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Introduction 
James E. Lukaszewski, ABC, Fellow IABC, APR, Fellow PRSA 

PRSA BEPS Emeritus 
America’s Crisis Guru® 

 
James (Jim) E. Lukaszewski (Loo-ka-SHEV-skee) is one of America’s 
most visible corporate go-to people for senior executives when there 
is trouble in the room or on the horizon. As America’s Crisis Guru®, 
Lukaszewski is known for his ability to help executives look at 
problems from a variety of sensible, constructive and principled 
perspectives. He is known for taking a business approach rather than 
traditional PR strategies by teaching clients to take highly focused, 
ethically appropriate action.  
 
He believes that all questionable, inappropriate, unethical, immoral, 
predatory, improper, victim-producing and criminal behaviors are 
intentional. All ethical, moral, compassionate, decent, civil and lawful 
behaviors are intentional. The choice is clear and always yours.  

 
Lukaszewski has written 14 books and hundreds of articles and monographs. His newest book, 
The Decency Code, The Leaders Path to Integrity and Trust was published by McGraw Hill in 
March 2020. 
 
Jim has been a student of the pathology of management and leadership misbehavior for more 
than 40 years. He has used this knowledge in real time to guide the recovery of over 300 
companies, domestic and international, through over 400 victim producing events. Lukaszewski 
believes that while every organization experiences a variety of difficulties and challenges as 
they operate, those that suffer serious adverse circumstances do so as the result of their 
intentional decisions, acts, and omissions.  
 
He believes and teaches that a workplace with integrity, civility and decency is a safer more 
ethical workplace. His writings on crisis management, being a trusted strategic advisor and 
leadership recovery are so extensive that wherever you study Public Relation on the planet you 
will likely see, hear or view some of Lukaszewski’s ideas. 
 
He has received most of the significant US professional recognitions from public relations 
organizations and academic institutions. His profile appears in Wikipedia, and more than 20 
editions of Who’s Who. Corporate Legal Times once listed him as one of 28 experts to call when 
“All Hell Breaks Loose.” 
 
His work in Public Relations Ethics began in 1984 when he was appointed to the Board of Ethics 
and Profession Practice of the Counselors Academy. In 1994 he was appointed the PRSA 
National Board of Ethics and Professional Standards. In 2016 The PRSA National Board 
appointed Jim BEPS Emeritus. He remains an active but ex-officio member of BEPS. 
 
Revised 4/27/20        Word Count: 379 
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A Personal Profile 

Powerful Speaker, Important Author, Inspiring Teacher, Trusted Advisor 

Purpose: Through helping resolve the significant troubles of others, find and do 
what will be the most important things I will ever do in my career and life. 

Vision/Aspiration: To be an authentic trusted Communicator, Coach, Counselor 
and Strategic Thinker; to be the first call when leaders and managers face their 
toughest, touchiest, most sensitive and devastating situations 
Mission: To be the table, truly strategic; promptly finding those exceptionally 
achievable, ethical, honorable, powerful, and sensible solution options to the most 
challenging leadership, management and organizational problems.  

Disciplines: Trustability; Verbal clarity; Management Perspective/Sensitivity; 
Findable, Gettable, Doable, Achievable, Knowable approaches; Tomorrow 
Focused; Thoughtful, Incremental Advice; Intuition-Pattern Sensitivity; Lifelong 
Learning; Teach, Coach, Counsel to inspire and expand Management and 
leadership influence and success. 

Values/Virtues: Compassion; Constructive Approaches; Curiosity; Honesty; 
Inconsistency; Positivity; Pragmatism; Promptness; Truthfulness. 

Principles: Candor; Communicate Promptly-Intentionally; Destiny Management; 
Pathologist, Empathy/Compassion/Apology; Engagement; Openness; 
Responsiveness; Transparency; Truthfulness. 

Passion: Help all staff functions (i.e. PR, HR, Law, Security, Strategic planning, 
etc.) be more important, have more access and influence, be sought after earlier 
and have happier, more productive successful professional careers. 

Curiosity: (Based on an insight from Helio Fred Garcia) Approach leaders and 
leadership, managers and management, and influential people from the 
perspectives of an anthropologist/ pathologist, considering the whole person, their 
motives and their intentions. Question constantly, explore relentlessly. 
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Jim Lukaszewski 

What I Believe 
 

All questionable, inappropriate, unethical, unconscionable, immoral, predatory, improper, victim-producing 
and criminal behaviors are intentional. All ethical, moral, compassionate, decent, civil and lawful 

behaviors are also intentional. The choice is always clear and always yours.  

 

 Workplaces with integrity, civility, respect, and decency are safer and more ethical. 

 

Those who lead with genuine integrity, civility, respect, and decency are likely to be more ethical. 

 

Unconscionable intentions, behaviors, actions and decisions, those that vilify, damage, demean, dismiss, 
diminish, humiliate, caused needless but intentional pain, express anger and irritation, demand or bully, 
are mean, negative, insulting, disrespectful, disparaging, tone deaf, without empathy, that intentionally 

injure, accuse, over bear, are punitive, harmfully restrictive, exceed the boundaries of decency civility and 
integrity, all are unethical. 

 

Apology is the atomic energy of empathy. Apologies tend to stop bad things from starting and starting bad 
things to stop. 

 

Empathy is positive, constructive actions and deeds that demonstrate civility, decency and integrity while 
speaking louder than words possibly can. 
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Lukaszewski’s Crisis Realities 
 

Definition 

A people stopping, show stopping, product stopping, reputationally redefining 
event that creates victims and/or explosive visibility. 

