stories and revealing things about 
yourself. This does not have to mean that you have to talk about your innermost secrets. 
Happenings from your regular life are just fine. By revealing things about yourself and your 
personality, you can effectively connect with others and build a relationship. 
 
15. Avoid information overload 
Whenever we communicate, we almost always focus on conveying the message in a clear 
manner. Effective communication, however, also requires that the flood of information can 
be properly processed by the recipient. Confronting listeners with too much information at 
once can overwhelm them quickly. In these cases, you can deliver the message as clearly and 
precisely as you want, but it will never fully reach the listener. Effective communicators make 
sure that they do not stimulate their peers with too much information. Instead, they focus on 
exchanging information in a concise manner and keep it to the point. Additionally, by using 
questions they keep their listeners engaged and attentive. 
 
16. Communicate that you’re on the same team 
By using words such as ‘we’, ‘our’ and ‘us’ you can skillfully communicate to your listeners 
that you’re on the same side. Applying this communication technique can help you to subtly 
build a bond with your peers. Good communicators also use these words to convert others to 
their column and to establish a sense of belonging. 
 
17. Be empathetic 
Empathy is a crucial asset of skilled communicators. By developing a good understanding 
about the circumstances and difficulties of their counterparts, they can communicate the 
intended message in a more appropriate manner. Without this kind of emotional awareness, 
one would risk falling prey to various kinds of communication mistakes and traps. 
Another important dimension of empathy lies in the communicator’s ability to estimate other 
people’s reaction to their communicated messages. Effective communicators skillfully adapt 
their message based on the personality of the person they’re speaking with. This can be 
especially important when they are dealing with a counterpart who is likely to get emotional. 
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18. Mention the other person’s name 
Addressing your listener by name can prove to be an excellent communication technique. 
Doing so will communicate your attentiveness and the fact that you have taken the time to 
memorize their name. Besides stating their name, the way you pronounce the name can be 
equally important. Skillful communicators are capable of saying the name of their listener in a 
manner that conveys respect and appreciation. And in doing so, they are able to elicit positive 
feelings in the person they speak to. After all, the name of a person is an incredibly important 
and powerful word to them. 
 
19. Speak as an equal rather than a superior 
There’s nothing that makes people disregard your ideas than talking down to them. Efficient 
communicators focus on delivering the message, not their status. And even in situations 
when they are in a position of authority, they speak to others as an equal to increase their 
commitment and establish trust. 
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E7.3 Channels 
  

1.  Personal 

2.  Social Media 

3.  Traditional Media (TV, Radio, Newspaper) 

4.  Press Conferences 

5.  News Agencies 

6.  Web News (unconfirmed) 

7.  Others (Bloggers, Specialized Companies, Legal entities, Government) 
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E7.4 Communication in Crisis 
  

1.  Take Responsibility 

2.  Be Proactive, Be Transparent, Be Accountable 

3.  Get Ahead Of The Story 

4.  Be Ready For Social Media Backlash 

5.  Remember To Be Human 

6.  First Apologize, Then Take Action 

7.  Monitor, Plan And Communicate 

8.  Seek First To Understand The Situation 

9.  Listen To Your Team First 

10.  Develop Strong Organizational Brand Culture 

11.  Turn Off The Fan 

12.  Avoid Knee-Jerk Reactions 

13.  Be Prepared 
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Communication in Crisis 
 
1. Take Responsibility 
First off, don’t try to cover up the PR crisis, it will only worsen the damage. Instead, manage 
the situation by taking responsibility, reacting immediately, and responding to feedback. 
Instead of arguing publicly, acknowledge people’s concerns and questions and respond to the 
right conversations. Write a press release and post on social media to control the situation 
and get the message visible.   - Solomon Thimothy, OneIMS 
 
2. Be Proactive, Be Transparent, Be Accountable 
In today’s real-time world of social media, and with critics everywhere, reputation 
management matters more than ever and it can be lost in an instant. The tenets of any crisis 
communication are to be proactive, be transparent, and be accountable. When put into 
action it looks like this: acknowledge the incident, accept responsibility, and apologize. - Lisa 
Allocca, Red Javelin Communications 
 
3. Get Ahead Of The Story 
If I were the CEO of United Airlines, I would have been tweeting, texting and sending smoke 
signals the minute after I heard the story about the guy taken off the flight. I wouldn't wait 
until I had a strategy. Getting ahead of the story is the strategy. Figuring out the fine points 
of the strategy -- do that over the weekend. But start communicating, apologizing, refunding, 
or whatever-ing now! - Michael Levin, BusinessGhost, Inc. 
 
