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Introduction

Leann Jacobson and her daughter, Shannon Williams, opened 
the store in October 2013. Greige is known for offering a comfort-
able and unique shopping experience. They offer various differ-
ent items such as Clothing, Home Décor, Jewellery, Gifts and Ac-
cessories. At Greige we’ve set out to provide a warm, pleasant 
and pleasing store for you to visit time and time again. Greige 
Goods is located at 707 S Main Street in Stillwater, OK.

Acknowledgements

Manager/Owner
LeAnn Jacobson
(405)-533-1011
leannj54@yahoo.com

Co-Manager
Shannon Williams
(405)-414-8108
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The purpose of this plan is to help aid the decision making process when a 
crisis occurs.
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Emergency Contacts

For Major Emergencies, CALL 911
Stay calm while on the phone
Describe the emergency 
Give the address: 707 S Main St, Stillwater, OK 74074
Stay on the line

Stillwater Police Department    Oklahoma Department of Health
723 S Lewis St      www.ok.gov/health
Stillwater, OK 74074
Phone: (405) 372-4171    Food and Drug Administration 
        www.fda.gov
Stillwater Fire Department 
1510 S Main St      Relevant Third Party Contacts:
Stillwater, OK      Brooklyn’s: 
Phone: (405) 372-0497    701S Main St
        Stillwater, OK 74074
Payne County Sheriff’s Department   Phone: (405) 533-3535
606 S Husband St #106 
Stillwater, OK 74074
Phone: (405) 372-4522

Payne County Health Department 
1321 W 7th Ave
Stillwater, OK 74074
Phone: (405) 372-8200

Poison Control
1 (800) 222-1222

Animal Control
1710 S Main St
Stillwater, OK 74074
Phone: (405) 372-0334

Center for Disease Control and Prevention 
www.cdc.gov



Shannon Williams
Co-Manager
405-414-8108

LeAnn Jacobson
Manager/Owner

405-414-8108

Amanda Sebring
Employee

512-905-6634

Rebecca Eden
Employee

580-327-7722

Brittany Swopes
Employee

580-716-3756

Coribeth Heien 
Employee

405-612-9935

Alli Serrano
Employee

817-505-3987
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Employee Contacts

Here are the numbers of Greige Goods’ employees. 
The following graph depicts the order of employees 
you should call in case of an emergency. Shannon Wil-
liams has the duty to contact other third parties in the 
event of a crisis.



Media Contacts
& Spokesperson 

Stillwater News Press      
www.stwnewspress.com
Jill Hunt, Advertising Director
advmgr@stwnewspress.com
(405) 372-500 ex. 263

Daily O’Collegian
405-744-6363
Barbara.allen@okstate.e
108 Paul Miller Bldg.,
Oklahoma State University
Stillwater, OK 74078

OSU Communications
Gary Shutt, Director of Communications
405-744-6260
413 Whitehurst
Oklahoma State University
Stillwater, OK 74078

Spokesperson:
If a crisis were to occur, LeAnn Jacobson will be the primary spokesperson. She will relay 
all key messages to the media and the public.

LeAnn Jacobson
Manager/Owner
leannj54@yahoo.com
405-414-8108

If LeAnn is unavailable, Shannon Williams will take her place.

Shannon Williams
Co-Manager
405-414-8108

Tips for the spokesperson:
Stick to your key messages.
Remember to stay calm and be confident.
Don’t say “no comment.”
Keep responses brief and relatable. 5

Stillwater Radio
Terry Weinacht, General Manage
Phone: (405) 372-7800
Request Line: (405) 377-5774
terry@stillwaterradio.net

Perkins Journal
thejournalok.com
Phone: (405) 547-2411
Fax: (405) 547-2491



Key Messages & Publics

6

Key Publics:
~The Customers of Greige Goods
~The suppliers of the store
~The city of Stillwater
~The surrounding businesses 

Key Messages:
In the event of a crisis that results in injury or closing of the store, 
the following messages should be communicated to the publics:

Robbery:
 1. “There was a robbery at Greige Goods today. Thankfully no one was hurt  
 was hurt in the incident. Thank to our customers for their support and under 
 standing, we will let you know when we will be reopening.”
 2. “Today when Greige Goods was robbed, ______ was  ______     
 {report any injuries and injured parties}. Thank you to our customers for   
 their support and understanding, we will keep you updated as we get more  
 infomation.”