 

Grand Strategy 

• Stop the production of victims 
• Manage the victim dimension 
• Communicate internally 
• Notify those indirectly affected 
• Manage the new media, legacy media, bloggers, guessers, people smarter 

than you 
 

Truisms 

• Bad news always ripens badly 
• Every moment of indecision creates unseen but avoidable collateral 

damage 
• There is no such thing as 2020 hindsight because there is no such thing as 

2024 foresite 
• Silence is the most toxic strategy 
• Critics and victims accumulate 
• There will always be bellyachers, bloviator’s, gripers, second guessers and 

backbench complainers 
• Once a critic, enemy or victim, always a critic enemy or victim 
• Speed beats smart every time 
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SEEKING FORGIVENESS: 
Nine Steps to Rebuilding and Rehabilitating Trust 

 
Seeking Forgiveness is society’s requirement for relationship, trust, and credibility restoration. 

Adverse situations using this template are remediated faster cost a lot less, are controversial for much 
shorter periods of time, suffer less litigation, and help the victims come to closure more quickly. 
Obtaining forgiveness involves completing the nine steps below. To achieve success in the shortest 
possible time, these steps should be initiates and completed as quickly as possible: like start them all 
today. Skip a step or be insincere and the process will be incomplete and fundamentally fail. 

 
Step #1  Candor: Outward recognition, through promptly verbalized public acknowledgement, that a 
problem exists; that people or groups of people, the environment, or the public trust are affected; and 
that something will be promptly done to remediate the situation. 
 
Step #2  Extreme Empathy/Apology: Verbalized or written statement of personal regret, remorse, and 
sorrow, acknowledging personal responsibility for having injured, insulted, failed or wronged another, 
humbly asking for forgiveness in exchange for more appropriate future behavior and to make amends in 
return. 
 
Step #3  Explanation (no matter how silly, stupid, or embarrassing the problem-causing error was): 
Promptly and briefly explain why the problem occurred and the known underlying reasons or behaviors 
that led to the situation (even if we have only partial early information). 
 
Step #4  Affirmation: Talk about what you’ve learned from the situation and specifically how it will 
influence your future behavior. Unconditionally commit to regularly report additional information until 
it is all out or until no public interest remains. 
 
Step #5  Declaration: A public commitment and discussion of specific, positive steps to be taken to 
conclusively address the issues and resolve the situation. 
 
Step #6  Contrition: The continuing verbalization of regret, empathy, sympathy, even embarrassment.  
Take appropriate responsibility for having allowed the situation to occur in the first place, whether by 
omission, commission, negligence or stupidity. 
 
Step #7  Consultation: Promptly ask for help and counsel from “victims,” government, the community 
of origin, independent observers, and even from your opponents. 
Directly involve and request the participation of those most directly affected to help develop more 
permanent solutions, more acceptable behaviors, and to design principles and approaches that will 
preclude similar problems from re-occurring. 
 
Step #8  Commitment: Publicly set your goals at zero. Zero errors, zero defects, zero dumb decisions, 
and zero problems. Publicly promise that, to the best of your ability, situations like this will be permanently 
prevented. 
 
Step #9 Restitution: Find a way to quickly pay the price.  Make or require restitution. Go 
beyond community and victim expectations, and what would be required under normal circumstances 
to remediate the problem. Pay more now or much more later. 
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COMMUNICATING INTENTIONALLY 
 

By James E. Lukaszewski 
ABC, Fellow IABC, APR, Fellow PRSA, BEPS Emeritus 

 
 

A Trust building Platform from Which All Behaviors, Intentions, 
Strategies and Decisions Flow. 

 
 

 
 
Over the years, I’ve developed, teach, coach and advocate a very powerful and helpful 

communication philosophy. At the same time, this approach defines my ethical approach to life, to work 
and to trouble. I call these “intentions” because this is how I seek to operate my life every day, and to 
teach others to do the same. These behaviors build trust. 

 
1. Candor – Truth with an attitude, delivered now (the foundation blocks of trust). 

• Disclose, announce early. 
• Explain reasoning and reasons. 
• Discuss options, alternatives considered. 
• Provide unsolicited helpful information. 

 
2. Openness, accessibility – Be available for the disasters as well as the ribbon cuttings. 

• Be available. 
• Be willing to respond. 

 
3. Truthfulness – Truth is 15% facts and data, 85% emotion and point-of-reference.  

• Point of reference matters more than facts. 
• Factual overload victimizes people and makes them feel stupid, therefore angrier.  
• Unconditional honesty, from the start. 
• Get good at handling emotional situations, subjects and people 

 
4. Empathy – Action always speaks louder than words.  

• Action illustrates concern, sensitivity, and compassion. 
• Act as though it was happening to you or someone you care about. 
• It is literally impossible to put yourself in someone else’s shoes in any meaningful way, from 

the victim’s perspective. 
 

5. Responsiveness – Answering questions relentlessly in every situation validates your integrity. 
 
• Every concern or question, regardless of the source, is legitimate and must be addressed. 
• Answer every question; avoid judging the questioner. 
• Avoid taking any question personally. 
• Build followers and be nice, even in the face of anger or aggressive negativity. Anger and 

arrogance create plaintiffs. 
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6. Transparency – No secrets (because important things and stupid stuff always come out.) 
• Our behavior, our attitude, our plans, even our strategic discussions are unchallengeable, 

positive, and explainable. 
• Our families would be comfortable reading about our actions, decisions, and discussions on the 

front page of tomorrow’s newspaper. 
  

