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1.
Opening Statement

Good morning ladies and gentleman.  My name is Rohit Patel, and I am the public relations director for Ultimate Eye Products (UEP).  Our company CEO, Roger Sorenson, is on a business trip to Tokyo, Japan, so I will be conducting this question and answer session.  As you already know, our organization has come under scrutiny due to allegations that our extended-wear contact lenses may cause eye injuries and permanent damage to those who wear them.  Here at Ultimate Eye Products, we are committed to the prospect of excellence in developing and marketing new products, as well as building trust with our publics.  In light of these developments, this organization stands firm in its belief that customer satisfaction is a crucial agent in achieving success.  Our commitment to the truth is paramount under the current situation; and we are confident that Ultimate Eye Products as a company shall effectively prove its legitimacy as a leader in the contact lens market.  I will now be opening the floor up to questions.

2. 
Potential Questions/Answers
Q:
 Did any problems arise through the course of research and development that

 may have indicated future trouble for WearLong lenses?

A:
Due to WearLong contact lenses being classified as a Class III medical device by the Food and Drug Administration (FDA), it was subject to the highest level of scrutiny during the testing process.  Procedure required that after lab testing concluded, WearLong lenses were to be tested on humans spanning a time frame ranging from 18 months to a possible three years.  After 14 months of lab testing on WearLong revealed no problems, subsequent human testing of the product resulted in FDA approval.  Consequently, no significant problems arose in the development of WearLong that may have indicated a flawed product.

Q:
How does Ultimate Eye Products intend to react to the potential lawsuit that may be filed by the injured Virginia man towards the company?

A:
We are currently in the process of investigating the matter and discussing it within the organization.  Furthermore, it would be unwise to make a direct comment without consulting with our CEO, Mr. Sorenson.  Therefore, we are not able to comment on the potential lawsuit at this time.

Q:
What would you like to tell your consumers, current and potential, regarding the quality of your products?

A:
As I stated earlier, Ultimate Eye Products is a company that is committed to building consumer relationships through trust and respect.  Our goal is to create a product that is beneficial to the customer and generates a level of satisfaction in him or her.  Concerning the current situation, I would like to emphasize that we as an organization are determined to ensure the safety of all our products.  By doing so, we strengthen relations with our most important public—the consumers.  After all, without them, we would not be in business.

3.
Potential Handouts

a) A copy of UEP’s mission statement – 

This should be used by the organization as a template for evaluating its priorities.  Moreover, the media and others should use it in critiquing the procedures and actions of UEP, therefore holding the company accountable if it shall by chance fall short.

b) Fact sheets on WearLong lenses – 
These could be used to provide factual information on WearLong lenses to the media.  The primary function would be to disperse statistical figures on the use of WearLong lenses, essentially tracking the amount of sales and revenue generated by the product.

c) Brochures on WearLong lenses –

These would be used at the press conference to outline the background of WearLong lenses, notably its development, while describing its benefits in relation with more standard contact lenses.

4.
Ethical Issues

There are several ethical issues surrounding UEP and WearLong, its extended wear disposable soft contact lenses.  First of all, the company violated procedure in the manner in which it collected its data in the human testing phase.  R & D required that the doctors who ran clinical trials on WearLong collect data for four continuous weeks.  However, many doctors were mistaken and only collected data after three weeks of wear.  Nevertheless, this mishap should not have turned into an ethical breach.  The company did wrong when it failed to discover the flawed data, and erroneously reported its findings to the FDA in efforts to have the product approved.


Perhaps the company failed to discover the errors because it was under tremendous strain to get the WearLong lenses approved as quick as possible.  The head of R & D, Jeff Reed, even confessed that UEP was in a position to capture a tremendous amount of the market share, if only it could have the product approved quickly.  As an up and coming company, UEP definitely had much to gain.  Ethically however, it is questionable whether the organization did the right thing.  By speeding up the R & D process in order to obtain approval, the company may have been staking the safety of its product and of consumers.


After the flawed data was discovered, another ethical issue arose.  Relatively few people in the company knew about the mistakes, and no one chose to come forward with the news.  Even CEO Roger Sorenson was unaware of those developments.  The decision to “sweep the news under the rug” showed a lack of communication and trust by a few members in the organization.  As public relations director of UEP, I decided to leave the developments concerning data collection out of my opening statement and question/answer session with the press.  I felt that it was necessary to notify management of these developments first, primarily Sorenson.  Only then could the company go forward with its crisis plan.  All the facts were not known concerning these findings, and it would prove extremely counter-productive to prematurely divulge such information to the press.

5.
Recommendations
Things that point to “NO” PR effort >


-Lack of clear communication within company


-Misunderstanding of PR’s role


-Dishonest individuals


-No crisis communication plan


In order for media relations to prosper more effectively and efficiently, each of these points should be improved upon.  With regard to the lack of clear communication within the organization, it is key that UEP get everyone up to speed on the latest developments.  The longer an employee is left ignorant of relevant news, the more disenchanted he/she becomes with the organization.  For example, even Roger Sorenson, UEP’s CEO, is unaware of the mismatched data findings.  This is definitely news he needs to hear, as he is currently marketing WearLong in the Far East.  Dishonesty on the part of employees is also closely tied into a clear communication plan.  Nothing will halt the flow of relevant information faster than statements that are simply untrue.


Also, for public relations to ideally work for a company, it must be viewed as a universal function.  More specifically, it must be viewed primarily as a managerial function.  Most companies, like UEP, make the mistake of separating the PR department, thus distinguishing it as an independent department, free from management.  Other companies make the grotesque mistake of having no PR department, claiming that the Marketing sector takes care of that.  Well, we know that UEP’s PR department is not closely related with management.  The fact that CEO Sorenson is away on business and cannot be contacted, and is ignorant of developing news, proves this.  This situation deprives the company of valuable time in expressing its views; after all, it cannot make crucial decisions on dispersing information without the CEO’s approval.


Furthermore, the company lacks a formal crisis communication plan.  Up to 90% of the anxiety that is caused in crisis situations can be avoided.  This theory holds true for Ultimate Eye Products as well.  By outlining various strategies and approaches to take once a crisis develops, the company will greatly benefit in the long run.  A crisis communication plan is much the same as a game plan or playbook for a sports team.  Unfavorable situations are presented and hence solutions are devised to enable the team (company) to succeed.  Last of all, UEP and its employees need to evaluate its mission statement.  In doing this, the company needs to decide on what needs improving and what it is already working.  If it comes across a part that needs to be altered or deleted altogether, the company must not hesitate to take action.  After all, the reputation of the company is at stake.