4. Be Ready For Social Media Backlash 
The worst thing companies can do is ignore the possibility that a firestorm could ignite on 
social media. Smaller organizations can be more guilty of this, and especially those that are 
not active on social media. Just because a company is not marketing on social does not mean 
their customers won't put them in check on those platforms when something goes wrong. 
Have a plan and review it often. - Chris Dreyer, Rankings.io 
 
5. Remember To Be Human 
Saying “you’ll look into it” doesn’t make anyone feel better. Saying you’re deeply saddened 
by what went down and will work on making things better is important. Then, immediately 
share how policies will be put in place so it doesn’t happen again. Act fast before people lose 
faith in your brand. - Nicole Rodrigues, NRPR Group, LLC 
 
6. First Apologize, Then Take Action 
Extending a heartfelt apology is key to moving forward. Not doing so adds fuel to the fire and 
delays changing the narrative. Following a public apology,  the company must offer a call to 
action. They must do something substantial to show that they are changing their ways 
moving forward. - Leila Lewis, Be Inspired PR 
 
7. Monitor, Plan And Communicate 
Have your social team on high alert, with monitoring at the forefront. If they start noticing 
spikes of negativity or increased activity, utilize an already well-versed crisis plan to proactively 
respond on social with prepared materials. Never let executives go rogue and potentially fuel 
the flames, but do encourage them to apologize immediately with predetermined and 
approved key messages. - Matthew Jonas, TopFire Media 
 
8. Seek First To Understand The Situation 
Communicate all relevant details to key stakeholders. When asked to comment never reply 
with “no comment.” Even if you’re still assessing a situation, simply say that. If you don’t 
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have a voice in the matter, people immediately assume guilt or make their own suppositions. 
Also, recognize when operational improvements are necessary and be transparent about how 
you're solving the situation. - Ashley Walters, Empower MediaMarketing 
 
9. Listen To Your Team First 
It's too easy to be reactive, especially when your company's brand and reputation are at 
stake. Don't comment, post or tweet before you've conferred with your PR team on what the 
best, most reasoned approach will be. If you have a great team (and you should!), they will 
be on top of this and will have crafted language you can use immediately. - Diana Wolff, LRG 
Marketing 
 
10. Develop Strong Organizational Brand Culture 
Prevent the crisis. It's easy to blame frontline employees for recurring viral nightmares, but 
they’re not responsible for the toxic brand culture that breeds them. An organizational brand 
culture that treats customers badly likely treats its employees poorly too. Dig deep into 
organizational culture and service delivery and you’ll find that new lows in brand experience 
always start at the top. - Stephen Rosa, (add)ventures 
 
11. Turn Off The Fan 
When the you-know-what hits the fan, the first rule of crisis management is to turn off the 
fan. Don't fuel the fire. Step back, put yourself in the consumers' shoes and ask, "How would 
I feel if this happened to me?" Looking in the mirror is the best PR advice there is when 
dealing with crisis situations. It ensures we do the right thing. And right beats spin every time. 
- Kim Miller, Ink Link Marketing LLC 
 
12. Avoid Knee-Jerk Reactions 
Companies, brand representatives or influencers often provide emotional, frenzied responses. 
Going silent on social is not a bad thing when you are monitoring a crisis. Freeze all external 
communication until you can assess what’s going on. Be sure that the first external 
communication following the crisis is a well-thought-out response that resonates with your 
consumers. - Coltrane Curtis, Team Epiphany 
 
13. Be Prepared 
No one wants to be at the center of a scandal, but scrambling around because you're not 
prepared to handle it takes things from bad to worse. Anticipate potentials crisis scenarios 
and establish internal protocols for handling them. Before a crisis hits, outline who needs to 
be notified, your internal review process and the individuals who are authorized to speak 
publicly on your behalf. - Lindsay Mullen, Prosper Strategies 
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E9 Case Studies 
  

 

1.  United Express Flight 3411 09.04.2017 

2.  Incident at the Lucerne Swiss Federal Railways Main Station 22.03.2017 

3.  Asiana Airlines Flight 214 – ICN-SFO 06.07.2013 

4.  Swissair Flight SR111 02.09.1998 
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E9.1 United Express Flight 3411 
 09.04.2017 

Sources: https://hub.united.com/united-review-action-report-2380196105.html 

  

 

Summary of What Happened 
Sunday, April 9, 2017 
 
United Express Flight 3411 is regularly scheduled to fly Sunday through Friday from O'Hare to 
Louisville, with a planned departure of 5:40 p.m. CDT and an arrival of 8:02 p.m. EDT. 
Seating capacity is 70 customers. 
 
