
Crisis Response Template
This simple template will help you respond quickly and effectively to a crisis, maintaining your
brand’s reputation and trust with your audience.

Step 1: Acknowledge the Issue
Key Message: Clearly recognize what has happened.
Example: We are aware of the issue affecting [specific details] and understand the concerns this
has caused.

Step 2: Show Empathy
Key Message: Express understanding and care for those impacted.
Example: We deeply regret the inconvenience this has caused and want to assure you that we
take this matter seriously.

Step 3: Provide Immediate Steps
Key Message: Explain what you are doing to address the issue right now.
Example: Our team is currently working on resolving the issue. We are [specific action being
taken, e.g., investigating, updating systems, reaching out to affected customers].

Step 4: Offer a Timeline
Key Message: Let people know when they can expect updates or resolutions.
Example: We will provide an update within [specific time frame, e.g., 24 hours] as we work to
resolve this matter.

Step 5: Direct Communication
Key Message: Offer a way for individuals to get more information or share their concerns.
Example: If you have any questions or need assistance, please contact us at [email/phone] or
send us a message here.

Step 6: Follow Up
Key Message: Once the issue is resolved, update the community with a clear explanation and
steps to prevent future problems.
Example: The issue has been resolved. We’ve taken the following steps to ensure this doesn’t
happen again: [list actions, e.g., improving systems, staff training]. Thank you for your patience
and understanding.

Final Reminder
- Always remain calm, polite, and professional in your responses.
- Use simple, clear language that shows empathy and transparency.
- Never ignore or delete valid concerns without addressing them.

Bonus Tip: To make your response more personal and human, add your name or initials at the
end, e.g., [Your Name/Initials].

This template ensures a professional yet approachable response to crises, helping your brand
maintain trust during difficult times.


