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Please note that this presentation was designed to share lessons 

learned and ideas for leaders to consider when called upon to 

respond to a future incident or crisis.

To the extent that any comments or content relates to actual 

incident response, including COVID-19, these are not complete or 

definitive, since our response protocols continue to evolve.

This presentation is confidential and may not be used or published 

without the written consent of Princess Cruises.
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OUR SHARED PURPOSE
To share our world,

share our hearts,

protect our Earth and 

create lasting memories

PROTECT RESPECT CONNECT

OUR CORE VALUES



Mobilize representatives in 

countries of operation to leverage 

the relationships they have with 

relevant government officials, 

stakeholder representatives, 

embassy leadership, global health 

organizations

Cultivate Global Relationships
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RESPECT

CONNECT

SHARE Ideas

Build TRUST

THINK Ahead

PROTECT



A local representative can be worth their 

weight in gold if they can succinctly describe 

how their government operates, and know 

who to call. 

Having a local rep guide us on who to 

contact within their government is 

invaluable. Without it, we could have wasted 

considerable time searching for the 

decision-makers and learning who they 

listen to.

From our VP of Public Affairs
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Co-Locate with Responding Agencies2
Embed an incident commander in the unified 

command center with representatives of all 

responding agencies co-located in a single space

RESPECT

CONNECT

Own and RESOLVE issues

INCLUDE everyone

COMPLY with all standards

PROTECT



Having a strong relationship with 

the Ministry of Labor, Health and 

Welfare, we received first-hand 

information and could make informed 

decisions about the challenges we 

faced.

The most important element was the 

trust between government and the 

local representatives from Princess.

From our Managing Director Carnival Japan
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Activate employees 

specifically trained in 

CARE Team services to 

provide care for customers 

and teammates involved in 

the incident or crisis

CARE Team3

RESPECT

CONNECT

Deliver GENUINE, HAPPY, 

EXPERT service 

CARE for ourselves, 

communities and each other

Put SAFETY first

PROTECT



Well-Being Resources
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Embrace transparency and proactively 

communicate to ALL stakeholders

REGULAR & FREQUENT

Ongoing cadence, reach 
all stakeholders

Summarize daily “must 
know” info for execs, leaders

NATIVE LANGUAGES

Translate ALL materials in 
multiple languages

COLLABORATIVE TOOLS

Use tech tools to work 
collaboratively to save time

Keep Everyone Informed4

RESPECT

CONNECT

LEARN every day

Be OPEN and HONEST 

Do the right thing

PROTECT



18 videos

Reached 

107M+ people

3.6M+ video 

views

Leverage the Power of Social Media
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Turn Challenges Into Opportunities5
Support rapid change using lessons learned for the company and 

culture to emerge stronger and better

RESPECT

CONNECT

SHARE new ideas

Support CHANGE

Think ahead

PROTECT
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Express Gratitude6

RESPECT

CONNECT

EXCEED expectations

Build TRUST

Do the right thing

PROTECT

Recognize and thank those who supported the response effort 
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Have Faith in Humanity7
In every moment of darkness, there are countless moments of light —

gestures of compassion that call people forth and remind us of our 

common humanity



In a crisis, use your core values to guide you like 

they do during normal operations. They will 

guide your actions and decision-making and be 

most powerful when used by senior leadership.

In the end, you may never know if the decisions 

you made were viewed as good or bad, right or 

wrong by those impacted. But if you allow your 

core values to guide you and make a best effort 

to always do it right, that is the most that can be 

asked of you as a leader. 

From a Princess Incident Commander
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