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Introduction

Ê There is a significant value of investing in public relations 
strategies, programs and tools for your business, non-profit or 
agency (local, state or federal)

Ê It isn't just about reacting to events, activities or issues. 

Ê Handling a crisis is a complicated process, and successful 
results can be achieved by implementing these tips.



What is PR or public relations?

Public Relations
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What is PR or public relations

Under the PR umbrella

Public Relations

Strategic Communications Services
Reputation/Relationship Management
Access Services
Business Development
Branding
Sponsorship
Government Affairs
Public Affairs
Minority/Multicultural Relations
Message Development
Direct Marketing (print)
Email Marketing
Event and Seminars
PR Coaching
Issue/Crisis Communications

Media Relations
Executive Media Training
Writing Services
Community Relations
Speeches and Presentations
Employee 
Relations
Internet-based strategies
Website Design/Development
Website Assessment/Hosting
Search Engine Optimization
Video Production
Legal Support
Community Surveys
Internet Radio Services



In other words…the difference between PR, 
marketing, promotion and advertising

Under the PR umbrella

Ê If the circus is coming to town and you paint a sign saying 
'Circus Coming to the Fairgrounds Saturday,' that's 
advertising. 

Ê If you put the sign on the back of an elephant and walk it 
into town, that's promotion. 

Ê If the elephant walks through the mayor's flowerbed, 
that's publicity. 

Ê And if you get the mayor to laugh about it, that's public 
relations."



What is a Crisis?

Crisis

Crisis: Any situation that is threatening or could threaten to harm
people or property, seriously interrupt business, significantly
damage reputation and/or negatively impact the bottom line.



1. Say when not “if”

Ê Believe it will happen

Ê Anticipate Crises

Ê The Ostrich has left the ZOO!

If you’re being proactive and preparing 
for a crisis, there are benefits



2.  Conduct a vulnerability audit

A comprehensive and detailed review to start:
• Do you have a Crisis Team, Personnel and Responsibilities
• Where is that First Hour Response Check List 
• List of Emergency Contacts
• Notification Procedures
• Procedures for Bomb Threats, Workplace Violence, and 

Natural Disasters
• Media Response
• Organization Fact Sheet
• Internet and Social Media Response
• Resources including translation and stress counseling 

services



3. Assign your Crisis Team, People 
and Jobs

Identify and make a list:
• CEO or business owner; nonprofit executive director
• Director of Communication or Public Relations
• Senior leadership team (VPs, department heads, etc.)
• Attorney



4. Identify and train spokespersons

Only authorized persons speak:
• Pre-screen
• Train
• Consider lead and/or backup spokespersons for different 

channels of communications

“I’ve met senior-level executives who could stand up in front
of a 1,000-person conference audience without a fear and perform beautifully
– but who would get virtual lockjaw when they knew a video camera
was pointed their way for a one-on-one interview.”



5. Have a Crisis Plan

You can’t plan for a crisis while you’re having one.



5a.  Use this format for a Crisis Plan

A comprehensive and managed approach 
to every aspect of crisis response:
• Crisis Team, Personnel and Responsibilities
• First Hour Response Check List 
• Emergency Contacts
• Notification Procedures
• Procedures for Bomb Threats, Workplace Violence, and 

Natural Disasters
• Media Response
• Organization Fact Sheet
• Internet and Social Media Response
• Resources including translation and stress counseling 

services



6.  Practice and practice again

Put together an exercise
• Simple run through
• Table top with “roll playing”
• Exercise with all resources



7.  Identify and Know Your 
Stakeholders

Put together a list
• Who are the internal and external stakeholders that matter?
• Table top with “roll playing”
• Exercise with all resources

Every employee is a PR representative and crisis manager for your
organization whether you want them to be or not!



8.  Develop Holding Statements

Messages designed for immediate use
• For wide variety of scenarios

“We have implemented our crisis response plan, which places the highest priority
on the health and safety of our guests and staff.”

“Our hearts and minds are with those who are in harm’s way,
and we hope that they are well.”

“We will be supplying additional information when
it is available and posting it on our website.”

Example from a hotel chain with properties hit by a natural disaster that 
Could be used before any hard factual information, might be:



9.  Assess the Crisis Situation

Reacting without adequate information is a classic 
“shoot first and ask questions afterwards” 
situation in which you could be a primary victim.

However, if you’ve done all of the above first then
you will proceed with the appropriate response.



10.  Post-Crisis Analysis

What did we learn from this?
• What was done right?
• What was done wrong?
• What could be done better next time?
• How could we improve various elements of crisis 

preparedness?

After the “rotating blades” have stopped the question 
must be:



2 Minute Networking Drill
Networking

Think before you go –
What are your goals for this 
event?

Use cards wisely – Don’t 
be a poker dealer!

Skip the mass e-mail – Be 
specific and personal

Name-drop with care –
Don’t overstate the 
relationship

Follow through – Do what 
you say you are going to do!

It is all about connections!
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The Last Word for Now

Ê My hope is that your organization or nonprofit gets it – OR 
already did before today. 

Ê Certainly, demand for advance preparation has increased 
dramatically in the past half-decade.

Ê However, 95% of American organizations remain either completely 
unprepared or significantly under-prepared for crises.

Choose to be part of the prepared minority.  Your stakeholders will 

appreciate it.
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