Fire/Leak/Power Outage:
 1. “There was a _____ at Greige Goods today. Thankfully no one was hurt and  
 everything will be okay. Thank you to our customers for their support and un 
 derstanding, we will let you know when we will be reopening.” 
 2. “There was a ____ at Greige Goods today. Unfortunately, ______ {report   
 any injuries and injured parties}. Thank you to our customers for their support  
 and understanding, we will keep you updated as we get more information.”

General points to stick to when addressing the public during a crisis of any kind:
 1. Tell them the incident that took place and make sure it is clear    
 and made in a timely manner. 
 2. Report any injuries, or that no one was harmed.
 3. Thank the customers for their support and cooperation. Let them know   
 that you will keep them updated. 

The key messages should be released to the key publics through the following 
channels:
 1. Make updates to the Greige Goods Facebook page
 2. News release to a media contact if a truly newsworthy event occurs
 



First Aid

Here are some simple tips on how to perform basic first aid. There is not a substitute 
for proper first aid training, so do not perform any procedures outside of your abili-
ties.

Bleeding
1) If bleeding is severe, call 911.
2) Wear latex gloves and find gauze, towels and bandages.
3) Apply direct pressure to the wounded area. Remember to NEVER remove the 
gauze once it’s placed on the wound.
4) Elevate the wound above the victim’s heart.
5) Apply continuous pressure until bleeding stops completely or until proper medical 
assistance arrives.

Heart Attack
1) Call 911.
2) Unless allergic or otherwise advised, take aspirin. DO NOT leave person to find 
medications.
3) If the person is prescribed nitroglycerine and the medicine is close by, give the 
victim a dose of the medication.
4) If certified, give CPR if person stops breathing or is unresponsive.

Stroke
1) Call 911.
2) Make note of what time the symptoms started showing and share this information 
with medical professionals.
3) Keep the victim calm while waiting for medical assistance.

Unconsciousness
1) Attempt to (gently) awake the victim.
2) If the person is still unresponsive, immediately dial 911.
3) If certified, give CPR.
4) DO NOT relocate or move the victim.

Seizure
1) Call 911.
2) DO NOT restrain the victim.
3) Once convulsions stop, place the victim on his or her side.
4) Remember that these convulsions are uncontrollable, so be aware 
of your own safety.
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Shock
1) Call 911.
2) Check for a pulse or movement.
3) If certified and the victim is unconscious, administer CPR.
4) Keep victim comfortable.

Choking
1) Administer the Heimlich Maneuver by following the diagram below.
2) Have another employee or customer call 911.

Learn more about how to perform CPR by visiting the American Heart Association’s 
website or by signing up for a CPR certification class.

First Aid
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Irate Customer

Even with the correct amount of preparation, dealing with an irate customer is 
an unpredictable crisis. In the situation where a customer becomes unhappy with 
the service or product and becomes angry or hostile, employees should immedi-
ately contact a manger and inform them of the situation. Once the manager has 
stepped in, they should follow the guidelines provided below. 

The customer is always right
In a retail environment, the risk that an irate customer is bound to occur, whether it 
is on the phone or in the store. Make sure to attentively listen to what the custom-
er is saying and why they are upset. Ask questions to clarify what they are saying. 
Regardless of the situation, acknowledge to the customer that they have a right to 
be upset. 

Remain calm
Make sure and always remain calm and keep a level head so that the situation 
does not get out of hand. It is your job to diffuse the situation and calm down the 
irate customer. If the situation escalates to verbal abuse, make sure to retaliate in 
a manner that will better control their behaviour. An example of what to say is, “I 
would like to help you with this problem, but I need you to lower your voice...” Try 
not to take anything the irate customer says personally, they are just taking out 
their anger on you. 

Get the facts
Make sure that you understand the situation fully before you decide on your plan 
of action. 

