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Crisis Communication Plan Template: A Customizable Guide for
Businesses

When a crisis hits, having a well-defined communication plan can be the difference
between maintaining a strong reputation and facing long-term damage. This customizable
template is designed fo help businesses of all sizes prepare, respond, and recover from
crises by providing a clear structure for managing communication effectively. Here's a
step-by-step guide to crafting your own crisis communication plan, ensuring you're ready to
address any situation with confidence and clarity.

1. Crisis Communication Overview

e Purpose: Establish the objective of your crisis communication plan. This is the
"why" behind your plan, providing clarity on its role in protecting the company's
reputation, ensuring accurate messaging, and maintaining stakeholder trust during
crises.

e Goals: Define the specific outcomes you aim to achieve with the plan, such as timely
and accurate information dissemination, minimizing reputational damage, and
maintaining tfransparent communication with key stakeholders.

2. Crisis Management Team

e Identify Key Roles: Create a list of team members who will be involved in managing
communication during a crisis. Assign specific roles such as:

o Crisis Communication Lead: The primary decision-maker for communication
strategies and messages.

o Spokesperson: The official representative for media interactions.

o Internal Communications Manager: Ensures employees are informed and
aligned with the external messaging.

o Legal Advisor: Provides guidance on regulatory compliance and minimizes
legal risks.



Contact Information: Include contact details for each team member, including
phone numbers, email addresses, and alternative contact methods for emergencies.

3. Crisis Identification and Assessment

Types of Crises: Outline potential crisis scenarios your business could face, such
as data breaches, product recalls, PR issues, or natural disasters.

Risk Assessment: Define criteria for assessing the severity of a crisis (e.g., impact
on operations, potential media attention, legal implications). This helps in
determining the appropriate level of response.

Decision-Making Matrix: Include a simple matrix or flowchart that guides the
team on how to escalate issues and who to involve based on the crisis type and
severity.

4. Key Stakeholders and Communication Channels

Identify Stakeholders: List the primary groups that need to be communicated with
during a crisis, such as:

o Employees

o Customers

o Media Outlets

o Shareholders and Investors

o Community Partners
Preferred Communication Channels: Determine the best channels for reaching
each stakeholder group (e.g., email, press releases, social media, direct calls). This
ensures that messages are delivered through the most effective platforms for
each audience.

5. Message Development and Approval Process

Core Messaging Guidelines: Define the core messages that should remain
consistent across all communications. This might include commitment to
transparency, prioritizing safety, and steps being taken to resolve the issue.
Message Templates: Create templates for common crisis scenarios to speed up the
response process. For example:
o Data Breach Notification: A template to notify customers about a security
breach and the actions being taken to protect their information.



o Product Recall Announcement: A draft message for recalling a product and
ensuring customer safety.
e Approval Process: Outline the steps for drafting, reviewing, and approving
messages. This includes identifying who has final approval authority to ensure
timely dissemination.

6. Communication Timeline

e TInitial 24-Hour Response Plan: Provide a timeline of actions for the first 24 hours
of a crisis, focusing on internal alignment and an initial public statement.
o Hour 1-2: Assess the situation, convene the crisis team, and draft a holding
statement.
o Hour 3-6: Inform employees, issue a preliminary statement if necessary,
and monitor public reaction.
o Hour 6-24: Develop and release a detailed statement, prepare for media
inquiries, and update social media.
e Ongoing Updates: Define how often stakeholders will receive updates throughout
the crisis, ensuring regular communication until the issue is resolved.

7. Media Handling Protocols

e Spokesperson Guidelines: Provide clear guidelines for how the spokesperson should
handle media inquiries, focusing on maintaining composure and delivering consistent
messages.

e Press Release Template: Include a template for issuing official statements to the
media. This template should have a clear headline, date, and a structured message
addressing the crisis.

e Media Monitoring Plan: Identify tools or methods for monitoring media coverage
and public sentiment throughout the crisis, helping to adjust the communication
strategy as needed.

8. Internal Communication Plan

e Employee Communication Strategy: Outline how and when employees will be
informed of the crisis and the company's response plan. Keeping employees in the
loop helps prevent misinformation and ensures they can accurately represent the
company’s stance.



e Sample Internal Email: Include a template for a company-wide email to quickly
update staff about the situation, reassure them of the steps being taken, and
provide guidance on external communication (e.g., directing media inquiries to the
spokesperson).

9. Post-Crisis Evaluation and Recovery

e Debriefing Session: Plan for a post-crisis debriefing session with the crisis feam to
review what worked well and what could be improved.

e Stakeholder Feedback: Collect feedback from stakeholders to understand their
perceptions of how the crisis was handled.

e Plan Revision: Based on the evaluation, update the crisis communication plan to
address any gaps or lessons learned, ensuring the business is better prepared for
future incidents.

10. Crisis Communication Checklist
Use this checklist to ensure all key elements are covered during a crisis:

e [ Crisis identified and assessed

. Crisis team assembled and briefed

o Initial statement drafted and approved

. Key stakeholders informed

. Media briefed and spokesperson prepared

. Social media monitored for feedback

° Internal communication aligned with external messaging
o Regular updates provided to stakeholders

. Post-crisis debrief conducted

("4 Plan updated with lessons learned

Conclusion

A well-structured crisis communication plan ensures that businesses can navigate difficult
situations with poise and maintain trust with stakeholders. Use this template as a guide to
customize your plan, ensuring that your organization is prepared to communicate
effectively, no matter the challenge. By having this plan in place, you'll be able to respond
swiftly, mitigate risks, and protect your brand's reputation during any crisis.






