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[bookmark: _Toc101889555]Introduction
As an integrated health care organization employing more than XX,000 people, caring for X million patients annually and spanning X counties and XXX communities, [COMPANY NAME] must be prepared to properly respond to and communicate during a large variety of potential crisis situations.
No matter where a crisis occurs within the [COMPANY NAME] organization, [COMPANY NAME] is committed to rapidly identifying and assessing the situation and mobilizing a communications team early to handle internal and external communications strategically and in real-time. This commitment helps key audiences – including patients, families, employees, clinicians, leadership and many others – stay informed and properly cared for while helping to manage impacts to [COMPANY NAME]’s operational wellbeing, reputation and brand.
[bookmark: _Toc101889556]1.1 Purpose
This plan is designed to put in place easy-to-follow communications and communications team protocols to both establish standard operating procedures on crises responses and provide the crisis communications and management teams a clear reference guide to respond to and communicate about crises appropriately and consistently. The objective of the crisis communications plan is to limit the potential for damaging consequences before, during and after crises and protect [COMPANY NAME]’s patients, employees, operations, and reputation.
The crisis communications plan does not supplant the [COMPANY NAME]’s Emergency Operations Plan (EOP).
Should [COMPANY EMERGENCY MANAGEMENT ORG NAME]’s and/or ICS be activated, this crisis communications plan can serve as a reference guide as appropriate, but the communications function will follow established Public Information Officer (PIO) protocols for Incident Command Center (ICC)/Emergency Operations Center (EOC) activated events. In these instances, the team should refer to the EOP or ICS materials as a first resource/protocol. Review Appendix 2 for more information on what qualifies as an ICC/EOC event.
If the crisis is not an EOC/ICC event, this crisis communications plan should be utilized, and the team should assemble and follow the protocols as outlined in the plan.
[bookmark: _Toc101889557]1.2 Pre-Crisis Planning & Preparation
[COMPANY NAME]’s communications response is critical to the successful resolution of any crisis. To better prepare and equip the organization in responding to a potential crisis, the crisis communications plan should be reviewed and select teams should be activated periodically to facilitate collaboration and understanding of the needed communications protocols should a crisis arise.
In addition, documents that will help the crisis communications team communicate more quickly and effectively during a crisis situation have been prepared. These documents are included as Appendices to this plan.
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[bookmark: _Toc101889558]Crisis Teams
The crisis management and crisis communications teams are two coordinated groups who are trained and responsible for handling internal and external communications in crisis events. The pre-determined organization and understood interplay between these two teams is crucial to efficient and successful management of crisis scenarios. Section 2.1 – 2.5 establishes the individuals on the teams, their roles and responsibilities during crisis scenarios, the coordination between individuals and teams and the key audiences each individual is responsible for (if applicable).
[bookmark: _Toc101889559]2.1 Organization Chart
[COMPANY NAME]’s has established a crisis management team charged with assessing, planning, and executing communications during crisis situations. The team is made up of an executive and/or management team including executive leadership, legal, risk, subject matter experts and a core crisis communications team comprised of key individuals from the external affairs, issues, government affairs and media/communications team.
Roles and responsibilities for the broader and more focused crisis teams are detailed in Section 2.2, specific task forces and teams are detailed in section 2.3 and audience communications responsibilities based on specific activities or content needs and detailed in Section 2.4.

CHART 1 // CRISIS MANAGMENET TEAM MEMBERSHIP

[bookmark: _Toc101889560]2.2 Roles & Responsibilities
Each member of the crisis management and communications team has different roles and responsibilities during crisis situations – from responding immediately to protect patients and facilities to communicating with the public and media. Because there are several potential audiences that must remain updated during a crisis, many of the team members have been assigned a group of audiences who they are responsible for communicating with, as outlined further in Table 1 below. Table 1 highlights each team member, which part of the crisis management team they fit into and their roles and responsibilities during a crisis.