Take responsibility
Take full responsibility for the problem and do not try and place blame elsewhere. 
Reassure to the customer that you understand and personally take care of the 
issue yourself. 

Solution
Take each issue case by case and address it accordingly. Once the situation is re-
solved, learn from the situation so that it can be prevented in the future. In order to 
avoid a lawsuit, make sure to document the incident. 

If the situation gets out of hand and cannot be handled within these guidelines, 
notify the authorities and get them involved.
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Fire
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In the even that a fire occurs in the store, the employee on duty should imme-
diately active that fire alarm. After the alarm is activated, the following steps 
should be taken: 

If the fire is small enough to be manually controlled:
 1. If anyone is in immediate danger, evacuate the store.
 2. Locate the nearest fire extinguisher.
 3. Put out the fire before it spreads.
 4. Dial 911 to notify the fire department. 
 5. Take account for any injuries or smoke inhalation.

If the fire is out of control:
 1. Employees should assist any customers out of the store safely.
 2. Make sure to stay low and cover both your mouth and nose.
 3. Before opening a door, check to make sure that the fire has not   
 spread by using the back of your hand to check for heat.
 4. Evacuate the building quickly and safely, make sure to close any   
 doors behind you.
 5. Make sure and get as far way from the building as possible.
 6. If the fire department is not yet on site, call 911.

The CCP Control Center: This is the predetermined location that individuals will 
meet. Greige Goods employees will meet at the corner of 8th and main, near 
Louie’s Grill and Bar. 

DO NOT:
 1. Attempt to put out the fire yourself if it is too large or if it will put any   
 one’s life in danger.
 2. Attempt to save any valuable items, such as files or merchandise 
 3. Panic, make sure and keep calm

**Refer to page 6 for key messages that should be relayed to the publics.  

 



Severe Weather

Tornado 
1) Manager or acting manager should monitor the storm’s conditions.
2) Manager or acting manager needs to alert all customers and employees if a 
tornado watch/warning is put in place.
3) Gather everyone into the back office or bathroom of the building.
4) Stay away from windows and doors.
5) Keep updated with the details of the storm.
6) Remain calm and do not move until you have been notified the storm has 
passed.
7) If injuries occur, refer to the first aid section of this crisis plan and/or call 911.

Snow/Ice
1) Manager or acting manager should monitor the weather’s conditions.
2) Send employees and customers home if the roads are driveable. Check with 
local news stations before allowing people to leave the store.
3) Keep supplies in case the storm requires everyone to take shelter for a long time.
4) Keep supplies close that will help customers be aware that there are slick floors 
(warning signs, towels, etc.).
3) If injuries occur, refer to the first aid section of this crisis plan and/or call 911.

Flood
1) If the store floods due to excessive rain, immediately shut off all electronics.
2) Have employees and customers safely evacuate the scene.
2) Call 911.

A list of key messages can be found on page six of this crisis plan. After immediate 
danger has passed, assess the damage and release these messages to the public 
and to news outlets. 
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Gas Leak/Utility Failure
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Gas Leak

Natural gas is both colourless and odourless; however there can be trac-
es of scents that can help alert you of a possible leak. If the scent of rot-
ten eggs is detected, it is recommended that the building be evacuated 
immediately. 
 
 1. The manager should cease all operations immediately. 
 2. Make sure that everyone in the building evacuates. 
 3. Call 911.
 4. Do not re-enter the building for any reason until the proper au 
 thorities have cleared that the building is safe.
 5. Alert Oklahoma Natural Gas at 1(800) 458- 4251
	 6.	Have	a	radon	detector	on	in	the	back	office	to	alert	staff	if	a	leak		
 occurs. 

Utility Failure

 1. In the event where there is a power or water outage, contact the  
 city of Stillwater at 1(800) 458- 4251.
 2. In the event that the utility failure calls for evacuation, make sure  
 all employees and customers evacuate the building. 
 3. In the case where the store needs to be closed due to main  
 tenance, make sure everything is locked up properly. 
 4. Keep employees and customers up to date on any closings.

**Refer to page 6 for key messages that should be relayed to the publics. 



Robbery

If a robbery occurs, remember that your safety and the safety of others should be your first 
consideration. DO NOT try to be a hero. Do not make rash decisions and/or actions that 
will put other people’s safety at risk.