7. Engagement – Face-to-face is the communications approach desired by just about everyone and 
every victim. 
• Take aggressive positive interaction with those who challenge us. 
• Our base and those who give us permission to operate expect us to deal with unconvinceables 

and victims. 
• Prompt direct interactive response, even negotiation, empowers the initiator. 

 
8. Destiny Management – It’s your destiny, which only you can manage in your own best interest. 

• Manage your own destiny, or you’ll find someone waiting on the sidelines to do it for you. 
• Relentlessly correct and clarify the record. 
• Prompt, positive, constructive elaboration of the facts preempts critics and empowers 

employees, supporters and those who give us permission to operate. 
 

9. Apology – The atomic energy of empathy. Apologies stop just about everything, including 
litigation.  
 
• Acknowledge personal responsibility for having injured, insulted, failed, or wronged another. 
• Explain what happened and the known reasons for the circumstance. 
• Talk about what you and your organization have learned that will help prevent it from ever 

happening again. 
• Humbly ask for forgiveness in exchange for more appropriate future behavior and to make 

amends. 
• Make restitution 

 
 

You can call this anything you like: communications policy, guidelines or manifesto. I like the word 
intentions because it signifies that we are fully engaged in communicating in the most effective, honest, 
empathetic and open manner possible, all the time.  

 
By publically professing these intentions you will set a standard to which you can be held 

accountable. This behavior can lead to an extraordinarily interesting, useful and trustworthy life 
and besides, you sleep better at night. 
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Frequent but Unbelievable Excuses to Stall, 
Delay, or Deny 

1. “Let’s not get ahead of ourselves” 
2. “Don’t have all the facts” 
3. “Don’t trust the facts we already have” 
4. “If we act, we legitimize something or someone we don’t like or that isn’t deserving” 
5. “Information sources are not trusted” 
6. “Information sources are not vetted” 
7. “It’s too late” 
8. “It’s too soon” 
9. “No benefit to us” 
10. “No credible information” 
11. “No proof of need” 
12. “No urgency” 
13. “Not our fault” 
14. “Not our issue” 
15. “Not sufficiently important to react to” 
16. “The victims don’t deserve our help” 
17. “The victims haven’t earned our help” 
18. “We don’t believe the victims” 
19. “Who really cares?” 
20. “Acting or talking makes us guilty” 
21. “Our peers and colleagues prefer that we stall” 

Powerful Reasons for Acting and Talking 
Now 

1. Ultimately, stalling, delaying, and denying are career defining decisions 
2. Avoids the unbelievable and often phony excuses caused by stalls, delays, and denial 
3. Better control of the outcome 
4. Better control over the next steps 
5. Fewer victims are created 
6. Honorable people and organizations act promptly 
7. It’s your destiny, fail to act promptly and it’s likely somebody (you don’t like) will. 
8. Less time for your mistakes and more time for additional criticism and misinformation from 
your critics and enemies 
9. Speed regularly beats smart 
10. Stalling, delaying, and denying give those who oppose you more control of the outcome  
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Profiles in Failure: 
Behavior Patterns That Precipitate and Perpetuate Trouble  

By James E. Lukaszewski  
ABC, Fellow IABC, APR, Fellow PRSA, BEPS Emeritus 

 
Sometimes the only way to help organizations avoid embarrassment, humiliating visibility, 

enormous litigation, and just plain stupidity is to illustrate dramatically the pattern of behaviors 
and attitudes that lead to catastrophic reputational trouble. I call this pattern “Profiles in 

Failure”. These behaviors can be easily recognized and their impact predicted. If you are looking 
for trouble, here’s the way to quickly multitask your way into long-term difficulty. 

 
1. Silence: The most toxic strategy possible. Makes you look like a perpetrator, 

whether true or not. There is no credible way to explain silence in the 
face of crisis. Silence is the most frequent career-killer in crisis 
situations. 
 

2. Stalling: Speed beats smart every time. Failure to act immediately, even 
incorrectly, is impossible to explain or apologize for. Doing nothing, 
even for what appear to be good reasons, is never explainable.  
 

3. Denial: Refuse to accept the fact that something bad has happened and that 
there may be victims or other direct effects that require prompt public 
acknowledgement. 
 

4. Victim Confusion: Irritable reaction to reporters, angry neighbors, and victims’ families 
when they call asking for help, information, explanation, or apology. 
“Hey! We’re victims too.” 

 
5. Testosterosis: Look for ways to hit back, rather than to deal with the problem.  Refuse 

to give in, refuse to respect those who may have a difference of opinion 
or a legitimate issue.  
 

6. Arrogance:  Reluctance to apologize, express concern or empathy, or to take 
appropriate responsibility because, “If we do that, we’ll be liable,” or, 
“We’ll look like sissies,” or, “We’ll set a precedent,” or, “There will be 
copycats.” 
 

7. Search for the Guilty: Shift blame anywhere you can while digging into the organization, 
looking for traitors, turncoats, troublemakers, those who push back, and 
the unconvinceables. 
 

8. Fear of the Media: As it becomes more clear that the problem is at least partly real, the 
media begin asking, “What did you know, and when did you know it?”, 



Page 10 of 39 
 

Copyright © 2020 James E. Lukaszewksi. Contact the copyright holder for permission to reprint or for other usage: 
203-948-7029  |  jel@e911.com 

 

 
Execute one, some or all of these behaviors in any order and I guarantee trouble, serious 
reputation problems, and brand damage. By the time you recover -if you do- look for some 
career defining moments including involuntary departure, and a new team may replace you and 
yours. 
 