TABLE 1 // ROLES AND RESPONSIBILITIES

	EXECUTIVE LEADERSHIP & SUBJECT MATTER EXPERTS
	ROLE
	RESPONSIBILITY

	President & CEO
Name
	· Final Executive Decision Maker & Public Lead
	· Ultimate decision maker
· Liaison with board members, regulatory officials and key stakeholders
· Serves as spokesperson in Tier 1 crisis as needed

	Chair of Board
Name
	· Board of Directors Lead
	· Serves as spokesperson on board-related crises

	Chief Operating Officer
Name
	· Operations Subject Matter Expert
	· Incident commander as designated in key crises
· Issue expertise on select crises
· Department liaison on select crises
· Serves as spokesperson for select crises
· Guidance/updates on operational changes

	Chief HR Job Title
Name
	· People/Employee Subject Matter Expert
	· Incident commander as designated in key crises
· Issue expertise on select crises
· Department liaison on select crises
· Serves as spokesperson for select crises

	SVP, Chief Medical Officer
Name
	· Clinician Subject Matter Expert
	· Issue expertise on select crises
· Serves as primary communicator to clinicians

	President – Hospitals
Name
	Hospital Operations Subject Matter Expert
	· Issue expertise on select crises
· Liaison on select crises
· Guidance/updates on operational changes

	Chief Information Officer
Name
	· Information Systems Subject Matter Expert
	· Issue expertise on select crises
· Provides expertise, facts and suggested actions (as/if needed)
· Provides content review (as needed)





	LEGAL DEPARTMENT
	ROLE
	RESPONSIBILITY

	Chief Legal Job Title
Name
	· Legal Lead
	· Provides counsel and suggested actions (as/if needed)
· Provides content review/ legal approval in real-time

	Chief Risk Job Title
Name
	· Risk Lead(s) & Response Assessor(s)
	· Provides counsel, facts and suggested actions (as/if needed)
· Provides content review/risk approval in real-time (as needed)
· Facility regulatory personnel liaison on select crises



	PUBLIC AFFAIRS
	ROLE
	RESPONSIBILITY

	Chief Public Relations Job Title
Name
	· Executive Decision Maker
	· Guides public affairs and communications strategy
· Key executive and internal stakeholder liaison
· Provides global strategy

	Government and/or External Affairs Job Title
Name
	· External/Governmental Affairs Subject Matter Expert
	· Serves as liaison to key external and/or governmental audiences
· Reviews audience-specific messaging

	Vice President, Public Relations
Name
	· Crisis Communications Lead
	· Leads communications response
· Oversees message development in coordination with the Executive Leadership & Subject Matter Experts
· Provides final communications team approval for original and revised messaging documents
· Arranges scheduled and emergency team meetings, works with senior advisors
· Serves as lead representative at press conferences with assistance from emergency responders, agencies and others
· Serves as spokesperson as needed
· Serves as point for incident updates from executives

	Director, Public Relations
Name
	· Crisis Communications Director and Media Engagement Strategy
	· Directs communications response
· Directs message development in coordination with key experts
· Serves as background source/point of contact for news media
· Leads production of all internal/external documents, including press releases, statements, talking points
· Reassesses and directs messaging updates in response to media monitoring and team member feedback
· Reviews original and revised messaging documents
· Designates tasks to crisis communications team members as needed
· Serves as spokesperson as needed
· Serves as point for incident updates from executives

	Public Relations
Name
Oversight Area
Name
Oversight Area
Name
Oversight Area

	· Crisis Communications Managers (External)
	· Manages and executes external communications response
· Manages and executes message development
· Manages and/or produces all internal/ external documents, including press releases, statements, talking points
· Conducts messaging updates in response to media monitoring and team member feedback
· Provides real-time media monitoring
· Serves as secondary liaison with media

	Director, Media Relations
Name
	· Media Engagement Strategy Expertise
	· Identifies and assists coordination with media engagement related to crisis situation
· Serves as point with specific/key members of the media

	Director, Internal Communications
Name
	· Crisis Communications
· Coordinator (Facility & Systemwide Communication)
	· Coordinates facility & systemwide employee communications response
· Reviews/revises documents for internal distributions (as/if needed)
· Serves as liaison with key internal departments

	IS/IT Communications Manager
Name
	· IS Communications Response Support
	· Supports IS communications response
· Serves as department liaison

	Director of Social Media & Content Marketing
Name
	· Social Media & Digital Response Lead
	· Disseminates responses on social media
· Monitors social media conversations
· Manages and coordinates engagement on social media (as needed)
· Manages development of digital strategy or response (as needed)


