Template: Crisis Communications Plan
Objective
This information will guide your planning team through addressing the following areas:
· Forming a communications recovery team.
· Developing a process to communicate with employees for safety and well-being and for making them aware of decisions and expectations.
· Developing a process to make sure all external stakeholders are aware of decisions and expectations as management deems appropriate.
· Managing customer and key vendor communications. 
· Preparing a media communications plan. 
· Ensuring a communication system exists with redundancies for communication.
Note: This section can be adapted and used by your business as the crisis communications plan to communicate internally and externally to customers, vendors, and media.
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Note: The team leader for the crisis communications team should also serve on your organization's overall crisis management team.
Audiences for communications
· Employees  
· Board of directors
· Investors
· Customers 
· Vendors  
· Strategic partners  
· Government officials/regulators  
· Community at large  
· Media 
· Social media audiences 
· Other audiences specific to your business 
In the appendix section of your completed plan, include databases for all of the above electronically and as hard copies. 
COMMUNICATIONS PLAN ELEMENTS
Foundational Messages
While it is impossible to develop messages for every possible scenario in advance, it is important to use your business’ existing message platform as a foundation to build on for more specific messaging in response to the event/situation at hand. In the event of a crisis, these foundational messages will serve as the basis for specific messaging in response to the specific event at hand. To be most effective, messages should be clear, concise and to the point. 
Include your company's general message/platform as part of your crisis communications plan, and update as needed. 
Responding to the crisis
· Convene the communications team to act on communications-related strategic objectives issued by the crisis management team. 
· Develop a specific communication plan relevant to the actual circumstances. The plan will include:
· Audiences identified and prioritized
· Communications mechanisms for each
· Responsibilities and timelines for follow-up clearly delineated, using the timeline template on page 7 of this document. 
· Assign a team member to create a secure timeline of the actual events related to the crisis and responses undertaken. Only one person should have this responsibility to ensure accuracy and integrity of the information. 
· Notify other personnel needed to manage the crisis, including employees assigned to:
· Handle the phone and maintain phone log of incoming calls and actions taken
· Monitor incoming email, website/blog comments and social media accounts
· Track media (traditional, blogs and social media) coverage and mentions.  
· Craft key messages related to the specific scenario, drawing on general message points. Refine on an ongoing basis as needed. 
· Identify and prepare the spokesperson most appropriate for the situation. 
· Prepare possible response statements for telephone, email, text messages, website, social media and crisis-site inquiries using key messages.
· Set up a crisis response center with copies of the crisis communications response plan, the response statement and contact information for all members of the crisis management team and communications team. If possible, the center should have multiple phone lines, cell phone service, computers, Internet access, scanner and copier access, and emergency supplies. 
· Assign responsibility to create and maintain phone and email logs of news organizations/reporters/bloggers/websites covering the crisis and any other key personnel, client, vendor partner, etc., who may be inquiring about the situation. 
· Begin contacting those affected by the crisis. Identify best mechanisms to reach each person, including phone, face-to-face meetings, conference calls, email, Internet, media briefing, press release, instant alerts, etc. Make specific assignments and include on the timeline. 
· Media command center (see below) posts response statement on company’s website home page and social media feeds as appropriate. If crisis warrants, develop additional online pages to include press releases, photos, etc. Update all as needed.
· Set regular times for communicating updates as needed. 
· Contact local emergency officials and government officials as necessary.
· Make sure those affected by crisis are being kept informed through regular phone updates, email updates, RSS feeds, text messages, Intranet messages, etc.
· Keep timeline updated, documenting all actions taken and team member responsible and make accessible to all crisis management team members to review. 

Media Command Center
Your communications director or designated team leader will establish a media command center, in close proximity to the crisis response center. The center should include:
· Computers and phones 
· Internet and phone/cell phone access 
· Media and social media monitoring software
· Media contact lists (print and digital versions)    
·  Social media, monitoring sites and web login information  
· Emergency supplies  
Your plan needs to make provisions for how critical resources will be provided at the alternate work site.
Prepare for initial media briefing, if appropriate
· Identify media to notify.
· Designate site to hold briefing (away from site of crisis hub if possible) or call-in number/web address if briefing will be handled by conference call or web conference. 
· Make media materials (statements, backgrounders, photos, infographics) available and copies of response statement (both online and hard copies) as needed.
· Designate an employee to keep a log of media in attendance so coverage can be tracked later.
· Engage a media and social media monitoring service to monitor coverage.
Employee Communications during a Crisis
· Use available communication vehicles (email, texts, Google phone, Intranet, etc.) to call staff to action as needed.
· Hold a short briefing meeting onsite, or at a predetermined offsite location or via conference call, to reassure staff members and prepare them for crisis management.
· Remind staff of existing media (social and traditional) policies. 
· If the company’s offices are accessible, designate a specific conference room or office for all staff members to convene and receive more information.
· [bookmark: _GoBack]If the offices are not accessible, employees can access information via Google Voice phone number (get your number at https://www.google.com/voice), email and Intranet. 
· Set predetermined times for staff members to reconvene to receive regular updates and guidance.
· Provide staff with key messages to communicate to customers and vendors as appropriate.
· Provide all employees with a laminated wallet card with Google Voice phone number and key emergency communication protocols. 
GENERAL COMMUNICATIONS GUIDELINES
Pre-crisis
· Establish an employee notification process with redundancies. This includes at least two of the following communication strategies:
· A 24‐hour phone tree
· Password-protected web page for employee access (centralized emergency status)
·  Email alert
· Call‐in recording system
· Text/data alert system 
· Create key client list and notification process for communications.
· Create critical vendor, key supplier and alternate supplier lists and notification process for communications.
· Add a copy of the media (social and traditional) policy to employee handbooks and make sure all employees are aware of it.
· Conduct crisis training for all potential team members.
· Provide each staff member a laminated card with contact information for his/her assigned supervisor and other department contacts.
· Give supervisors laminated cards with contact information for the crisis  management team.
· Give employees laminated cards with Google Voice phone number and key crisis communications protocols. 
Returning to normal
Approximately one to two weeks after the crisis event is substantially or completely handled, full debriefing of the communications team should occur to:
· Evaluate the short-term impact of the crisis
· Identify possible long-term effects that should be addressed
· Critique performance of the team
· Note changes that should be made to deal with future situations
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