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The account in Part A was a reconstruction of the responses of the employees of Reuters 
immediately following the events of September 11, 2001. The description here in Part B is the 
product of interviews with 30 individuals from Reuters America done between October 19 and 
November 8, 2001.  
 
 

 Lasting Effects? 
 

“The heritage of journalism permeates the company. This means we do everything real-time. 
We deliver the news in real time. We react to crises real time. The company’s history helps—
being 150 years old—there is a pillar that runs through it—we are going to be here forever—
puts a ‘deal with it’ in our response. This company is a rock that will always be here.” 

=

qÜÉ=çêÖ~åáò~íáçå~ä=êÉëéçåëÉ=çÑ=oÉìíÉêë=íç=íÜÉ=ÉîÉåíë=çÑ=pÉéíÉãÄÉê=NN=ÇÉãçåëíê~íÉë=íÜÉ=ëíêÉåÖíÜ=
áåÜÉêÉåí=áå=íÜÉ=ÅìäíìêÉ=~åÇ=ëçÅá~ä=~êÅÜáíÉÅíìêÉ=çÑ=íÜÉ=Åçãé~åóK=qÜÉ=oÉìíÉêë=éÉçéäÉ=~êÉ=ÅçããáííÉÇ=íç=
éÉçéäÉI=~åÇ=áå=~=Åêáëáë=ëáíì~íáçå=íÜÉó=áãéêçîáëÉÇ=ï~óë=íç=ÇÉäáîÉê=ïÜ~íÉîÉê=íÜÉáê=ÅçääÉ~ÖìÉë=~åÇ=ÅäáÉåíë=
êÉèìáêÉÇK=qÜÉ=çêÖ~åáò~íáçåI=~í=íáãÉë=ÜáÉê~êÅÜáÅ=~åÇ=ÄìêÉ~ìÅê~íáÅI=ÄÉÅ~ãÉ=ÑäìáÇ=~åÇ=çêÖ~åáÅK=oÉìíÉêë=
ëÜçïÉÇ=áíë=éê~Öã~íáÅ=ÑäÉñáÄáäáíóI=~åÇ=áí=ëÜçïÉÇ=áíë=ÜÉ~êíK=

fí=ï~ë=çÄîáçìëäó=åçí=“ÄìëáåÉëë=~ë=ìëì~äÒ=~ë=oÉìíÉêë=êçëÉ=íç=íÜÉ=ÅÜ~ääÉåÖÉK=få=íÜÉ=Ç~óë=~åÇ=ïÉÉâë=íÜ~í=
ÑçääçïÉÇ=pÉéíÉãÄÉê=NNI=íÜÉ=çêÖ~åáò~íáçå=ÅÜ~åÖÉÇK=fí=êÉã~áåë=íç=ÄÉ=ëÉÉå=Üçï=ä~ëíáåÖ=íÜçëÉ=ÅÜ~åÖÉë=
~êÉK=

pçãÉ=çÑ=íÜÉ=ÅÜ~åÖÉë=éÉçéäÉ=ãÉåíáçåÉÇW=

It changed the quality of connections between people.=låÉ=ÉãéäçóÉÉ=êÉéçêíÉÇI=“xfz=äÉ~êåÉÇ=íç=ÇÉ~ä=
ïáíÜ=éÉçéäÉ=~í=~åçíÜÉê=äÉîÉäÔíç=ÄÉ=ãçêÉ=íêìëíïçêíÜóKÒ=mÉçéäÉ=äÉ~êåÉÇ=íç=íêìëí=ã~å~ÖÉãÉåí=ãçêÉI=
~åÇ=íÜ~í=áí=áë=íïçJï~ó=ëíêÉÉíK=^í=~=íçìÖÜ=íáãÉ=çÑ=ä~óJçÑÑëI=íÜáë=ã~ó=ÜÉäé=íÜÉ=éêçÅÉëëK=qÜÉó=~äëç=äÉ~êåÉÇ=
íç=íêìëí=çåÉ=~åçíÜÉêW=“tÜÉå=óçì=ÑÉÉä=ÅäçëÉê=íç=íÜÉ=éÉçéäÉ=óçì=ïçêâ=ïáíÜI=óçì=Å~å=ïçêâ=ãçêÉ=
ÉÑÑÉÅíáîÉäó=íçÖÉíÜÉêÔf=~ã=åçï=ïçêâáåÖ=çå=~=ÇáÑÑÉêÉåí=äÉîÉä=ïáíÜ=ãó=ÅçJïçêâÉêëKÒ=cêçã=~åçíÜÉêI=
“tÉ=Å~ãÉ=íçÖÉíÜÉê=áå=~=ï~óÔÅçããìåáíó=ã~ó=åçí=ÄÉ=ëíêçåÖ=ÉåçìÖÜ=íÉêãÔáí=ÄÉÅ~ãÉ=îÉêó=~äáîÉKÒ==