Before boarding, flight 3411 was overbooked by one customer. Despite early attempts by 
United, via website/kiosk and multiple announcements at the gate asking for customers 
willing to take later flights, there were no volunteers. As a result, one customer who had not 
yet been given a seat assignment was involuntarily denied boarding (see Involuntary Denied 
Boarding Selection Process sidebar). The customer received a check as compensation and was 
booked on another United flight. The other customers were then called to board the plane. 
 
At the same time, an earlier flight to Louisville, originally scheduled to depart O'Hare at 2:55 
p.m. CDT was experiencing a maintenance issue (it was unclear if this issue could be fixed, 
but regardless, it would depart after flight 3411). Booked on this flight were four crew 
members, scheduled to operate the early Monday morning United Express flight from 
Louisville to Newark. Without this crew's timely arrival in Louisville, there was the prospect of 
disrupting more than 100 United customers by canceling at least one flight on Monday and 
likely more. With this in mind, the four crew members were booked on flight 3411, creating 
the need to identify four customers who would not be able to take the flight. 
 
United agents began to seek four volunteers, this time while customers were seated on the 
aircraft. The agent offered an $800 travel credit plus the cost of meals and hotel 
accommodations for the evening, but no customers were willing to accept the offer. The 
agent then followed the involuntary denial of boarding selection process to determine which 
customers would be asked to leave the airplane. 
 
Once the four customers on flight 3411 were identified, the United supervisor spoke with 
two of the customers, a couple, who then departed the aircraft and received compensation. 
The next customers approached were Dr. Dao and his wife. The supervisor apologized and 
explained they would also need to depart the aircraft, but Dr. Dao refused. The supervisor 
was unable to convince Dr. Dao to depart the aircraft. Given Dr. Dao's unwillingness to 
deplane, the supervisor left the plane and spoke to the United zone controller, who indicated 
that authorities would be contacted. The supervisor went back on the plane to request again 
that Dr. Dao deplane and advised him that authorities would be contacted. At this point, one 
customer onboard the aircraft volunteered to change flights for $1,000 but United needed 
two volunteers in order to avoid having to remove the Daos. No other customers would 
volunteer unless United could guarantee an arrival in Louisville later that night. Given the fact 
that the 2:55 p.m. CDT departure remained on a maintenance delay, with a possibility of 
cancelling, United could not make that commitment. 
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Officers from the Chicago Department of Aviation, which has authority to respond to such 
airline requests and historically has been effective in getting customers to voluntarily comply, 
answered United's request for assistance. These security officers were unable to gain Dr. 
Dao's cooperation to depart the plane voluntarily. 
 
At this time, the United supervisor left the aircraft and attempted to call a manager about the 
situation, and Dr. Dao, as evidenced by widely reported video footage, was physically 
removed from his seat by the Chicago Department of Aviation Officers. After being forcibly 
removed from the aircraft, Dr. Dao ran back onto the airplane and Chicago Department of 
Aviation Officers removed him for a second time. He was later taken to a local hospital. 
 
All customers then deplaned. After approximately 40 minutes, the flight re boarded without 
the Daos and departed for Louisville. 
 
 

Reactions 

Twitter of Oscar Munoz, CEO of United Airlines 
9:27 AM - 10 Apr 2017 
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Company Statement from United Airlines CEO, Oscar Munoz 
April 11, 2017 
Dear Team, 
 
The truly horrific event that occurred on this flight has elicited many responses from all of us: 
outrage, anger, disappointment. I share all of those sentiments, and one above all: my 
deepest apologies for what happened. Like you, I continue to be disturbed by what happened 
on this flight and I deeply apologize to the customer forcibly removed and to all the 
customers aboard. No one should ever be mistreated this way. 
 
I want you to know that we take full responsibility and we will work to make it right. 
 
It's never too late to do the right thing. I have committed to our customers and our 
employees that we are going to fix what's broken so this never happens again. This will 
include a thorough review of crew movement, our policies for incentivizing volunteers in 
these situations, how we handle oversold situations and an examination of how we partner 
with airport authorities and local law enforcement. We'll communicate the results of our 
review by April 30th. 
 
I promise you we will do better. 
 