  

“What have you done, and when did you do it?”, and other humiliating, 
embarrassing, and damaging questions for which there are no really 
good, truthful answers anymore because you have stalled so long. 
 

9. Whining: Head down, finger in your navel, shuffling around, whining, and 
complaining about how bad your luck is, about being a victim of the 
media, zealous do-gooders, wacko-activists, or people don’t know 
anything; about how people you don’t respect have power; and, that 
you “don’t get credit” for whatever good you’ve already contributed. 
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LUKASZEWSKI’S CIVILITY  
AND DECENCY MANIFESTO 
 
By James E. Lukaszewski,  
ABC, Fellow IABC, APR, Fellow PRSA, BEPS Emeritus 

 
1. When your words, deeds or actions turn to vilification, stop. 
2. When you use sarcasm to ridicule and damage, demean, dismiss, 

diminish or humiliate, stop. 
3. When your words are arrogant, causing needless but intentional pain 

and suffering, stop. 
4. When your words clearly express anger and irritation, stop. 
5. When your words, deeds or actions are demanding and bullying, stop. 
6. When your words are just plain mean, stop. 
7. When your words insult, stop. 
8. When your words become corrosive and disrespectful, stop 
9. When your words become disparaging and tone deaf, stop. 
10. When you speak and behave without empathy, stop, reconsider. 
11. When your words mindlessly injure, stop. 
12. When your words, deeds or actions intentionally injure, stop. 
13. When your words spread accusations and suspicion, stop. 
14. When your words exhibit overbearing and overzealousness, stop. 
15. When what you propose is negative, punitive, defensive and               

harmfully restrictive on others, stop, choose another pathway. 
16. When your words exceed the boundaries of decency, civility and integrity, 

just simply stop. Choose another path. 
 

The true test of civility is a commitment to verbal, written communication and 
actions that are positive and declarative and behaviors that are simple, sensitive, 
sensible, constructive, positive, helpful, empathetic and benefit the recipient out 
of proportion positively to the sender. Any other pathways lead only to trouble, 
prolong problems and delay mitigation and resolution. Empathy means positive 
deeds that speak louder and more constructively than words.  
 
There are so many pathways to civility, decency, and integrity, pick as many as you can.  
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Lukaszewski's 12 
Axioms of Crisis 
Survival 
 
By James E. Lukaszewski,  
ABC, Fellow IABC, APR, Fellow PRSA, BEPS Emeritus 
 
 

Managing emergencies, crises, and disasters successfully means recognizing patterns of 
success and avoiding patterns of failure, and defeat. Understanding these patterns enables us to 
coach and prepare management's actions, emotions, and expectations before and during 
emergency situations. Here's what I've learned: 
 

1. Neither the media, your toughest opponents, smartest critics, nor the government knows 
enough to defeat you. Defeat is almost always the work of uninformed or over confident, 
overly optimistic bosses, co-workers and associates; well-meaning but uninformed 
friends, relatives, or from dysfunction in an organization. 
 

2. All crises are local, at the beginning. Keeping the issues and focus tight and small will help 
you solve your problems and move forward. Your "industry," outsiders, or the media 
cannot solve your problems (they don't care), nor can you solve theirs. You must solve 
your own. It’s your destiny. Manage it or someone else will. 
 

3. Disasters and problems rarely kill products, brands or companies unless you let them. It 
is your silence, negative communication and attitude that cause tough questions, bad 
stories, and real damage. Silence is the most toxic strategy of all. 
 

4. Colorful and memorable language creates headlines that last forever, are impossible to 
live down and is among the most frequent causes for top executive dismissal during a 
crisis. Bad news always ripens badly. 
 

5. Twenty-five percent of your resources and fifty percent of your energy during 
emergencies go toward fixing yesterday's mistakes. Crises are messy, sloppy, imprecise 
situations. Everything gets worse before most anything gets better. 
 

6. Positive, aggressive, assertive communication limits follow-up questions, focuses on the 
most important aspects of the problem, and moves the entire process forward to 
resolution despite a negative environment, an antagonistic news media or contentious 
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social media, angry victims and survivors. Positive, constructive, compassionate actions 
always speak louder than words. 

 
 

7. There is no question you can be asked about your situation that will surprise you. You 
may get irritated, agitated or humiliated because a really tough or touchy subject is raised, 
but you aren't surprised. Promptly answering every question is your ongoing opportunity 
to get your messages out, and calm things down. 
 

8. Preparation, rehearsal, and a certain amount of luck will keep you going and help you win. 
 

9. Luck is limited. 
 

10. The general public does not care about your problems until you make them care. Fifty 
percent have no reason to care; 
• Twenty-five percent probably have troubles worse than yours, from their perspective, 

anyway; and 
• If you get the attention of those remaining, they will probably be glad you have the 

trouble you have. 
 

11. Leadership that shows compassion, community sensitivity and ethical response strategies 
moves companies to victory and out of harm's way. Timidity, hesitation, confusion and 
arrogance bring defeat and long term trust damage. Keep the positive pressure on to win. 
 

12. Destructive management communication behavior and language often leads to similar 
troubling behavior at many levels within an organization. Leadership has three principal 
responsibilities in crisis: Stopping the production of victims, managing the victim 
dimension, and setting the moral tone for the response. 
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The Boss’ Most Crucial Role in Crisis 
 Crisis Guru Classic #25 

 
By James E. Lukaszewski,  
ABC, Fellow IABC; APR, Fellow PRSA; BEPS Emeritus 
America’s Crisis Guru® 

 

WORD COUNT:  737 (750 Word Limit) 
One of the more powerful weaknesses in crisis response is the lack of specific roles and 

assignments for top management. The result of this crucial gap in crisis management planning 
is the mismanagement, lack of management, or paralysis that afflicts crisis response efforts. 
This defect occurs all too frequently in plans I review, responses I analyze, and scenarios I 
explore with client companies. 