bãéäçóÉÉë=ÄÉäáÉîÉ=áí=ÅÜ~åÖÉÇ=êÉä~íáçåëÜáéë=ÄÉíïÉÉå=ìåáíë=ÖäçÄ~ääóK=“få=bìêçéÉI=ïÉ=Öçí=åÉïë=Ñêçã=
éÉçéäÉ=ÉîÉêó=Ç~óI=ë~óáåÖI=ÚtÉ=~êÉ=íÜáåâáåÖ=~Äçìí=óçìI=~åÇ=ÜçéÉ=ÉîÉêóçåÉ=óçì=äçîÉ=áë=çâÛK=qÜÉêÉ=ï~ë=
íÜáë=ëÉåëÉ=çÑ=Åçããìåáíó=ëéáêáí=~åÇ=Å~êáåÖ=K=K=K==fí=~ëíçåáëÜÉÇ=çÑ=~ää=ìë=íç=äÉ~êå=Üçï=ãìÅÜ=éÉçéäÉ=Å~êÉÇ=
Ñêçã=~ää=çîÉê=íÜÉ=ïçêäÇKÒ=

líÜÉê=ÉãéäçóÉÉë=í~äâÉÇ=~Äçìí=íÜÉ=ÅÜ~åÖÉÇ=êÉä~íáçåëÜáéë=ïáíÜ=ÅäáÉåíë=~åÇ=ÅìëíçãÉêëK=qçåó=
`~åÇÉêÉääá=êÉéçêíÉÇW=“qÜÉ=ëìééçêí=Ñêçã=çìê=ã~àçê=îÉåÇçêëI=kçêíÉäI=`áëÅçI=pìåI=fåíÉäI=~åÇ=`çãé~èI=
çÑÑÉêáåÖ=ëìééçêí=~åÇ=çíÜÉê=êÉëçìêÅÉë=íç=éêçÅìêÉ=~åó=åÉÅÉëë~êó=ÉèìáéãÉåí=~åÇ=êÉëçìêÅÉë=ï~ë=
êÉã~êâ~ÄäÉK=qÜÉëÉ=ïçêÇë=çÑ=ÉåÅçìê~ÖÉãÉåíI=~ééêÉÅá~íáçåI=~åÇ=éê~óÉêë=ëÉêîÉÇ=íÜÉ=êÉÅçîÉêó=íÉ~ãë=áå=
ãçêÉ=íÜ~å=àìëí=~=Å~é~Åáíó=~åÇ=éççä=çÑ=êÉëçìêÅÉI=Äìí=~äëç=ÜáÖÜäáÖÜíÉÇ=íÜÉ=áãéçêí~åÅÉ=çÑ=Ü~îáåÖ=~=
ëìééçêí=íÉ~ã=çÑ=ÑêáÉåÇë=~åÇ=é~êíåÉêë=ïÜáÅÜ=ãìëí=ÄÉ=~í=íÜÉ=ÑçêÉÑêçåí=áå=íáãÉ=çÑ=ÅêáëáëI=~åÇ=íÜ~í=
áãéçêí~åí=åÉíïçêâ=Ü~ë=åÉîÉê=ÄÉÉå=ãçêÉ=íÉëíÉÇ=íÜ~å=çå=~åÇ=íÜÉ=Ç~óë=ÑçääçïáåÖ=pÉéíÉãÄÉê=NNíÜKÒ=

tÜÉå=a~îáÇ=jÉáíò=êÉíìêåÉÇ=Ñêçã=^êáòçå~=ïÜÉêÉ=ÜÉ=Ü~Ç=ÄÉÉå=ëíê~åÇÉÇ=~ÑíÉê=íÜÉ=~íí~ÅâëI=ÜÉ=ï~äâÉÇ=
íÜÉ=Ñäççê=ÜÉ=ïçêâÉÇ=çå=~åÇ=í~äâÉÇ=ïáíÜ=ÉîÉêó=ÉãéäçóÉÉ=ïáíÜ=íÜÉ=ÉñéäáÅáí=éìêéçëÉ=çÑ=ãÉãçêáòáåÖ=íÜÉ=
Ñ~ÅÉ=çÑ=ÉîÉêóçåÉ=ÜÉ=ï~ë=êÉëéçåëáÄäÉ=Ñçê=~ë=~=ã~å~ÖÉêK=