Sincerely, 
 
Oscar 

 
Social Media Reactions 
 
New Twitter Account: United Flight 3411 / @UA3411 
Goggle Image Search: united airline passenger, 18.10.2017 
 

 
 

Exercise 
With the information provided, prepare a single page document with positives and negatives 
aspect of this event. 
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E9.2 Incident at the Lucerne Swiss Federal 
Railways Main Station 

 22.03.2017 

Source: www.swissinfo.ch/eng/ 

Summary of What Happened 
Wednesday, March 22, 2017 
 

Factual Information #1 
Lucerne station is due to remain closed until Monday morning after a Eurocity train carrying 
160 passengers from Milan to Basel partially derailed on Wednesday afternoon. Six people 
received minor injuries. 
Several carriages of the Eurocity 158 jumped on the tracks near Lucerne station, causing one 
to overturn on its side at around 2pm on Wednesday, Swiss Railways reported. The carriage 
knocked down a power pylon, disrupting power supply to Lucerne station. 
The 160 passengers were evacuated from the train and six - three Italians, two Swiss and a 
Macedonian - were taken to hospital for treatment for minor injuries. Two other trains 
stopped near to the station as a result of the crash were also evacuated. 
The cause of the derailment remains unknown, but it has caused travel chaos at Lucerne 
station which remains closed. Apart from the regional train service Zentralbahn, there are no 
intercity or regional train services via Lucerne. 
Swiss Federal Railways (SBB) advised people to avoid travelling to the city in central 
Switzerland or to take a local bus. It said there would be no trains at Lucerne station until 
Monday morning at the earliest, as the damage caused by the derailment was more serious 
than initially thought. 
Additional buses are being provided to help people wanting to travel to the city centre from 
stations in the city suburbs. Around 163,000 people transit via Lucerne station every day. 
On Thursday morning the main roads into Lucerne, the A14 motorway between Lucerne and 
Zug, and numerous minor roads in the region witnessed very heavy traffic. 
The derailment will now be probed by the federal and local authorities along with Swiss 
Railways investigators. 

 
Factual Information #2 
Under what passes for normal in Switzerland – highly precise and efficient transport – more 
than 90,000 people a day typically hurtle over the tracks in Lucerne, making it the nation’s 
sixth-busiest rail hub. When things go awry, it can be disorienting.  
With its central location, postcard-ready surroundings and a large shopping centre open every 
day of the year, Lucerne’s train station ties with Geneva for the third-most users, 163,000 a 
day, behind Zurich and Bern (439,000 and 269,000 respectively).  
So when a Eurocity train carrying 160 passengers from Milan to Basel partially derailed on 
Wednesday afternoon, causing minor injuries to six people, the disruption had a huge ripple 
effect. Travellers throughout the area had to scramble, and the train station is set to remain 
closed until Monday morning at the earliest to clear the area for needed repairs.  
“In Switzerland, we’re used to luxury. Everything works really well. And the moment there’s 
an accident like this, the system seems to collapse and everyone gets upset,” said Fatima 
Rindlisbacher, of canton Aargau, who frequently travels to Lucerne. “We’re just spoiled. 
Other countries don’t have reliable services like this and we can’t cope when things don’t 
work.” 
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Several carriages of the Eurocity 158 jumped the tracks near the station. One overturned on 
its side and knocked down a pylon that supplied power to the station, Swiss Federal Railways 
reported. Three Italians, two Swiss and a Macedonian were treated at the hospital for minor 
injuries. Federal and local authorities have joined railway officials to investigate the cause of 
the derailment. In the meantime, there are no more intercity or regional train services 
operating via Lucerne, creating a bottleneck for trains in the region because of the way the 
system is designed. The Federal Railways advised people to avoid travel to the central Swiss 
city or to take a local bus. Heavy traffic clogged the numerous minor roads in the region and 
the main roads into Lucerne, the A14 motorway between Lucerne and Zug. Additional buses 
are helping fill the gap. Dozens of helpers were drafted to advise customers on the adjusted 
timetables, said railways spokesman Daniele Pallecchi.  
 
Toni Häne, the Federal Railways traffic director, told Swiss public television, SRF, a lot of 
infrastructure was broken. “About 400 metres of track have to be rebuilt, four points have to 
be replaced completely and two overhead masts have to be rebuilt,” he said. Two hundred 
tonnes of ballast must be installed in the track.  
There were inevitable complaints. One daily commuter to Lucerne grumbled about the 
inconvenience of catching other buses and trains and rescheduling appointments, but he 
praised a train conductor who went easy on him for making a quick connection by jumping 
aboard a last-minute train without a ticket.  
Others praised the Federal Railways’ response, saying things still seemed well-organised. 
Message boards, web pages and apps delivered information about how to cope with the 
situation. Fleets of workers in yellow jackets appeared on the scene, some drafted from 
French-speaking regions.  
“You can always take other ways,” said Babacanli Alparslan, of Sursee, about 25 kilometres 
from Lucerne on the A2 motorway. “There are other options.” 
 

 
A worker stands along the stretch of track that needs to be repaired following Wednesday's 
train derailment near Lucerne (Keystone) 
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TRAIN ACCIDENT Lucerne station remains blocked Workers are on round-the-clock duty 
trying to repair railway infrastructure damaged after a EuroCity train derailed in Lucerne. 
 