 
In the course of directing a client’s crisis response, analyzing past responses to crisis, or 

developing powerful response strategies, it’s clear to me that crisis response promptness and 
effectiveness depends on having five essential responsibilities spelled out carefully in your crisis 
plans for the CEO (or surviving leaders): 

 
1. Assert the moral authority expected of ethical leadership. No matter how 

devastating or catastrophic the crisis is, in most cultures forgiveness is possible 
provided the organization, through its early behaviors and leadership, takes 
appropriate and expected steps to learn from and deal with the issues. The 
behaviors, briefly and in order, are: 

 
• Candor and disclosure (acknowledgement that something adverse has happened 

or is happening) 
• Explanation and revelation about the nature of the problem (some early 

analysis) 
• Commitment to communicate throughout the process (even if there are lots of 

critics) 
• Empathy (intentional acts of helpfulness, kindness, and compassion) 
• Oversight (inviting outsiders, even victims, to look over your shoulders) 
• Commitment to zero (finding ways to prevent similar events from occurring 

again) 
• Restitution or penance (paying the price – generally doing more than would be 

expected, asked for, or required) 
 

2. Take responsibility for the care of victims. The single most crucial element in any 
crisis, aside from ending the victim-causing event, is managing the victim dimension.  
There are only three kinds of victims:  people, animals, and living systems. It’s top 
management’s responsibility to see that appropriate steps are taken to care for 
victims’ needs. This is both a reputation preservation and a litigation reduction 
activity. Most devastating responses to crises occur when victims are left to their 
own devices, when victims’ needs go unfulfilled, or for whatever reasons (usually 
legal) the organization that created the victims refuses to take even the simplest of 
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humane steps to ease the pain, suffering, and victimization of those afflicted. Out of 
all of the CEO’s essential responsibilities, taking a personal interest and an active role 
in the care of victims is the most important. Maintain a positive, constructive 
pressure to get victim issues resolved promptly. 

 
3. Set the appropriate tone for the organizational response. Tone refers to internal 

management behavior that helps the organization meet the expectations triggered 
by a crucial, critical, or catastrophic situation. If senior management takes on the 
posture of being attacked or victimized, the entire organization will react in the same 
way.  Very rarely are large organizations and institutions considered victims. They’re 
generally considered to be the perpetrators at worst, or arrogant bystanders at best. 
 
It’s the most senior executives who need to set a constructive tone that encourages 
positive attitudes, language, and prompt responses. This approach protects the 
organization’s relationships with various constituents during the response and 
recovery period, shows respect for victims, and reduces the threat of trust or 
reputation damage. 
 

4. Set the organization’s emotional voice. Put a compassionate face and a voice on the 
organization or institution as it moves through the crisis, our emotional connection to 
those who are suffering. This action is directed towards how we describe ourselves, 
what we’re doing, how the response is going, what responsibilities we’re taking, and 
what outside scrutiny we’re inviting. 

 
5. Commit Random acts of leadership at every level. Leaders acting like leaders has 

great significance during urgent situations. Literally walk around and talk to people. 
Encourage, suggest, knock down barriers, and help everyone stay focused on the 
ultimate response process goals. Random acts of leadership are always welcome in 
any environment, but especially during crisis. Rather than huddling in their executive 
offices trying to determine what steps should be taken to resolve the situation, 
ninety percent of senior executive activities should have executives out-and-about 
being leaders, motivators, and instigators of empathy. 

 
Of all of these, it’s the prevention of similar occurrences that will help victims come to 
closure and provide sufficient evidence that enough lessons have been learned to avoid the 
need for litigation and other forms of public embarrassment and humiliation. 

 
Few problems are really crises. But all crises are serious management problems.  
Preplanning executive actions can avoid career-defining moments. Include specific 
executive expectation instructions in all plans and response scenarios. 
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Your Personal Daily Ethics 
Audit 

  By James E. Lukaszewski,  
ABC, Fellow IABC, APR, Fellow PRSA, BEPS 

Emeritus 
Copyright © 2017, James E. Lukaszewski. 

All rights reserved.   
 

The moment your stomach gets that twinge about what you are doing or planning to do, or someone 
else in your company is starting or plans to start doing, stop and ask yourself: 

1. What is the ideal behavior here? 
2. How are ethical questions being surfaced and addressed? 
3. What is remaining unsaid, ignored, actually covered up? 
4. When will leaders address the ethical expectations of others? 
5. Is the profit motive in balance with your own ethical expectations?  