It became very clear that people are the important asset. iÉ~ÇÉêëÜáé=~ééÉ~êÉÇ=~í=~ää=äÉîÉäëK=qÜÉó=
äÉ~êåÉÇ=íÜ~í=áí=ï~ë=åçí=íÜÉ=Ç~í~=çê=Ñ~ÅáäáíáÉë=íÜ~í=ã~ÇÉ=oÉìíÉêëÔíÜÉó=Çáë~ééÉ~êÉÇÔáí=ï~ë=íÜÉ=éÉçéäÉ=
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ïÜç=ÇáÇ=áíÔ“ïÜ~í=éÉçéäÉ=Ü~Ç=áå=íÜÉáê=ÜÉ~ÇëI=ïÜç=íÜÉó=ïÉêÉI=~ää=íÜÉáê=èìáêâëI=~ää=íÜÉáê=ëíêÉåÖíÜëI=íÜ~í=
ï~ë=ïÜ~í=íÜÉ=Åçãé~åó=ï~ë=~ÄçìíKÒ=

Reuters became less process oriented and more results driven. “mÉçéäÉ=ë~ï=~åÇ=ÑÉäí=ÉãéçïÉêãÉåíK=
qÜÉó=ã~ÇÉ=íÜÉáê=çïå=àìÇÖãÉåíë=~åÇ=íÜÉó=ã~ÇÉ=íÜÉ=êáÖÜí=ÅÜçáÅÉëÔáåÅêÉ~ëáåÖ=éÉçéäÉÛë=ÅçåÑáÇÉåÅÉ=
íÜ~í=íÜÉó=âåçï=ïÜ~í=íÜÉó=~êÉ=ÇçáåÖKÒ=

fí=áåÅêÉ~ëÉÇ=íÜÉ=çîÉê~ää=äÉîÉä=çÑ=ÅçåÑáÇÉåÅÉ=áå=íÜÉ=Åçãé~åó=~åÇ=áíë=Å~é~Åáíó=íç=Çç=íÜÉ=êáÖÜí=íÜáåÖI=
~äçåÖ=ïáíÜ=íÜÉ=áåÇáîáÇì~äÛë=ëÉåëÉ=íÜ~í=ÜÉ=çê=ëÜÉ=ÇçÉë=íÜÉ=êáÖÜí=íÜáåÖK=låÉ=ëí~íÉÇI=“fí=ëíêÉíÅÜÉÇ=ìë=áå=
ï~óë=ïÉ=Ü~Ç=åÉîÉê=ÄÉÉå=ëíêÉíÅÜÉÇ=ÄÉÑçêÉÔfÛã=ÅçåÑáÇÉåí=íÜÉ=Åçãé~åó=Å~å=ÇÉ~ä=ïáíÜ=~åóíÜáåÖ=~ÑíÉê=
ëÉÉáåÖ=ïÜ~í=áí=ÇáÇKÒ=lê=~åçíÜÉê=éìí=áí=íÜáë=ï~óI=“oÉìíÉêë=Ü~ë=~ää=íÜÉ=ë~ãÉ=éçäáíáÅë=~åÇ=áåJÑáÖÜíáåÖ=~ë=
çíÜÉê=ÄáÖ=Åçãé~åáÉëK=^åÇ=íÜÉêÉ=~êÉ=Åìäíìê~ä=ÇáÑÑÉêÉåÅÉëK=_ìí=íÜÉêÉ=áë=~äëç=~=äçí=çÑ=éêáÇÉ=áå=ÄÉáåÖ=~=é~êí=
çÑ=~=ÖäçÄ~ä=ÄìëáåÉëëK=qÜÉêÉ=áë=~=äçí=çÑ=éêáÇÉ=áå=ÄÉáåÖ=~=äÉ~ÇÉê=áå=~å=áåÇìëíêóI=ïÜáÅÜ=áë=ëç=áãéçêí~åíÔ
Ñáå~åÅá~ä=áåÑçêã~íáçå=~åÇ=åÉïëK=qÜÉêÉÛë=~=äçí=çÑ=éêáÇÉ=éÉçéäÉ=Ü~îÉK=mÉçéäÉ=Ä~ííäÉ=çîÉê=ïÜ~íÛë=ÄÉëí=Ñçê=
íÜÉ=ÅìëíçãÉêK=^í=íÜÉ=ÉåÇ=çÑ=íÜÉ=Ç~ó=ÉîÉêóçåÉ=Å~å=ëáí=~êçìåÇ=íÜÉ=í~ÄäÉ=~åÇ=âåçï=íÜÉó=ïÉêÉ=íêóáåÖ=íç=
Çç=íÜÉ=êáÖÜí=íÜáåÖë=Ñçê=çìê=ÅìëíçãÉêëKÒ=cáå~ääóI=mÜáä=ióåÅÜ=ÇÉëÅêáÄÉÇI=“f=íÜáåâ=áíÛë=ÅÜ~åÖÉÇ=çìê=
éÉêÅÉéíáçå=çÑ=çìêëÉäîÉëK=tÉÛîÉ=ëÜçïå=çìêëÉäîÉë=ïÜ~í=ïÉ=Å~å=ÇçI=~åÇ=f=Çç=åçí=íÜáåâ=íÜÉêÉÛë=~åó=
ÖçáåÖ=Ä~Åâ=çå=íÜ~íK=tÉ=Å~ãÉ=íçÖÉíÜÉê=íÜáë=ïÉÉâI=åçí=~ë=oÉìíÉêë=^ãÉêáÅ~I=Äìí=~ë=oÉìíÉêëÔïÉ=
ëÜçïÉÇ=íÜÉ=ÚÅ~å=ÇçÛ=ëéáêáíK=låÅÉ=óçì=ëÉÉ=ïÜ~íÛë=éçëëáÄäÉI=Üçï=Å~å=óçì=Öç=Ä~Åâ\Ò=