[bookmark: _Toc101889561]2.3 Crisis Communication Teams and Workstreams
The dedicated crisis teams are responsible for swift and strategic execution of core activities and tasks that may be needed to effectively manage a crisis. To facilitate quick assembly of teams and coordination of materials or communications, key crisis teams have been detailed in Charts 2-7, as well as responsibilities of these teams. Personnel have been assigned to teams based on roles and responsibilities as detailed in Table 2.
CHART 2 // CRISIS COMMUNICATIONS: PRIMARY TASK FORCE
The Primary Task Force is responsible for quick assembly if there may be a crisis at hand. Depending on the crisis, assembly can/should occur in-person via email or via phone/web conference. Once assembled, this team is responsible for determining the tier of the crisis, communicating the crisis tier with key leadership and internal stakeholders and assembling the appropriate teams to activate – as detailed here – as well as key issue experts and additional support based on the crisis at hand.
This team is also responsible for sending out regular, internal updates and re-assembling on a regular basis to reassess the situation and needs.
All crisis teams report to the Primary Task Force team lead for approvals and strategic direction.


CHART 3 // CRISIS COMMUNICATIONS: MEDIA TEAM

The Media Team, if assembled, is responsible for developing and executing on the crisis-specific media strategy. The team lead convenes the team and approves activities/outreach. The media strategist weighs in on key strategies, outlets and individuals. Support staff execute on content development, reporting, monitoring, and key outreach as determined in conjunction with the team lead.

CHART 4 // CRISIS COMMUNICATIONS: CONTENT TEAM

The Content Team, if assembled, is responsible for developing crisis messaging and materials. The team lead convenes the team and guides the messaging direction, directs content needs and approves drafts for review by the primary task force and Legal Department. The content strategist provides the first review of materials and may be responsible for first drafts of messaging as/if needed. The content creators draft materials and guide content through approvals.


CHART 5 // CRISIS COMMUNICATIONS: WEB TEAM

The Web Team, if assembled, is responsible for developing a website strategy and posting/ managing website updates, dark pages and materials as needed. The team lead convenes the team and guides web updates/alerts, directs content needs and approves go-live functions for review by the primary task force and Legal Department. The web strategist weighs in on key information issues or strategies as needed. The audience- and task-specific team members execute on and coordinate specific tasks as needed based on web strategy.

CHART 6 // CRISIS COMMUNICATIONS: SOCIAL MEDIA TEAM*

The Social Media Team*, if assembled, is responsible for developing a social media strategy and posting/managing social channel updates, and materials and monitoring and engaging with followers as needed. The team lead convenes the team and guides digital strategy, monitoring and engagement protocols and directs content needs with final content and golive review by the primary task force and Legal Department. The supporting team members execute on social listening, engagement and reputation management.
*Additional Social Media and Reputation Management team members will be engaged at the direction of the Team Lead.


CHART 7 // CRISIS COMMUNICATIONS: INTERNAL COMMUNICATIONS TEAM

The Internal Communications Team, if assembled, is responsible for developing the internal communications strategy, directing content needs, executing on communications and handling responses. The team lead convenes the team and guides strategy and directs needs with final content and go-live review by the primary task force and Legal Department. The audienceand task-specific team members execute on and coordinate specific tasks as needed based on internal communications strategy.
[bookmark: _Toc101889562]2.4 Crisis Management Key Audiences
Key internal and external audiences must be informed of and updated on crisis situations as they unfold. This section establishes key audiences that the team may be required to reach out to, depending on the crisis tier, in emergency situations. This section accounts for and inventories both internal and external audiences in Table 2. 
Because there are a number of potential audiences that must remain updated during a crisis, many of the crisis management and communications team members have been assigned a group of audiences that they are responsible for communicating with during a crisis.
Personnel listed as messengers as designated in Table 2 should be the sole individual contacting the audiences, they are responsible for, unless they have designated an alternative messenger.