 

 
A Federal Railways worker directs passengers to buses after train service stopped in Lucerne 
 

Exercise 
You are the media spokesman of SBB. Prepare a social media coverage to inform customers 
with all relevant information. 
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E9.3 Asiana Airlines Flight 214 – ICN-SFO 
 06.07.2013 

Sources: 
en.wikipedia.org/wiki/Asiana_Airlines_Flight_214 
www.youtube.com/watch?v=8MFPSfGoT1U 

 

Summary of What Happened 
July 6, 2013 
 
Asiana Airlines Flight 214 was a scheduled transpacific passenger flight from Incheon 
International Airport near Seoul, South Korea, to San Francisco International Airport (SFO) in 
the United States. On the morning of Saturday, July 6, 2013, the Boeing 777-200ER crashed 
on final approach into SFO. Of the 307 people aboard, two passengers died at the crash 
scene, and a third died in a hospital several days later; all three of them were teenage 
Chinese girls. Another 187 individuals were injured, 49 of them seriously.13 Among the 
injured were four flight attendants who were thrown onto the runway while still strapped in 
their seats when the tail section broke off after striking the seawall short of the runway. It 
was the first crash of a Boeing 777 that resulted in fatalities since that aircraft model entered 
into service in 1995. 
 
On July 6, 2013, Flight OZ214 took off from Incheon International Airport (ICN) at 5:04 p.m. 
KST (08:04 UTC), 34 minutes after its scheduled departure time. It was scheduled to land at 
San Francisco International Airport (SFO) at 11:04 a.m. PDT (18:04 UTC). 
The flight was cleared for a visual approach to runway 28L at 11:21 a.m. PDT, and told to 
maintain a speed of 180 knots (330 km/h; 210 mph) until the aircraft was 5 miles (8.0 km) 
from the runway. At 11:26 a.m., Northern California TRACON ("NorCal Approach") passed 
air traffic control to the San Francisco tower. A tower controller acknowledged the second 
call from the crew at 11:27 a.m. when the plane was 1.5 miles (2.4 km) away, and gave 
clearance to land. 
The weather was very good; the latest METAR reported light wind, 10 miles (16 km) visibility 
(the maximum it can report), no precipitation, and no forecast or reports of wind shear. The 
pilots performed a visual approach assisted by the runway's precision approach path indicator 
(PAPI). 
 
At 11:28 a.m., HL7742 crashed short of runway 28L's threshold. The landing gear and then 
the tail struck the seawall that projects into San Francisco Bay. Both engines and the tail 
section separated from the aircraft. The NTSB noted that the main landing gear, the first part 
of the aircraft to hit the seawall, "separated cleanly from the aircraft as designed" to protect 
the wing fuel tank structure. The vertical and both horizontal stabilizers fell on the runway 
before the threshold. 
The remainder of the fuselage and wings rotated counter-clockwise approximately 330 
degrees, as it slid westward. Video showed it pivoting about the wing and the nose while 
sharply inclined to the ground. It came to rest to the left of the runway, 2,400 feet (730 m) 
from the initial point of impact at the seawall. 
After a minute or so, a dark plume of smoke was observed rising from the wreckage. The fire 
was traced to a ruptured oil tank above the right engine. The leaking oil fell onto the hot 
engine and ignited. The fire was not fed by jet fuel. 
Two evacuation slides were deployed on the left side of the airliner and used for evacuation. 
Despite damage to the aircraft, "many ... were able to walk away on their own".The slides 
for the first and second doors on the right side of the aircraft (doors 1R and 2R) deployed 
inside the aircraft during the crash, pinning the flight attendants seated nearby. 
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According to NBC reports in September 2013, the US government had been concerned about 
the reliability of evacuation slides for decades: "Federal safety reports and government 
databases reveal that the NTSB has recommended multiple improvements to escape slides 
and that the Federal Aviation Administration has collected thousands of complaints about 
them." Two months before the accident at SFO, the FAA issued an airworthiness directive 
ordering inspection of the slide release mechanism on certain Boeing 777 aircraft, so as to 
detect and correct corrosion that might interfere with slide deployment. 
This was the third fatal crash in Asiana's 25-year history. 
 
 

Timeline of the accident 
According to the NTSB, the weather was fair and the aircraft was cleared for a visual 
approach. 
 