People see the company as a more humane organization.=pÉîÉê~ä=Å~ãÉ=íç=ëÉÉ=íÜÉ=Åçãé~åó=~ë=ãçêÉ=
Üìã~åÉW=“f=âåÉï=ïÉ=~êÉ=~=ÅçåíÉåí=~åÇ=Ç~í~=~åÇ=åÉïë=éêçîáÇÉê=~åÇ=íÜ~í=íÜáë=áë=áãéçêí~åíÔÄìí=áí=
Å~å=äççâ=îÉêó=ëíÉêáäÉÔÑáå~åÅá~ä=åÉïëK=_ìí=ëÉÉáåÖ=éÉçéäÉ=Ä~åÇ=íçÖÉíÜÉê=ÖáîÉë=áí=ÄäççÇ=áåëíÉ~Ç=çÑ=
Ç~í~Ôåçï=f=~ã=íÜáåâáåÖ=~Äçìí=ÄäççÇI=íÜáåâáåÖ=~Äçìí=îÉáåëI=íÜáåâáåÖ=~Äçìí=Üìã~å=ÅÜ~ê~ÅíÉêáëíáÅëKÒ==
^åçíÜÉê=áåíÉêîáÉïÉÉ=ÉñéêÉëëÉÇ=áí=íÜáë=ï~óI=“fí=ï~ë=ëç=Üìã~åK=fí=ï~ë=åçí=~Äçìí=Çç=ïÉ=Ü~îÉ=íç=ÅÜÉÅâ=
çìê=Ñáå~åÅá~ä=ëÉêîáÅÉë\=fí=ï~ë=~Äçìí=ÚtÜÉêÉ=~êÉ=çìê=éÉçéäÉ\Û=mÉçéäÉI=íÜÉå=ÅäáÉåíëI=íÜÉå=íÜÉ=ÄìëáåÉëëK==
fí=ã~ÇÉ=ãÉ=éêçìÇ=íç=ïçêâ=ÜÉêÉK=f=Ö~áåÉÇ=ãçêÉ=çÑ=~=ëÉåëÉ=çÑ=êÉëéÉÅí=Ñçê=íÜÉ=Åçãé~åóI=~åÇ=f=Ü~îÉ=
ÄÉÉå=ÜÉêÉ=Ñçê=~=îÉêó=äçåÖ=íáãÉKÒ=cçê=ã~åóI=íÜÉ=Üìã~åáíó=Å~ãÉ=íÜêçìÖÜ=áå=Üçï=äÉ~ÇÉêëÜáé=ÅçåÇìÅíÉÇ=
áíëÉäÑW=“iÉ~ÇÉêëÜáé=êÉ~ääó=Å~ãÉ=íÜêçìÖÜ=ïáíÜ=~=êÉ~ä=Üìã~å=éêÉëÉåÅÉÔ~=êÉ~ä=ï~êã=~åÇ=Å~êáåÖ=
éêÉëÉåÅÉK=fí=ÅÜ~åÖÉÇ=íÜÉ=ÑÉäí=ÅçååÉÅíáçå=íç=äÉ~ÇÉêëÜáéK=f=ëÉÉ=Üçï=Üìã~å=~åÇ=~ééêç~ÅÜ~ÄäÉ=mÜáä=
ióåÅÜ=áëK=eÉ=Ü~ë=ïçå=íÜÉ=ÜÉ~êíë=~åÇ=ãáåÇë=çÑ=ÉîÉêó=ÉãéäçóÉÉ=Äó=ÄÉáåÖ=ëç=çéÉå=~åÇ=äÉ~ÇáåÖK=fí=ï~ë=~=
ï~ê=íç=ÜáãK=_ìí=ÜÉ=ã~å~ÖÉÇ=áí=ïáíÜ=ëÉåëáíáîáíóÔÜÉ=ï~ë=íÜÉ=Åçãã~åÇÉêKÒ=

