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A crisis is an unplanned event that potentially threatens your organization's reputation, trust and ability to do its work (e.g., your funding, your employees and their well-being, your environment, etc). Below is a crisis communication protocol that will help guide your organization in the event of any crisis involving accusations against your organization's staff or leadership, attacks on your organization or other threats to your work.  
The crisis communication protocol should be accessible to everyone on the internal risk committee. 
[bookmark: _ntlfuy5oc4cu]STEP 1: INTERNAL RISK COMMITTEE
The people below are responsible for intake, response and finalizing the protocol for each new crisis. This group needs to be nimble and available at a moment’s notice. Typically, an internal risk committee should include a lawyer, CEO, executive director and someone comfortable with public relations tactics (e.g. your communications lead if you have one).
Committee members and emergency contact information:
· 
· 
· 
· 
· 
[bookmark: _wpin8v5qpixp]Approval process:
Example: If not all members are available, we at least need the approval of the executive director.



[bookmark: _td9gktjat7iw]STEP 2: CRISIS IDENTIFICATION RUBRIC 
It’s important to establish criteria around identifying and evaluating a potential crisis at hand. Ask yourself: Does the situation threaten my organization’s reputation or ability to do our work/fulfill our mission? Is the situation and the way it may impact my organization public knowledge? What are all the different potential scenarios and outcomes that could escalate this potential crisis into a full blown crisis?
Example rubrics: Multiple reporters begin reaching out to you for comments; three or more coalition partners reach out to you expressing concern, etc.



[bookmark: _n6xomnqixewa]STEP 3: FLAG THE CRISIS AND GATHER INFORMATION
__________________ is responsible for flagging the crisis and alerting the rest of the team.
After the crisis is identified _______________________ and ________________________ will gather the who, what, where, when and why, and identify a spokesperson.
Note: It will be important to set up news and social media monitoring so that you can monitor what people are saying about a potential or an active crisis. Monitoring tools can include: Google Alerts, Sprout Social, Hootsuite, and Meta. 
[bookmark: _dyi0c4uv7bip]STEP 4: DECIDE THE APPROPRIATE MESSAGE AND PLATFORM WITH THE INTERNAL RISK COMMITTEE
First, alert your team and schedule a risk committee meeting. Your risk committee will review the important information, assess the situation and offer a recommendation. Response tactics for consideration:
· Internal communications to staff, board members and volunteers: 
· Was the crisis already made public? Who internally needs to know first? What questions will internal audiences have? Who is external/public-facing who may need to know how to field questions about the crisis?
· Note: This step should be completed before any external communication to ensure all members of your organization are equipped with the same accurate information and messaging.
· External
· Do you need to say something within an hour? What does each external audience need to know, and through what medium/on what platform can I reach them? What questions will external audiences have? How can I be prepared to answer them?
· Direct engagement 
· Do you have an existing relationship? Can you reach out directly to the person who has stirred and/or amplified the controversy, especially if there is a relationship?
· Social and earned media
· Is there an uptake in social media chatter? Is misinformation circulating on social media? Is the primary audience you need to communicate with following your social media?
· Note: Social media responses are not appropriate for all crises. Your internal risk committee should decide whether the crisis warrants a more formal response before making any public posts to social media.  
· Earned media (background talking points/tough Q&;A, proactive statements, proactive interviews, or op-eds)
· Is there an uptake in media coverage? Are reporters reaching out?

· Engaging validators. List of validators on standby:
· 
· 
· 
· 
· 
[bookmark: _8wgzy0rfwy5j]Scenario Planning
Pick the most likely crisis scenarios and develop messaging. Below are possible scenarios:
· Your organization is concerned about a funding freeze for working on your issue area.
· Your organization is targeted by a prominent public figure or group, which is disrupting your ability to serve your community.
· Inquiries and pushback on financial status, legal status, transparency of donations (funding streams), percentage of donations spent on causes, etc.
· Criticism about funding or partnerships with big brands, celebrities, allies, or other partners (including concerns about past actions).
· Complaints from staff or controversy over statements made by staff or your board of directors. 
· Questions regarding the accuracy of your work. 
· Attacks from online trolls/digital security breaches.
· Catastrophic events such as a fire, employee injury or death of a figure head. 
· Inappropriate behavior by staff, leadership and/or partners.







Scenario

Planned Message





Scenario

Planned Message





Scenario

Planned Message




1
2
image1.png
WK

Crisis Communication Plan Template