The instrument landing system's vertical guidance (glide slope) on runway 28L was out of 
service, as scheduled, beginning on June 1 (and a Notice To Airmen (NOTAM) to that effect 
had been issued); therefore, a Precision ILS approach to this runway was not possible. 
Preliminary analysis indicated that the plane's approach was too slow and too low. Eighty-two 
seconds before impact, at an altitude of about 1,600 feet (490 m), the autopilot was turned 
off, the throttles were set to idle, and the plane was operated manually during final descent. 
NTSB Chairman Deborah Hersman stated the pilots did not "set the aircraft for an auto-land 
situation... They had been cleared for a visual approach and they were hand-flying the 
airplane," adding: "During the approach there were statements made in the cockpit first 
about being above the glide path, then about being on the glide path, then later reporting 
about being below the glide path. All of these statements were made as they were on the 
approach to San Francisco." "Three seconds before the crash, someone in the cockpit called 
for the plane to abort the landing, or 'go around'. Then 1.5 seconds before impact, a 
different crew member again called for a 'go around'". Both were spoken in the cockpit but 
not over the radio. 
 
The main landing gear of the aircraft hit the seawall short of the runway as the crew 
attempted to abort the landing and execute a go-around. Based on preliminary data from the 
flight data recorder (FDR), the NTSB said the plane's airspeed on final approach fell to 34 
knots below its target approach speed of 137 knots (254 km/h; 158 mph). A preliminary 
review of FAA radar return data did not show an abnormally steep descent curve. although 
the crew did recognize that they began high on the final approach. At a height of 38 metres 
(125 ft), eight seconds before impact, the airspeed had dropped to 112 knots (207 km/h; 129 
mph). According to initial reports from the cockpit crew, the plane's autothrottle was set for 
the correct reference speed, but until the runway's precision approach path indicator (PAPI) 
showed them significantly below the glide path, the pilots were unaware the autothrottle 
was failing to maintain that speed. The instructor pilot stated that the PAPI indicated a 
deviation below the glide path at approximately 500 feet above ground level, and he 
attempted to correct it at that time. Between 500 and 200 feet, the instructor pilot also 
reported a lateral deviation which they attempted to correct. 
 
Seven seconds before impact, one pilot called for an increase in speed. The FDR showed the 
throttles were advanced from idle at that time. The instructor pilot reported he had called for 
an increase in speed, but that the pilot flying had already advanced the throttles by the time 
he reached for the throttles. The sound of the stick shaker (warning of imminent stall) could 
be heard four seconds before impact on the cockpit voice recorder. Airspeed reached a 
minimum of 103 knots (191 km/h; 119 mph) (34 knots below the target speed) three seconds 
before impact, with engines at 50% power and increasing. The crew called for a go-around 
1.5 seconds before impact. At impact, airspeed had increased to 106 knots (196 km/h; 122 
mph). 
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Hersman said that the NTSB conducted a four-hour interview with each pilot, adding that the 
pilots were open and cooperative. She said both pilots at the controls had ample rest before 
they left South Korea and during the flight when they were relieved by the backup crew. 
All three pilots told NTSB investigators that they were relying on the 777's automated devices 
for speed control during final descent. The relief first officer also stated to NTSB investigators 
that he had called out "sink rate" to call attention to the rate at which the plane was 
descending during the final approach. This "sink rate" warning was repeated several times 
during the last minute of the descent. 
 
The pilot flying reported to Korean investigators that he was blinded by a bright light at 500 
feet (35 seconds prior to impact). The NTSB, calling the bright light's effect 'temporary', said 
the pilot flying did not believe it affected his ability to fly the aircraft, and no reference to any 
light was made by the other pilots during interviews or at the time, according to the cockpit 
voice recorder. 
 
Based on a preliminary review of FDR data, the NTSB stated there was no anomalous behavior 
of the engines, the autopilot, the flight director, or the autothrottle. The autothrottle control 
was found to be in the "armed" position during documentation of cockpit levers and 
switches, differing from both the "on" and "off" positions. Furthermore, the pilot flying's 
flight director (Primary Flight Display) was deactivated whereas the instructor pilot's was 
activated (this may prove to be significant, as deactivating neither or both Flight Directors 
enables and forces an autothrottle "wake-up" whereas deactivating only one Flight Director 
inhibits an autothrottle "wake-up").All three fire handles were extended; these operate safety 
equipment intended to put out fires on the aircraft (a handle for each engine and the 
auxiliary power unit). The speedbrake lever was down, showing it was not being used. 
 
Hersman said: "In this flight, in the last 2.5 minutes of the flight, from data on the flight data 
recorder we see multiple autopilot modes and multiple autothrottle modes [...] We need to 
understand what those modes were, if they were commanded by pilots, if they were 
activated inadvertently, if the pilots understood what the mode was doing." Hersman has 
repeatedly emphasized it is the pilot's responsibility to monitor and maintain correct approach 
speed and that the crew's actions in the cockpit are the primary focus of the investigation. 
 