TABLE 2 // KEY AUDIENCES, RESPONSIBLE TEAM MEMBER, & COMMUNICATION METHOD

	INTERNAL AUDIENCES
	MESSENGER
	COMMUNICATION METHOD(S)

	[HEALTHCARE SYSTEM NAME] Board(s)

	· President/CEO and/or Board Chair Names
	· Email, phone, and in-person

	Employees
· Executives
· Hospital CEOs
· Nurses
· Staff
· Contracted Personnel
	· President/CEO Name
· Subject Matter Experts
(Lead Department on Crisis Type/Facility)
	· Email, phone, and in-person

	Clinicians
· Physicians
· Advanced Practice
· Independent Medical Group
· Hospital Staff
	· [INSERT NAME]
	· Email, phone, and in-person

	Donors
	· [INSERT NAME(s)]
	· Email, phone, and in-person

	Volunteers
	· [INSERT NAME(s)]
	· Email and phone

	Patients & Families
· In Facility
	· [INSERT NAME(s)]
	· 



	EXTERNAL AUDIENCES
	MESSENGER
	COMMUNICATION METHOD(S)

	Patient Groups
	· President/CEO Name
· Geographic (International/U.S.) Presidents Names
	· Email, phone, and in-person

	Governmental Agencies
· Federal Government
· State Government
· International Countries
	· Governmental Affairs Job Title and Name
	· Meetings, email, direct mail, personal visits, phone

	Governmental Agencies
· Municipal Government
· County Government
	· Governmental Affairs Job Title and Name
	· Meetings, email, direct mail, personal visits, phone

	Regulatory Agencies
· Department of Public Health
· Department of Agriculture
· Department of Consumer Affairs
· County Health Agencies
· ADD MORE AS APPROPRIATE
	· Governmental Affairs Job Title and Name
· Facility Safety Officer/Manager
	· Meetings, email, direct mail, personal visits, phone

	Emergency Services
· State/County Emergency Management Departments
· Local Law Enforcement Agencies (Police)
	· Facility Safety Officer/Manager
	· Email, phone, and in-person

	Labor Unions (Leadership)*
· List Labor Unions

*All Labor Unions by Facility detailed in Appendix 10
	· Labor Union Contact Job Title and Name
	· Meetings, email, direct mail, personal visits, phone

	Trade Associations
· List Trade Associations
	· Position Responsible to engage Trade Association and Name
	· Meetings, email, direct mail, personal visits, phone

	News Media
	· Position Responsible to engage News Media and Name
	· Email, phone and in-person (at press conferences or key interviews)



[bookmark: _Toc101889563]2.5 Crisis Tiers and Level of Support
Every crisis situation will be unique and nuanced; however, general characteristics and subsequent effects to the system can fall into categories. Section 2.5 establishes likely crisis and emergency scenarios the system may face, as well as how they may impact the system. Differentiating the crisis or emergency by level can help the teams assess what team members need to be activated and what audiences need to be reached. The three-level crisis and emergency system can aid the communications team in assessing the proper response and is outlined further in Table 3 below.
NOTE: If it is determined by the crisis communications primary task force that a Tier 1 crisis has occurred, it likely qualifies as a [COMPANY EMERGENCY MANAGEMENT ORG NAME] event and should be handled accordingly. Expanded detail on [COMPANY EMERGENCY MANAGEMENT ORG NAME] crisis qualification can be found in Appendix 2.

TABLE 3 // CRISIS TIERS / EXAMPLES

	EMERGENCY LEVEL
	IMPACT TO COMPANY
	AUIDENCE ENGAGEMENT
	EXAMPLES

	TIER
1
	· Major or threat of loss of life 
· Major or threat of property damage 
· Medical Equipment safety/recall/death
· Difficulty for workforce members to access site 
· Inability to deliver communications/ communications lines become jammed 
· Crisis affects system bottom-line 
· Could trigger legislative or local elected 
	Patient/Patient Families
· One or more groups or individuals express anger, concern or outrage
Media/Stakeholders
· Media and/or key stakeholders have immediate and urgent need for information about the crisis
· Broadcast and print media appear onsite for live coverage
Employees/Medical Staff
· Asking questions, feeling unsafe, feeling panicked
	· Mass-casualty incident
· Workplace violence
Bomb threat
Active shooter
· Bioterrorism
Anthrax / Ricin / Sarin gas
· Natural disasters
Earthquake
Wildfires / Fire
Extreme heat or Flood
· Disease outbreak
Pandemic
Food-borne
· Significant data breach
Company data
Customer data
· Kidnapping
· Significant utility failure
· Forced evacuations
· High-profile or
· significant litigation