 

ETHICAL DECISION-MAKING GUIDE 
HELPS RESOLVE ETHICAL DILEMMAS  

By Kathy R. Fitzpatrick, JD, APR, Former Member BEPS  

On PRSA.org 

For public relations and other professionals, ethical dilemmas arise when responsibilities and 
loyalties conflict and a decision about the appropriate – i.e., ethical – course of action must be 
made. Often, a choice is required among actions that meet competing obligations. For example, 
when might the obligation to serve the public interest override loyalty to clients? When does a 
particular stakeholder’s interest take priority over an employer’s interest? In other words, just 
exactly what is “responsible advocacy”? Apply these questions to sort things out: 

  

1. Define the specific ethical issue/conflict. 
2. Identify internal/external factors (e.g., legal, political, social, economic) that may 

influence the decision.  
3. Identify key values.  
4. Identify the parties who will be affected by the decision and define the public relations 

professional’s obligation to each.  
5. Select ethical principles to guide the decision-making process.  
6. Make a decision and justify it.  
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Winning When Everybody is Mad at You 
 

These seven statements give an indication of my philosophy and strategic approach for 
winning: 
 
1. Wage peace everyday. Do something else when you will have war for sure. War produces 
casualties and victims all of whom work to live long enough to destroy your best efforts. Reduce 
the production of critics at every opportunity. 
2. Contention is the absence of agreement. Work for agreement, incrementally, everyday. 
3. Getting permission depends upon gaining public agreement and consent. Avoid all resist 
anything, anyone, or any decision, that delays, denies, disables, or damages the permission 
process. 
4. Control testosterosis. Anger, irritation, frustration, confrontation cloud judgment, damage 
relationships, cause misunderstandings, and rarely accomplish anything good. 
5. Recognize and leverage from the patterns of democracy, avoid political games and game 
players, all those people have different agendas from yours. 
6. Work as directly as you can. Like most everything that matters in life, agreement is generally 
achieved, when the principals relentlessly commit to sit down face-to-face and directly work it 
out.. 
7. Success depends on communication, common sense, direct, prompt action, empathy, 
transparency and engagement. Explain to everyone as well as remind them of your 
communication and behavior intentions so they will know how to behave in return. 
 
Here is a here is a brief portion of our experience relevant to this project: 
 
TLG work with clients under attack (or where a significant risk exists) in communities for 
corporate clients: 
 
1. Siting a non-toxic, nonhazardous landfill for a paper mill in the east central US  be successful 
would mean the loss of 2500 jobs at the plant worth about $1 billion. The issue came down to a 
zoning variance process, a public, corporate election on the issue and eight years of litigation. 
Highly flammable state EPA engagement and confusion, some of us lead to our success. 
 
2. Siting a 900 acre limestone quarry (proposed depth 250 feet) in a small town, in the Midwest. 
Up to the point of this product was proposed this little town had only farmers with cows and 
corn. This one would have been lost had the time trustees not made a couple mistakes and 
angered the judge. It also helped that after three years of intensive, corrosive opposition by a 
single person, that individual's moving away provided the opportunity for negotiations and 
significant progress. 
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3. Defending a paper mill against a lawsuit from a neighboring state, by mobilizing the work 
force and citizens to save the mill and save the town. Mobilized more than 2000 workers and 
retirees to actively support and engage in the project. 
 
4. Organize and supervise the communication strategy for a client responsible for some of the 
concentrated pollution in an urban area. This was a Superfund project. 
 
5. Assist the top state official in an eastern state to defend himself against an aggressive, 
outlandish, effective cyber attack . . . managed to keep this fight pretty local. 
 
6. Prepared several pharmaceutical companies and related industries for a possible attack by 
animal rights advocates and activists. 
 
7. Many examples of working for health care institutions facing the attacks of angry 
communities complicated by outside agitators, labor unions, politicians and self-appointed high 
profile individual actors. 
 
8.  Working to establish charter schools (with both the proposers and the school board), mostly 
in the poorer areas of urban centers.  
 
9. We work with pipeline companies in the US and elsewhere on siting issues and strategies, 
community confidence building and opposition counteraction. These folks know how to spill 
stuff, agitate local people and irritate regulators. 
 
10. Assist in major metropolitan hospital gain a permit to build a helicopter landing pad in a 
residential neighborhood. 
 
11. Our work with  MRC and HRC. . . on every aspect of their project from employee training, to 
media relations, to public activity and testimony, to drafting and designing their web site, trial 
preparation and advising their counsel. 
 
12. Currently we are advising on contentious setting projects in communities large and small in 
more than a dozen states including California. 
 
In most of these projects I was/am the client's principal strategist, management coach, source 
of sanity and pragmatism as events unfolded which, almost always, driven by events, took 
longer, went into various unforeseen directions, cost more, and seemed hopeless or endless, 
then anyone ever anticipated . . . except me. 
 
Over the years I worked on projects like these in every state but Alaska, plus most Canadian 
provinces and countries in Central and South America. I provide second opinions on community 
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relations a contention reduction to other consultants throughout the world. 
 
Occasionally we recommended and are allowed to bring in other specialists where corporate 
public demonstrations needed to be organized, especially challenging political issues and 
personalities were involved, or there needed to be higher public visibility i.e. advertising, direct 
mail or media campaigns, although rare, sometimes public opinion researchers. 
 
Over the 30 years I've been doing this, communities and individuals have consistently gotten 
grown more powerful in their ability to stop or significantly alter the plans of even the most 
powerful companies. With the growing use of "new media" the power of individual opposers is 
growing.  
 
I interesting reading materials with Dan and a CD. I hope you'll take time to review those. 
They're all about leadership and the behavior leaders. That's almost all of these situations boil 
down to. 
 
I've also learned that you can achieve your objectives with people upset, the media angry, your 
employees split, and the community that may be more divided than unified. 
 
Winning depends on recognizing five realities: 
 
1. Accomplishing your goals is going to take longer than ever imagined even to achieve 
significant milestones; 
2. Success will defy financial management, more money will be spent for things one never 
imagined would happen, or be requested or required; 
3. Have the stomach for all the lies, misunderstandings, deceptions, bad behaviors and 
misrepresentations caused by angry, frightened and powerless people. All of your explanations, 
good work and intentions just seem to bounce off. 
4. The staying power required because democracy is slow, sometimes silly, even stupid, sloppy, 
expensive, and endless. 
5. Unlike financial transactions, chemical experiments, science, finance and engineering, public 
processes rarely have finite endpoints. 
 