In response to media reports in South Korea that air traffic controllers had a shift change 30 
seconds before the crash, Hersman said that the plane had been cleared to land over 30 
seconds before crashing and, "the tower actually called for the emergency and the 
emergency vehicles prior to the flight crew calling the tower for an emergency." 
The NTSB published a three-page preliminary report on August 7, 2013. 
 
NTSB use of social media 

Shortly after the accident, the US National Transportation Safety Board (NTSB) used Twitter 
and YouTube to inform the public about the investigation and quickly publish quotes from 
press conferences. NTSB first tweeted about Asiana 214 less than one hour after the crash. 
One hour after that, the NTSB announced via Twitter that officials would hold a press 
conference at Reagan Airport Hangar 6 before departing for San Francisco. Less than 12 
hours after the crash, the NTSB released a photo showing investigators conducting their first 
site assessment. On June 24, 2014, the NTSB published to YouTube a narrated accident 
sequence animation. 
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Air Line Pilots Association 

On July 9, 2013, the Air Line Pilots Association (ALPA) criticized the NTSB for releasing 
"incomplete, out-of-context information" that gave the impression that pilot error was 
entirely to blame. 
NTSB Chairman Hersman responded: "The information we're providing is consistent with our 
procedures and processes ... One of the hallmarks of the NTSB is our transparency. We work 
for the traveling public. There are a lot of organizations and groups that have advocates. We 
are the advocate for the traveling public. We believe it's important to show our work and tell 
people what we are doing." Answering ALPA's criticism, NTSB spokeswoman Kelly Nantel 
also said the agency routinely provided factual updates during investigations. "For the public 
to have confidence in the investigative process, transparency and accuracy are critical," 
Nantel said. 
 
On July 11, 2013, in a follow-up press release without criticizing the NTSB, ALPA gave a 
general warning against speculation. 
 
South Korean investigation 

The South Korean government is investigating whether the crew followed procedures and 
how they were trained, according to a Ministry of Land, Infrastructure and Transport 
statement. 
 
 

NTSB conclusion 
The National Transportation Safety Board determines that the probable cause of this accident 
was the flight crew's mismanagement of the airplane's descent during the visual approach, 
the pilot flying's unintended deactivation of automatic airspeed control, the flight crew's 
inadequate monitoring of airspeed, and the flight crew's delayed execution of a go-around 
after they became aware that the airplane was below acceptable glidepath and airspeed 
tolerances. Contributing to the accident were 
(1) the complexities of the autothrottle and autopilot flight director systems that were 
inadequately described in Boeing's documentation and Asiana's pilot training, which 
increased the likelihood of mode error; 
(2) the flight crew's nonstandard communication and coordination regarding the use of the 
autothrottle and autopilot flight director systems; 
(3) the pilot flying's inadequate training on the planning and executing of visual approaches; 
(4) the pilot monitoring/instructor pilot's inadequate supervision of the pilot flying; and 
(5) flight crew fatigue, which likely degraded their performance 
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Aftermath 
The airport was closed for five hours after the crash. Flights destined for San Francisco were 
diverted to Oakland, San Jose, Sacramento, Los Angeles, Portland(OR), and Seattle–Tacoma. 
By 3:30 p.m. PDT, runway 1L/19R and runway 1R/19L (both which run perpendicular across 
the runway of the accident) were reopened; runway 10L/28R (parallel to the runway of the 
accident) remained closed for more than 24 hours. The accident runway, 10R/28L, reopened 
on July 12 after being repaired. Asiana changed the flight number to 212 following the 
incident and still flies the Seoul-San Francisco route. 
 
In the U.S., drug and alcohol tests are standard after air accidents, but this is not a 
requirement for pilots of foreign-registered aircraft, and the pilots were not tested 
immediately after the accident. The lack of alcohol testing received much public attention and 
was critically discussed by various media and politicians after the accident. Shortly after the 
accident, Congresswoman Jackie Speier stated that she will consider legislation to improve 
airline safety by requiring increased pilot training and mandatory drug and alcohol testing for 
international crews. 
 
Response from Asiana Airlines 

In the hours after the accident, Asiana Airlines CEO Yoon Young-doo said his airline had ruled 
out mechanical failure as the cause of the crash. Later, he defended the flight crew, calling 
them "very experienced and competent pilots". On July 9, Yoon apologized directly to the 
parents of the two victims, then flew aboard Flight 214 to San Francisco, the same route as 
the crashed aircraft, to meet with NTSB officials. Asiana gave flights to San Francisco to the 
families of the victims. 

 

Asiana Airlines announced on July 29, 2013, that it would retire flight numbers 214 and 213 
on August 12, 2013. Flights from Incheon to San Francisco and the return leg would 
thenceforth operate as OZ212 and OZ211, respectively. 
 