	TIER
2
	· Potential elevation of crisis level
· Legal liability identified by Legal Department
· Medical Equipment safety/recall/death
· Threat to corporate reputation
· Could trigger legislative or local elected official action
	Pateint/Patient Families
· Affected and potentially affected parties threaten to talk to the media
· In addition to media, stakeholders and community partners are seeking information and/or appearing at the scene
Media/Stakeholders
· Crisis causes growing attention from local and regional media
· Media contacts non-authority staff for information about crisis
· Partners, emergency responders or other agencies receive media inquiries
Employees/Medical Staff
· Asking questions, feeling unsafe, feeling panicked
	· Disease outbreak 
E.coli
Pandemic 
· Data breach 
Customer data 
Company data 
· Natural disasters Earthquake Wildfires / Fire 
Extreme heat 
Flood 
· Labor strike 
· Poor food quality
· Protests 
· National harmful media coverage 

	TIER
3
	· Potential elevation of crisis level
· Legal liability identified by Legal Department
· Minor patient inconveniences or lapses in care
· Organizational disruption
· Threat to corporate reputation
	Patient/Patient Families
· The public at large is aware of the situation/event but is attracting little attention
Media/Stakeholders
· Crisis situation may/may not have occurred; the situation is attracting slow, but steady media coverage
Employees/Medical Staff
· Asking questions, feeling unsafe, feeling panicked
	· Food poisoning
· Construction accident
· Unexpected loss of organizational leader
· Fraud
· Whistleblowers
· Family disturbances
· Disgruntled team members/customers
· Power interruption/
· utility failure
· Altercations
Physical or Verbal
· Recalls
· Litigation
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[bookmark: _Toc101889564]Crisis Response Action Plan
The Crisis Response Action Plan outlines procedures to be followed during a non-[COMPANY EMERGENCY MANAGEMENT ORG NAME] crisis situation for the [COMPANY NAME]’s system. This plan is intended to help the organization address crisis situations with a better understanding of how to respond. Lack of a properly equipped crisis response protocol could make [COMPANY NAME]’s vulnerable to public criticism and the media. Therefore, it is imperative the organization have a clear understanding of the Crisis Response Action Plan.
[bookmark: _Toc101889565]3.1 Determine Crisis Tier
Once a crisis has occurred, it will be necessary for members of the Crisis Management Team to look at the characteristics of the crisis and assign it a tier level. Based off of system impacts and affected parties, the communications team can utilize Table 3 [PAGE XX], the Crisis Tier/Example Chart. Once a tier is determined, the team can move forward in determining which members need to be activated and what next steps will be necessary.
[bookmark: _Toc101889566]3.2 Crisis Management Team Activation
Once the crisis tier has been determined, the relevant members of the crisis team should be activated. Generally speaking, a Tier 3 issue will likely not require activation of the entire Crisis Management Team and could be handled by the VP of Public Relations or the Director of Public Relations. Tier 2 emergencies, depending on the severity, could merit the activation of the entire Crisis Management Team. However, for less-severe Tier 2 emergencies, the same team members as Tier 3 can likely handle the scenario. Tier 1 emergencies will likely trigger separate [COMPANY EMERGENCY MANAGEMENT ORG] activation and activation of all members of the Crisis Management Team.


Notify and activate the crisis communications team according to the following parameters:
	TIER 3
	TIER 2
	TIER 1

	· Email notification:
Yes, also follow Significant Events Notification Guidelines
· Activation:
Select Crisis Management Team Members
· Assembly Method:
N/A
	· Email notification:
Yes, also follow Significant Events Notification Guidelines
· Activation:
Select Crisis Management Team Members
· Assembly Method:
Schedule Conference Call
	· Email notification:
Yes, also follow Significant Events Notification Guidelines
· Activation:
Full Crisis Management Team Members
· Assembly Method:
Send Word Immediately – Phone, Email, Text, Etc.



[bookmark: _Toc101889567]3.3 Assess the Situation
Once a crisis tier has been determined and the appropriate Crisis Management Team members have been activated, it will be important to gather as much information as quickly as possible to start developing the most rapid and appropriate response. The following checklist outlines what information should be attempted to be gathered.
1. Verify the Situation
· Get the facts from employees/personnel involved or knowledgeable about the event.
· Obtain any additional information from sources such as law enforcement, fire departments, or facility management to help gain context for the situation.
· Determine source credibility of information.
· Determine that the information is consistent with other sources, if possible.
· Determine if the event is plausible.
· Clarify information through subject matter experts.
· Attempt to verify the magnitude of the event and human impact.