Some of this sounds incredibly pessimistic. But it's really a description of how things are actually 
going to go . If democracy is one thing, it is a process. Those who propose, if they can stay the 
course can expect to achieve less than they had hoped, sometimes far less, but wind up with 
more than they need to achieve their objectives. 
 
 I love to be wrong. But I'm rarely surprised, I pretty much know what is going to happen and 
will help you work preemptively and constructively to shorten the time line's and lower the 
barriers that are inevitable ingredients as you move forward. 
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Lukaszewski’s Lexicon of Decency’s Enemies 
Time to Start Calling Out Unconscionable 

Behaviors and Actions 
By James E. Lukaszewski, 

ABC, Fellow IABC, APR, Fellow PRSA, PRSA BEPS Emeritus 
2020 Trust Across America Lifetime Achievement Award Recipient 

 
Explicitly identifying and explaining unconscionable behavior is the first step towards eradicating 

them. We need to be as explicit and detailed as possible to help counteract and eradicate decency’s 
enemies. Feel free to add additional entries to this list for future counteraction and eradication. If you 
send them to me, I’ll expand the list. 
 

1. Arrogance: deciding serious matters without consulting or sometimes deceiving victims. 

2. Beyond the boundaries of decency, civility, and integrity: your bellybutton will warn you. 

3. Blind Eyes: the greatest single enabler of inappropriate, unethical, toxic, and 
unconscionable behavior. 

4. Bullying: sometimes physical, but mostly coercive, threatening, embarrassing, and 
intimidating language; causing permanent emotional and psychological injury. 

5. Cheerleading: cheerleading the actions of decency’s enemies. 

6. Defaming: intentionally giving information and data in ways that embarrass, intimidate, 
and often silence victims or opponents. 

7. Demeaning: language that intentionally humiliates, is embarrassing and meanspirited. 

8. Dismissiveness: intentionally undervaluing other people and their ideas.  

9. Disparaging: deliberate disrespect, sometimes ridicule, often sarcastic. 

10. Disrespectfulness: acidic, demeaning, and intentional denial of respect.  

11. False suspiciousness: lying about facts and evidence, falsely casting doubt. 

12.  Humiliation: intentional degradation of an individual. Intentionally causing fear, 
embarrassment, and mortification. 

13.  Intentional embarrassment: Amplifying or magnifying mistakes and errors, obvious 
needless humiliation. 
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14.  Intentionally Injurious: done with malice; inflicting permanent, unrecoverable damage.  

15.  Intentionally Irritating: behaviors, language, and actions that agitate and irritate. 

16.  Intentionally Painful: designed to hurt, damage, be unexplainable and 
unrespondable.  

17.  Intentionally Victimizing: knowingly and with premeditation; psychologically, 
emotionally and sometimes physically traumatizing a human being. 

18.  Meanness: acting with malice, disrespect, and wickedness.  

19.  Negative Surprise: falsely luring someone into a “positive event” when the intention 
is to embarrass, humiliate, and vilify.   

20. Overbearing: domineering, dictatorial, rudely arrogant, overwhelmingly negative, 
deliberate meanness.  

21. Overzealousness: excessive negative zeal and/or devotion or diligence.  

22. Punishing: intentionally punishing abusiveness designed to hurt. 

23. Ridicule: words, behaviors, and actions that create contempt, disrespect, and often 
inappropriate laughter or enjoyment of someone else’s pain and suffering. 

24. Sarcasm: bitter, derisive, or ironic language designed to embarrass, humiliate, and taunt. 
Jeering. 

25. Silence: the most common form of turning a blind eye. It’s just easier to ignore it all, even 
recognizing how toxic unconscionable behaviors and language are.  

26. Tone Deafness: intentionally failing to recognize harmful, disrespectful, disdainful, and 
often victimizing language, behaviors, and decisions.   

27. Unfounded Accusations: careless and often intentionally erroneous allegations which 
demean, deflect, disdain, irritate, agitate, and are often seemingly unanswerable.  

28. Vengeance: infliction of injury, harm, humiliation, violent acts or the like, on a person by 
another who has been harmed by that person. (Dictionary.com) 

29. Victimization: a personal state of psychological or emotional injury that is generally 
permanent. A state of adversity when a human feels helpless, hopeless, suspicious, put 
upon, and innocent. 

30. Vilification: to describe something or someone with overwhelming vileness and villainous 
intent.  
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What Does Civility Look Like, Sound Like, Feel Like!? 
 

The true test of civility is an intention and commitment to verbal, written 
communication and actions that are positive and declarative and behaviors that are 
simple, sensitive, sensible, constructive, positive, helpful, empathetic and benefit the 
recipient out of proportion positively to the sender. Any other pathways forward can lead 
only to trouble, prolong problems and delay mitigation and resolution. Empathy which is 
so often and mistakenly interpreted to mean," putting yourself in someone else's shoes," 
which is impossible and often insulting or revictimizing, means positive deeds that speak for 
themselves louder and more constructively than words can. 

 

Civility and Decency Are Always About Reconciliation, Engagement, 
Mutual Understanding, Trust and Respect. 

 

I define trust as the absence of fear, and fear as the absence of trust. When you boil it 
down, the hardest thing about decency is that it is always about someone else, something 
else, and only indirectly, for our own personal, emotional benefit. 

It’s about trust. 