Asiana Airlines officials said the airline would improve training for its pilots: in particular, for 
pilots learning to fly different types of aircraft, and in various skills such as making visual 
approaches and flying on autopilot. Asiana officials also said they will seek to improve 
communications skills among crew members, introduce a system to manage "fatigue risk", 
set up separate maintenance teams for Boeing and Airbus planes, and improve safety 
management systems. 
 
On August 12, 2013, Asiana Airlines announced initial payouts to crash survivors of 
US$10,000, stating the survivors "need money to go to hospital or for transportation so we 
are giving them the $10,000 first," Asiana spokeswoman Lee Hyo Min said in a telephone 
interview. "Even if they are not hurt or they don't go to hospital, we will still give them this 
money." The carrier may pay more after the U.S. National Transportation Safety Board 
completes its investigation into the accident. The families of those who died were paid more 
than $10,000 as an initial compensation," Lee said, without providing a specific figure. 
 
Response from the South Korean government 

South Korean transport ministry officials ordered Korean Air and Asiana to check engines and 
landing equipment on all 48 of their model 777 aircraft and announced that the government 
would conduct special inspections on the nation's eight carriers through August 25, 2013 
"The measures could include [changing] rules on training flights if needed," Deputy Minister 
for Civil Aviation Choi Jeong-ho told reporters. The officials also said South Korea had no 
fatal air crashes between December 1999 and the July 2011 crash of an Asiana freighter. 
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Response from the San Francisco Fire Department 

Chief of the San Francisco Fire Department Joanne Hayes-White stated that the department's 
2009 ban on video recording devices has now been extended to include any devices mounted 
on helmets that record emergencies. Helmet-recorded images were taken at the crash scene 
and resulted in inquiries regarding the death of one victim struck by an emergency vehicle. 
No charges were filed for the accidental death involving the firetruck. 
 
Lawsuits 

On July 15, 2013, two Korean passengers filed a lawsuit against Asiana Airlines in a California 
federal court for "an extensive litany of errors and omissions" and improper crew training 
and supervision. On the same day, 83 passengers filed a petition for discovery in Chicago, 
alleging a possible failure of the autothrottle system and malfunctioning evacuation slides and 
seat belts. An additional lawsuit against Asiana Airlines and Boeing Aircraft Company was 
filed on August 9, 2013. In addition to alleging product defects, the suits focus on the 
training provided to the Asiana crew. 
 
Seventy-two passengers reached an undisclosed settlement that was filed in United States 
Federal court on 3 Mar 2015. On the same day the Los Angeles Times reported that, "At least 
60 lawsuits against the airline filed in the Northern District of California... have not reached 
settlements," and "dozens of claims have been filed against the airline in China and South 
Korea and against Boeing in an Illinois state court." 
 
Asiana also initially announced to file a defamation lawsuit against KTVU for having aired the 
Asiana Airlines KTVU prank, but withdrew from that course of action two days later. 
 
Legislative action 

On July 30, 2013, an amendment to Transportation bill H.R. 2610 was adopted by voice vote 
for the transfer of $500,000 from the Next Generation Air Transportation System account to 
the air safety account to study implementing a verbal warning system for low air speed. 
 
Fines 

On February 25, 2014, the U.S. Department of Transportation (DOT) fined Asiana Airlines 
US$500,000 for failing to keep victims and family of victims updated on the crash. 
 

Exercise 
Analyze the communication of this event provide your point of view on the most negative 
and positive aspects. 
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E9.3 Swissair Flight SR111 – JFK-GVA 
 02.09.1998 

Sources: en.wikipedia.org/wiki/Swissair_Flight_111 

 www.tsb.gc.ca/eng/rapports-reports/aviation/1998/a98h0003/a98h0003.asp 

 

Summary of What Happened 
Wednesday, March 22, 2017 
 
Swissair Flight 111 (SWR111) was a scheduled international passenger flight from New York 
City, United States, to Geneva, Switzerland. This flight was also a codeshare flight with Delta 
Air Lines. On 2 September 1998, the McDonnell Douglas MD-11 performing this flight, 
registration HB-IWF, crashed into the Atlantic Ocean southwest of Halifax International 
Airport at the entrance to St. Margarets Bay, Nova Scotia. The crash site was about 10 
kilometers from shore, roughly equidistant from the tiny fishing and tourist communities of 
Peggy's Cove and Bayswater. We assume that 229 passengers and crew aboard the MD-11 
died. 
The Transportation Safety Board of Canada's (TSB) will be starting an investigation. 
 
 

Exercise 
You are the CEO of Swissair and you will have to attend the first press conference after the 
confirmed crash. In group, prepare a statement and be ready to answer some of the question 
from the press. 
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