
 
 

Preparing for Crisis Communication 
 
Step 1: Crisis Scenarios 
 
There are several things you will need to do to establish your plan. The first is to map out several possible 
scenarios that could create a crisis for you. Some of these things might include the rapid spread of a contagious 
illness, a health care event, a resident problem, or a controversial decision (e.g. a rate hike). Within this phase of 
your planning, list the possible crisis scenarios you might experience and then answer the following questions for 
each: 
 

• What is the likelihood that the circumstances would occur and when? 
• What would be the worst outcome? 
• What would be the best outcome? 
• What is the headline you would face in the midst of the crisis? In the aftermath of the crisis? 
• How do you expect your residents and the larger community to react to the situation in the  

midst of this crisis event? In the aftermath? 
 
With your list of possible scenarios complete, generate a matrix that addresses these topics for each situation: 
 

• Message: What is the goal of your message? What kind of statement will you provide-- 
proactive or reactive--to reach your goal? What is the primary message? Are there supplementary 
messages? 

• Messenger: Who will deliver the statement? Who is the most reassuring or qualified messenger? 
• Audience: Who do you want to receive the message? 
• Vehicle: What is the most effective way to deliver your message? Will the statement be provided  

in writing or in person? 
• Core Values: How does what you say reflect the core values of your organization? 
• Third-party Support: What other groups would be supportive of you in the wake of the event? 
• Protocols: Who would be responsible for drafting and approving any written statements? 
• On-site Response: What are your expectations for staff in the event that media attempt to cover  

a story at your community? 
 
As you develop your scenario-planning matrix, it is important to think through how your plan will be viewed 
through the eyes of your residents, their families, potential residents, and the greater community. 
 

Step 2: Establish a Timeline 
 
After your initial matrix is complete, you should establish a plan for what activities should occur in the first hour, 
the first four hours, and the first 24 hours. Some of these activities might include: 
 
The First Hour 

• Gather all involved staff and decision makers 
• Assess situation 
• Check facts 
• Document events 
• Determine communication strategy 



• List key messages 
• Select primary messenger 
• Set up media protocol for staff (e.g. no one gets interviewed about the even except for the  

identified messenger) 
 
The First Four Hours 

• Draft statement, get approval 
• Refine key messages 
• Notify residents and families, then media 
• Interview others to support facts 
• Monitor any breaking news coverage 

 
The First 24 Hours 

• Assess damage from news coverage, identifying any inaccuracies that need correction 
• Update reporters, residents, and other interested parties with any significant developments 
• Call reporters to clarify any serious issues that arise 
• Evaluate whether or not the correct message is getting picked up. If not, change messengers, clarify  

the message, or enlist the help of supportive third parties. 
• Track how you are being perceived for several weeks following the event 


