

Communication with Media and Other Need to Know Parties in a Crisis

Communication Preparation
· Anticipate questions
_________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· Know each audience and their interest factors (competition, conflict, controversy, consequences, familiar person, heartstrings, humor, problem, progress, success, unknown, unusual, wants/needs).  Your SWOT analysis as recommended above will answer some of these questions. 
_________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Communication Approach 
There are usually many ways in which you can communicate and many possible messages to convey.  There are many choices and often they need to be made quickly.  Before going forward you’ll need to decide:
· What method of communication is the best to achieve our objective?  
_________________________________________________________________________________________________________________________________________________________________________________________________________________________________
· What key messages do we want to drive?  
_________________________________________________________________________________________________________________________________________________________________________________________________________________________________
There should never be more than three.
Make everyone, in a position of communication aware of the key messages.  Insist that they focus on them.  Consider questions as merely cues to drive home the key messages.  Time and control remains on your side if you stay focused on controlling the dialogue by focusing on the key messages.  If you move beyond the key messages the other side will assume control of the dialogue which is usually not advantageous to your communication objectives.
· How can you support you key messages?  You can find support in facts, personal experience, contrasts, comparisons, analogies, expert opinion, analysis, definition, statistics and examples. 
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Once you have your method of communication, your key messages, and your support, you can then move into implementation.
Communication Implementation

1. Show concern (especially if there’s a crisis)

2. Communicate quickly (no indecision)

3. Communicate credibly (tell the truth; release only confirmed facts; correct significant errors and counteract negatives; stay calm)

4. Communicate thoroughly (proactively release updates)

After the incident, communication does not stop.  Be prepared to revise and prepare for the next communication attempt.  In some crises of great magnitude or high interest there may be several cycles of communication stretching over long periods.  Or, it may just be one communication event, but most likely there will be others to follow at some point in the future.  Therefore, this last and final step is essential.
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