2. Notification
· Confirm the President & CEO and relevant spokesperson(s) have been informed and are aware of the situation. Get his or her authorization to proceed.
· Contact key personnel and provide briefing on issue.
· Utilize Significant Events Notification Guidelines when appropriate.

3. Crisis Management Team Resource Needs
· Secure an appropriate space, equipment and supplies needed for the course of the event.
[bookmark: _Toc101889568]3.4 Determine Audiences (Internal/External)
Once accurate information has been gathered regarding the crisis and appropriate team members have been activated, determine which audiences need to be privy to the information. Using Table 2 [PAGE XX], assign each relevant liaison to his or her audiences. Once audiences are assigned, messaging can be developed specific to each audience.
[bookmark: _Toc101889569]3.5 Develop Messaging
Depending on the nature of the crisis, it may be appropriate to issue an initial holding statement immediately to provide the team time to gather and develop more relevant and targeted messaging specific to the issue. Key messages should be developed to address questions and concerns by the public and media.
The messages should – as much as possible – answer these basic facts that are developed over time:
1. What happened?
2. Where did it happen?
3. When, specifically, did it happen?
4. Who was/is affected and how?
5. Where are the affected people now?
6. Was property affected?
7. What is the estimated cost?
8. What is the impact on the public?
9. What was the emergency response?
10. What measures are in place to mitigate future risks?
11. How soon will operations return to normal?
12. What are the next steps?
[bookmark: _Toc101889570]3.6 Materials
The following table demonstrates what materials will likely be necessary per crisis tier. The appendix can be referenced for examples of the materials needed per crisis tier.

	TIER 3
	TIER 2
	TIER 1

	IMMEDIATELY 
· Internal briefing documents 
· Internal talking points 
· Key audiences 
AS/IF-NEEDED 
· Immediate holding statement 
· Tough Q&A 
· Stakeholder Communications 
· Call Center Script??/Q&A 
· Social Media Content 

	IMMEDIATELY 
· Immediate holding statement 
· Key audiences 
· Tough Q&A 
· Internal briefing documents 
AS/IF-NEEDED 
· Media advisory 
· Press release 
· Website dark page 
· Talking points for spokesperson(s) 
· From Our Leaders Message 
· Mass Notifications communications 
· Stakeholder Communications 
· Call Center Script??/Q&A 
· Social Media Content 
	IMMEDIATELY 
· Immediate holding statement 
· Media advisory 
· Press release 
· Website dark page 
· Talking points for spokesperson(s) 
· Internal briefing documents 
· Key audiences 
· Tough Q&A 
· Mass Notification communications 
AS/IF-NEEDED 
· From Our Leaders Message 
· Stakeholder Communications 
· Call Center Script??/Q&A 
· Social Media Content 





[bookmark: _Toc101889571]3.7 Approval Process
The following chart outlines which members of the crisis communications team are responsible for approving what content. Before any material should be released to the public or media, it should follow the outlined approval process.

· Provides First Approval
· Oversees Content Development & Revisions
· Provides Content Review/Risk Approval in Real-Time
· Provides Content Review/Legal Approval in Real-Time
· Final Approval on Select Information
· Department Approval
· Review Initial and Revised Messaging Documents

[bookmark: _Toc101889572]3.8 Information Dissemination
Once materials have been prepared and information is ready for release, the relevant communications team members can disseminate information accordingly. It is critical to be rapid and accurate.
Distribution Process
Release initial information to media, public and partners through arranged channels:
· Distribute news release to media contacts.
· Distribute team member message via email and/or Mass Notification message (email/text/phone).
· Create dedicated call center line for patients/those impacted.
· Upload media materials produced to date to website.
· Prepare spokesperson(s) for media inquiries.
· Distribute media materials to partner/stakeholder organizations.
· Establish regular briefing schedule and protocols.
· Establish regular briefing schedule and protocols for working with the media.
Website Dark Page
Landing pages for crisis tier examples outlined in Table 3 [PAGE XX] should be created proactively with holding statements, generic press releases and any other relevant information. During a crisis, these pages should be activated for the media and members of the public to navigate to in order to find more information.
Spokesperson(s)
The following contacts may act as a spokesperson depending on the specifics of the crisis. The Vice President of Communications and Public Relations and the Director of Public Affairs & Issues Management will identify the spokesperson for each event.