Steps for when a robbery occurs
1) DO NOT argue with the suspect.
2) Remain calm and consider firearms to be loaded.
3) Silently observe the characteristics of the suspect (accent, race, clothing, complexion, 
hair, deformities). Once the suspect leaves the establishment, write down everything you 
can remember.
4) If you see the suspect get into a car, make a discrete attempt to note the license plate 
number, the model of the car and if there were more people in the car.

Steps for after a robbery occurs
1) Address anyone who is injured and call 911.
2) Notify the police immediate after the suspect leaves the establishment
3) Notify Gary Shutt at the Oklahoma State University Communications Office at 405-744-
6260. Tell him that there may be an active shooter near campus.
5) Ask witnesses to stay inside the establishment until the police arrive. Have all witnesses 
fill out the appropriate paperwork.
6) Do not discuss the suspect with any other witnesses.

If you discover funds missing and believe it to be an employee or a breaking and enter-
ing, notify the manager, LeAnn Jacobson, and secure the area to prevent evidence from 
being tampered with. If you discover the establishment has been broken into, do not en-
ter. Go across the street to Louie’s Bar and Grill and call 911. 
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Bomb Threat
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If a bomb threat is received via the phone:
 ~Stay calm, don’t interrupt and take notes. 
 ~Make sure and record down everything that the suspect says.
 ~Have another employee call 911.
 ~DO NOT disconnect the call.
 ~Evacuate the building if suggested by the authorities. 

Questions:
 ~When is the bomb designated to explode?
 ~Where is the bomb located?
 ~What kind of bomb is it?
 ~What does it look like?
 ~Why is it there?
 ~Who else knows about it?
 ~Where is the call coming from?

Describe the caller:
 ~Male or Female?
 ~Emotional state?
 ~Accent?
 ~Adult?
 
Background Noise:
 ~Listen for any kind of familiar noises in the background. 

If the bomb threat is received via text message:
 ~Call 911 immediately 
 ~Evacuate the building
 ~Make sure to notify the authorities and let them take over from there



Slips, Trips and Falls

15

In the event that there is a slip, trip or fall in the store, follow these steps:

Step 1: Assist the customer immediately 

Step 2: Do not move the customer. 

Step 3: Call 911 immediately. 

Step 4: File a report.

Step 5: Make sure that there are no wet surfaces to avoid further injury. 



Mental Health
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This will become useful when it comes to identifying signs of distress in em-
ployees. By identifying these signs early, it will help minimize the risk of de-
pression, confusion or violence, and ensure the safety of all parties involved.

Recommend Counselling: 

If any employees display any signs of the following, recommend them to 
seek a counsellor:
 ~Depressed
 ~Constantly anxious or stressed
 ~Excessive use of alcohol or drugs
 ~Eating too much or too little

Suicide Intervention:

Be on the look out for the following signs:
 ~Suicidal statements {even in a joking manner}
 ~Depression/Anxiety 
 ~Dramatic behaviour change
 ~Giving away possessions 
 ~Pulling away from friends, family and/or co-workers

If any of these signs occur if you employees, make sure to let them know 
that they have your support. Assure them that they can talk to you about 
anything at anytime. Contact family or friends with any concerns that you 
may have, on order to protect his or her physical well-being. Offer them 
several treatment options:
 ~ Counselling
 ~Psychological therapist 
 ~Medical treatment 
 ~Self-help
 ~Community support



Mental Health Cont. 
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Eating Disorder:

The signs of an eating disorder are similar to those of depression. If employ-
ees distribute any of the following signs, recommend to them that they 
seek counselling:
 ~Drastic change in eating habits
 ~Poor body image
 ~Compulsive exercising behaviours
 ~Obsession over food or losing weight
 ~Mood swings
 ~Denial of the disease when confronted 
 ~Trouble discussing feelings
 ~Self-injury
 ~Change in social behaviour

Important contacts:

Suicide Hotline: 1(800) 273- 8255

Student Counselling Center: (405) 744-5472
University Counselling Services
316 Student Union
Stillwater, OK 74078
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