[image: image1.jpg]service applications inc.





Crisis Communications Checklist
This template is a starting point for creating your Crisis Communications Kit.  As part of a Preparedness Plan, clear communications should be pre-scripted in advance of an incident or crisis.  This check list was adapted from the United Nations Development Programme, Crisis Communications Tool Kit.  For more information, please refer to their website, http://web.undp.org/comtoolkit/crisis/crisis-templates.shtml
	Contact Information of Stakeholders

	Name:
	Organization
	Title
	Phone
	Email
	Date notified and method:

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


CONTENT AND CLEARANCE          Assigned To: __________________________________________

	Tasks: 
	Completed:

	1. Determine your key messages and information.

	

	2. Express empathy and caring in the first lines or first 30 seconds of your communications.

	

	3. Answer what the public wants to know: magnitude, immediacy duration, control/management of emergency, timely/accurate information

	

	4. Create an information sheet on the event that can be used for public, media, stakeholders, partners, and government agencies.  Have it ready quickly. It doesn’t always have to be a press release. If it’s quicker, issue a press statement of facts and what’s currently being done.

	

	5. Prioritize incoming information for clearance and dissemination. 

	

	6. Make sure all communications functions (e.g. web team, hotline personnel) have the communication material and key messages.

	


COMMUNICATION MONITORING AND RESEARCH      Assigned To: __________________________
	Tasks: 
	Completed:

	1. Activate enhanced media monitoring systems. Social, Television, Web Feeds and Radio.

	

	2. Determine which media are most important to monitor and be sure to assess coverage several times during the first 48 hours. 

	

	3. Analyze what messages are appearing on the event. Determine what messages are needed.  Determine what misinformation needs correcting. Identify concerns, interests and needs arising from the crisis as it is being reported.

	

	4. Monitor public inquiries and media contact logs to look for information gaps and needs.  Hotline, Web, Social and Email.  

	


PUBLIC INFORMATION                    Assigned To: __________________________________________

	Tasks: 
	Completed:

	1. Obtain all communication being developed and brief hotline operators on the content, and how to respond.

	

	2. Obtain FAQ’s and use them as scripts for operators in responding to public calls.

	

	3. Provide the public with the website or special web page information if they want to have frequent updates.

	


MEDIA                                                Assigned To: __________________________________________

	Tasks: 
	Completed:

	1. Assess media needs and organize mechanisms to fulfill media needs during crisis (e.g. determine whether you will do daily briefings in person, how you will handle media that are camped out there, and when might you use web site updates for media).

	

	2. Develop core team for response to media requests and inquiries. Make sure that this team knows what you will do and won’t do with the media.

	

	3. Produce and distribute immediate information materials (e.g. press releases, media alerts, press statements, fact sheets, and Q & As).

	

	4. Translate and test messages for cultural and language requirements of special populations.

	

	5. Prepare further communications materials as new information comes in (it may be that in the first 48 hours, depending on the severity of the event and media response, that you will need to produce and release new information many times).

	


SPOKESPERSON                              Assigned To: __________________________________________

	Tasks: 
	Completed:

	1. Be the organization, act like the organization. Embody its identity, especially if your organization is about caring and protecting health and people’s lives. Be real.

	

	2. Express empathy and caring about the situation immediately.

	

	3. Describe the incident and its magnitude – what happened: what, where, when, why, how?

	

	4. Describe the process in place to respond to the incident – what we are doing?

	

	5. Be regretful, not defensive. Say “We feel terrible about…” or “We are very sorry that…” to acknowledge the incident.

	

	6. Acknowledge the shared misery (people are frightened, feeling a lack of control) from the event. Give them the actions your organization is taking or that they can take themselves.

	

	7. Express wishes. “I wish we knew more right now.” “ I wish our answers were more definitive about…”

	

	8. Be willing to answer the questions everyone wants to know:

                     • What has happened?

                     • What is the impact?

                     • What is being done?

                     • Are my family and I safe? What will affect us?

                     • What can I do to protect my family and me?

                     • Who (what) caused this problem? Can you fix it?

                     • Who is in charge here?

                     • How are those who got hurt getting help?

                     • Is this thing being contained?

                     • Why did this happen (Don’t speculate. Repeat facts of the situation,    

                       describe data collection effort, and describe treatment from fact sheets)?

                     • Why wasn’t this prevented from happening (again)?

                     • What else can go wrong?

                     • When did you begin working on this (e.g. were notified of this,

                       determined this had occurred)?

                     • What does this data/information mean?

                     • What bad things aren’t you telling us (Don’t forget to tell them the good 
                       things)?

	

	9. Ask people to share the risk with you. Show your caring and determination as a role model for them.

	

	10. Don’t over reassure. Reassurance can backfire. Acknowledging to people how scary the situation is, even though the actual numbers affected are small, can make them calmer about the situation.

	


WEB                                                    Assigned To: __________________________________________

	Tasks: 
	Completed:

	1. Create links to other websites that also will have information about the event.

	

	2. Prepare to update your website as frequently as information changes. This could be hourly.

	

	3. Release information to other partner website operators as you have it.

	

	4. Begin developing special web pages for the event, if the emergency warrants it.

	


*Check List Adapted from United Nations Development Programme
www.fieldpoint.net
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