	TIER 3
	TIER 2
	TIER 1

	· Director, Public Relations
· Facility/ Leadership
· Subject Matter Expert:
· Operations
(Chief Operation Officer)
· Hospitals
(Hospital Leader)
· Clinics/Ambulatory
(Clinical Leader)
· Information Systems
(Chief Information Officer)
· Team Members
· (Chief HR Title)
· Ethics and Compliance
(Chief Compliance Officer)
	· Chair of Board
(board-related or high-level emergencies)
· Vice President, Public Relations
· Director, Relations
· Facility Leadership
· Subject Matter Expert:
· Operations
(Chief Operation Officer)
· Hospitals
(Hospital Leader)
· Clinics/Ambulatory
(Clinical Leader)
· Information Systems
(Chief Information Officer)
· Employees
(Chief HR Title)
· Ethics and Compliance
(Chief Compliance Officer) 
	· President & CEO 
· Chair of Board
(board-related or high-level emergencies)
· Vice President, Public Relations
· Director, Relations





[bookmark: _Toc101889573]3.9 Monitoring and Rapid Response
After initial materials have been prepared and distributed, the communications management team should be closely monitoring news coverage and impacted stakeholders to check that the narrative is factual and respond accordingly if not. Initial observations surrounding how the story is being told should begin here to assess any changes that may be necessary.
During the monitoring/response phase, consider doing the following:
· Receive regular updates from communications and digital teams.
· Distribute regular monitoring reports.
· Immediately address inaccurate media coverage.
· Immediately address inaccurate internal messages or sentiment.
· Immediately address inaccurate stakeholder messages or sentiment.
[bookmark: _Toc101889574]3.10 Refine the Strategy
Once the initial interactions and statements are out and monitoring has occurred, reassess the situation and consider doing the following:
· Send follow-up press release with additional event information and details of any scheduled news conferences/media briefings.
· Send follow-up communications/messages with additional event information and details of any relevant follow-up to patients, families, and stakeholders via [INSERT COMMUNICATION MEDIUM].
· Send follow-up communications/messages with additional event information and details of any relevant follow-up to employees and internal stakeholders via mass notification system.
· Create additional materials including fact sheet and media advisory for news conferences and media briefings, as necessary.
· Rely on stakeholder liaisons to relay feedback or escalations.
· Send additional information to the media, as available.
· Continue to monitor social media and media coverage.
[bookmark: _Toc101889575]3.11 Debrief and Analyze
Once a crisis has subsided, and it is feasible, conduct an evaluation of [COMPANY NAME]’s response by doing the following:
· Compile and analyze media coverage.
· Identify strengths and shortcomings of response.
· Reassess issue priorities, if necessary.
· If applicable, send an email to affected parties letting them know the issue has been resolved and the next steps.
· Determine a need for changes to the crisis communications plan.
· Determine need to improve policies and process.
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The following pages contain supportive information and forms to this plan.
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[bookmark: _Toc91943448][bookmark: _Toc101889577]Appendix 1 – Sample/Template Statements 
INCIDENT: Arrest of Senior Leader
Questions to Anticipate:
· Questions to anticipate:
· What are the charges?
· Are you pressing charges? Who is?
· Tell me how the arrest happened?*
· Where is he/she charged – what court?
· Who is it? Name, title, tenure, etc.
· What indications did you have that there was a potential for this occurring? 
· What type of background checks do you do when hiring?
· What are you doing so this won’t happen again?
· What kind of an employee is he/she?
Sample statement:
Following is a prototype public statement that must be adapted/customized in case of an arrest of a senior leader:
At X:xx p.m. [Day of Week], we received notification that [NAME], [COMPANY NAME]’s [TITLE], had been arrested by [Municipality Name] Police/[County Name] Sheriff’s Department on suspicion of [Name of Violation]. [LAST NAME], a XX-year employee of [COMPANY NAME]’s, is scheduled to appear in U.S. Federal District Court in [Location] at X:xx a.m. tomorrow. Charges will be filed at that time. We will contact you when we have more information.
* [COMPANY NAME]’s should not provide arrest details. Instead, refer reporters to law enforcement personnel.
INCIDENT: Kidnapping of a Senior Executive