It seems to me that the secret of continuing America’s greatness is to move into a period 
of reconciliation and engagement, mutual understanding based on truthfulness, openness and 
constant acts of civility and small decencies that bind us together as neighbors and as a nation, 
in trust rather than in fear. Just remember, Decency, Humility, Honesty, Integrity Are Personal 
Behaviors Purposely Chosen. 

The table below might be useful, to motivate and monitor yourself, maybe others as 
well. Could be personally very informative keeping track of your own acts of decency and 
perhaps incivility just to get a sense of your own impact on others. Just use the simple checklist 
below to daily audit your performance in each category. My guess is if you do something like 
this even for a little while you’re going to have some interesting conversations with people you 
care about who care about you. 
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Ingredients of Goodness Civility/Simple Decencies 
- Apology 
- Candor 

- How can I help you 
- How nice of you 

- Decency 
- Empathy 
- Engagement 
- Honesty 
- Humility 
- Openness 
- Responsiveness 
- Transparency 
- Truthfulness 

- I can do that 
- I’m sorry 
- Let me help you 
- My pleasure 
- Please ask me, I’m ready to help 
- Please forgive me 
- Thank you 
- Yes 
- You’re Welcome 

 

What is the Point? 
 

1. Leaders and smart mangers know. The simple truth is that the choice between 
aberrant, improper and unethical behavior and ethical alternatives is clear, known to 
a decision-maker as it is to a child, because it's what their mothers taught them several 
times during their lives. 

 

2. Once caught, the truth comes out. I have to say, that when I enter into a circumstance 
where there clearly has been executive misbehavior, I never have to ask the question, 
“What were you thinking?” That’s because the “smart” person has probably, especially if 
they are a senior executive, already talked to their mother about it. Their mother, 
although supportive, will ask some pretty pointed questions, such as “What were you 
thinking?” I actually ask senior executives, “What did your mother say when you told 
her?” Quite often, interestingly enough, when an executive knows he or she is in trouble, 
before they consult their attorneys or some of the wiser heads around them, they get 
advice from mom first. 
 
The reason this is important is because my first question can then be, “What is the 
truth?”, “What really happened?”, “Why are we together today, solving this kind of 
problem?” 

3. The neglect and avoidance of civility, decency, and ethics is justified every day. In the 
development of The Decency Code, we interviewed many executives and when we 
discussed sexual harassment there was often a completely negative reaction from men, 
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and just a few women, that this whole issue is overblown and really not that serious or 
prevalent. When we pursued what “not serious or prevalent” meant, one executive, out 
of frustration said, because the whole subject is, “unfair to men.” Even with the 
enormous coverage of these behaviors and very high profile successful prosecutions of 
well known individuals, this feeling, especially at higher levels of management and 
leadership, persists. Discussing the abuse of women is somehow anti-men. The lesson is 
that we have an enormous distance to travel to eradicate the passive acceptance of this 
abusive behavior. Evidence of the ubiquity of this behavior in organizations is so 
pervasive that it could reasonably be considered a pandemic. 

 

4. Be wary of those who advocate seeking a “balanced approach.” This is cover code to 
justify demeaning life and health to justify making rich people richer at the expense of 
victims. The argument itself is completely ridiculous. In the choice between economic 
necessity and the additional individuals who will needlessly die as a result of this public 
policy, how can we make such a decision in a balanced way? How many deaths is an 
uptick of one point in the DOW worth? 

 

5. The Lexicon of Decency’s Enemies. I have collected and named these unconscionable 
behaviors. They are contained in a separate document in this newsletter. 

 

6. Defeating decency’s enemies requires at least five constructive and persistent actions: 
 

a) Speak up. Shrug off the numbness that has developed in our culture about these 
unwanted behaviors. 

b) Work within your own organizations to consciously adopt the ethical 
philosophy of searching for ideal behavior in everything that is done. This also 
means then rejecting those things that are less than ideal or blatantly 
unconscionable. 

c) Name the offending behaviors, intentions, ideas, and strategies. The reluctance 
to name or to simply debate whether or not something should be named are 
powerful tools for decency’s enemies to get lost in a bunch of semantic rabbit 
holes all the while allowing self- forgiveness to prevail and indecency to continue. 

d) Seek out, establish, and support leaders who will visibly and aggressively 
champion civility, decency, integrity, and trust. They will lead the search to 
establish ideal behaviors and eradicate those behaviors that are something else. 

e) Detoxify our language and behaviors needs to become something we aspire to 
accomplish and expect of others every day. Both to have better lives and to repel 
decency’s enemies. 
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How to Begin or Enhance Your Search for Ideal Behavior 
 

Just ask yourself the following simple questions: 

• Is your tummy okay with what you are about to decide, do, or suggest? 

• Is what you are planning to do simple, sensible, constructive, positive, helpful, 
useful, and obviously ideal? 

• Is what you are planning on doing promoting or imposing something your 
mother would endorse and approve of? Does it pass the straight faced, eye 
contact test? 

• Does it avoid questions like “Are you kidding?” “What are you thinking?” “Tell me 
again, what’s ideal about this?” Does it meet the requirements of The Decency Code: 
Civility, Compassion, Empathy, Honesty, Humility, and Principled? 

It is amazing how doing the right thing, the expected thing quickly passes all these tests. If 
you find yourself getting stuck on these requirements at first, simply bail on what you are 
thinking about doing. Start over again, and go for The Decency Code template: civility, 
decency, integrity, and trust. 
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https://www.amazon.com/Decency-Code-Leaders-Building-Integrity/dp/1260455394 


