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Webinar Goals

o Review Five Rules of Crisis Communications
o Take away ideas for communication initiatives
o Your goals for this hour?
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What is a Crisis?
A sudden event (internal or external) 
that impacts your organization and 
puts its stability at risk.

o Financial
o Personnel
o Organizational
o Technological
o Natural
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Role of Crisis Communication

o Restore credibility and trust in organization

o Manage information flow about event or issue

o Prevent fear and panic on part of stakeholders, customers

o Create clear line of authority and open lines of 
communication
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Crisis Communications Rule #1

Gather information quickly
o Who is involved?
o What happened?
o How did it happen?
o Where and when did it happen?
o Why did it happen? 
o Is there any immediate danger?
o How much of the issue do we understand?
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Crisis Communications Rule #1

Gather information quickly
o Narrow the issue
o Keep things off email at this stage
o Achieve balance of completeness and timing
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Crisis Communications Rule #2

Identify and prioritize 
who is impacted 
o Think broadly
o Prioritize stakeholders

Core

First Tier

Second 
Tier
Third 
Tier?0123
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Crisis Communications Rule #3

The buck stops at the top
o The leader is always the chief (but 

not always the best) spokesperson
o Establish roles

o Faces to the public
o Technical or subject matter expert
o Media representative

o Identify chain of communication
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Crisis Communications Rule #4

Speak the (edited) truth
o Speak the truth and target your messages to your tiered 

audiences
o Necessary elements:

ü Acknowledge/Name the situation
ü Compassion and recognize the impact
ü Apologize, if necessary
ü Name the next steps
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Crisis Communications Rule #5

You can’t overcommunicate
o Timing is crucial
o Repetition 
o Use multiple channels
o Monitor
o Close the loop

Customer email
Letter/Memo
Face-to-face 
meetings
Town Halls with 
employees
Intranet
Website -
external
Briefing
Press Release
Social Media 
platforms
Virtual meetings

10

• Four hours for Core Group to 
gather info and make plan

• Contact Tier One 
stakeholders < 8 hours

• Contact Tier Two stakeholders 
< 24 hours

• Expect information to spread 
quickly

• Repeat frequently with most 
effort focused on Tier One



Scenario: A Burst Water Pipe

Work was proceeding along smoothly at Regional Health 
Associates when the pipes burst one day in the basement. 
For most of the staff in the building, there was no real issue 
when the power was shut off and their computers and 
phones went down. They wondered about the origin of the 
power outage but didn’t consider it a major issue. Then, 
someone realized that if the power was down in the 
building, all seven tele-health operators were also 
impacted. These operators are nurses who work in a 
contact center environment and respond when vulnerable 
people (such as seniors and people with disabilities who live 
independently or in assisted living) push the button they 
wear because of an emergency. With the power out, and 
the backup generator also located in the watery basement, 
clients are at risk. 11

Is this incident a crisis? 

Who is affected 
(company, individual, 
clients, stakeholders, 
etc.)?

What could be done to 
lessen the effect of any 
of these scenarios? 



Ideas for the slow- or shut-down

o Create or update your crisis 
management and communications plan 
and review it with staff and partners

o Keep your storefront busy – website 
changes, social media presence

o Talk with your key audiences at least 
once a week

o Use this time to develop relationships 
o Help the cause – what can you do to 

ease the pain?
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Discussion on the Five Golden Rules of 
Crisis Communications

1. Gather information quickly
2. Identify and prioritize who is impacted 
3. The buck stops at the top
4. Speak the (edited) truth
5. You can’t overcommunicate
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Contact Us

o Joan Michel
Managing Partner
joan@profilellc.com

o Profile Partners LLC
101 N. Haven Street #301
Baltimore, MD 21224

o 443-563-1100

o Profile Partners is an SBA HubZone-
Certified Enterprise and certified by 
MDoT as an MBE/DBE/SBE #20-110
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