oÉìíÉêë=~äëç=Éëí~ÄäáëÜÉÇ=^faÑìåÇ=Ñçê=^ãÉêáÅ~K=_ó=pÉéíÉãÄÉê=NUI=íÜÉ=oÉìíÉêë=cçìåÇ~íáçåI=íÜÉ=
oÉìíÉêë=dêçìéÛë=ÅÜ~êáí~ÄäÉ=íêìëíI=Éëí~ÄäáëÜÉÇ=~=ÑìåÇ=íç=“ÅçääÉÅí=Ççå~íáçåë=íç=~ÇÇêÉëë=íÜÉ=ã~åó=
ÅçåëÉèìÉåÅÉë=êÉëìäíáåÖ=Ñêçã=íÜÉëÉ=ÉîÉåíëIÒ=Ççå~íáåÖ=AN=ãáääáçå=íç=íÜÉ=ÑìåÇ=~í=áíë=áåáíá~ä=ä~ìåÅÜK=
bãéäçóÉÉë=~åÇ=ÅìëíçãÉêë=ÅçìäÇ=Ççå~íÉ=íç=íÜÉ=ÑìåÇ=íÜêçìÖÜ=íÜÉ=ïÉÄK=_ó=lÅíçÄÉê=NO=íÜÉó=Ü~Ç=ê~áëÉÇ=
AQOIMMMK=

HR emerged as a business-critical function.=“qÜÉ=_êáÇÖÉ=~Åèìáëáíáçå=ëÜçïÉÇ=íÜ~í=eo=Ü~Ç=
çéÉê~íáçå~ä=ÑçêíáíìÇÉK=pÉéíÉãÄÉê=NN=ëÜçïÉÇ=íÜ~í=eo=Ü~Ç=ÖìíëI=éêÉëÉåÅÉ=çÑ=ãáåÇI=~åÇ=ëí~ãáå~KÒ=

Reuters implemented a set of procedures for emergency preparedness. =qÜÉ=çêÖ~åáò~íáçå=
áãéäÉãÉåíÉÇ=obfq=EoÉìíÉêë=bãéäçóÉÉ=fåÑçêã~íáçå=~åÇ=qê~ÅâáåÖF=ëóëíÉã=Ñçê=íÜÉ=^ãÉêáÅ~ë=Ñçê=ìëÉ=
áå=íÜÉ=ÉîÉåí=íÜ~í=~å=ìåÉñéÉÅíÉÇ=ÉãÉêÖÉåÅó=êÉèìáêÉë=Éî~Åì~íáçå=çê=íÉãéçê~êó=ÅäçëìêÉ=çÑ=~åó=oÉìíÉêë=
Ñ~Åáäáíó=áå=íÜÉ=^ãÉêáÅ~ëK=få=~ÇÇáíáçåI=íÜÉó=Éëí~ÄäáëÜÉÇ=ÇÉëáÖå~íÉÇ=ãÉÉíáåÖ=éä~ÅÉë=áå=Å~ëÉ=~åçíÜÉê=
ÉãÉêÖÉåÅó=Ü~ééÉåÉÇK=tÜáäÉ=ÉîÉêóçåÉ=ÜçéÉÇ=íÜÉêÉ=ïçìäÇ=åÉîÉê=ÄÉ=~åçíÜÉê=íáãÉI=íÜÉó=âåÉï=íÜÉó=
ïçìäÇ=ÄÉ=ãçêÉ=éêÉé~êÉÇK=

 