Questions to Anticipate:
· What happened?
· What’s her/his name? Title? Job responsibilities?
· Is there any family?
· Why was he/she targeted?
· Is he/she all right?
· Are the kidnappers demanding ransom?
· Will you pay?
· What are your security procedures for executives? In the U.S.? Abroad?
· Has anything like this happened before to [COMPANY NAME]’s executives?
· How will you change your policies and procedures now?
Sample statement:
Following is a prototype public statement that must be adapted/customized in case of an executive kidnapping:
At 8:30 p.m. yesterday, we were notified that [NAME], [TITLE and DEPARTMENT/FACILITY], was kidnapped as he/she was traveling home from his/her office. The kidnappers have identified themselves as members of an organization sympathetic to the poor and homeless in Brazil. We have been told that [FIRST NAME of EXECUTIVE] and members of his/her staff who were with him/her at the time are unharmed and in a safe environment. We are working with Brazilian officials and the U.S. government to free him/her as soon as possible.
As a result of this incident and for the safety of our other employees, we have increased security at all [COMPANY NAME]’s operations in [LOCATION].
[NAME] is a 10-year employee of [COMPANY NAME]’s and has [INFO ABOUT ROLE] s for the last XX years.
INCIDENT: Legal Disputes
Questions to Anticipate:
· What happened?
· When did it happen?
· How did it happen?
· Who is being charged? For what? Who made the charge?
· Do the charges have any merit?
· Can this situation be resolved out of court?
· Is [COMPANY NAME]’s facing any other lawsuits? Are they of a similar nature?
· What does [COMPANY NAME]’s plan to do?
Sample statement:
Following is a prototype public statement that must be adapted/customized in case of a legal dispute:
[COMPANY NAME]’s was named in a complaint filed today in U.S. District Court. A former employee who felt he/she was mistreated brought the complaint. [COMPANY NAME]’s has been recognized as an excellent place to work. Our intent is to do our best to follow the letter and spirit of employment law. We are in discussions with our former employee, and we hope this issue can be resolved quickly.
INCIDENT: Disgruntled Persons
Questions to Anticipate:
· Who is involved?
· Why is he/she upset? Is he/she upset with [COMPANY NAME]’s?
· Is there any basis for his/her claim(s)? Why or why not?
· What has [COMPANY NAME]’s done to try to address the claim(s)?
· What has this person done or what is he/she threatening to do?
· Has anyone been hurt/injured?*
· Has a lawsuit been filed?
· What is the company’s policy on this kind of behavior?
Sample statement:
Following is a prototype public statement that must be adapted/customized if the public becomes aware of claims by a disgruntled employee:
At approximately 8:15 a.m. today, our security desk became aware that a disgruntled spouse of a [COMPANY NAME]’s employee entered our building and threatened one of our employees.  Local law enforcement agencies were called. This is an unfortunate incident, and we empathize with the family involved. We are cooperating with investigators to find out more about what happened, and we are providing counseling to the employee and his/her coworkers.
* [COMPANY NAME]’s should not provide names of disgruntled persons or employees, their conditions or details of any arrests. Instead, refer the reporter to law enforcement or hospital personnel.
INCIDENT: Workplace Violence
Questions to Anticipate:
· What happened?
· When did it happen?
· Where did it happen?
· How did it happen?
· Have the names of persons involved been released?*
· Are there injuries or deaths?
· Was an attempt made to save the person’s life?
· Has the family been notified?
· Who is at fault?
· Has a lawsuit been filed?
Sample statement:
Following is a prototype public statement that must be adapted/customized if a workplace violence incident occurs:
At approximately 3:00 p.m. this afternoon, shots were fired inside the [COMPANY NAME]’s hospital. Law enforcement and emergency agencies were called, and two people were transported to XXX Hospital in [CITY], where they were treated for gunshot wounds. [COMPANY NAME]’s is deeply concerned about the incident, and we empathize with all those affected. We are providing counseling to any employee who wants help dealing with the incident, and we are cooperating with investigators.
* [COMPANY NAME]’s should not provide names of perpetrators or victims, their conditions, or details of any arrests. Instead, refer the reporter to law enforcement or hospital personnel.
INCIDENT: Industrial Accident Involving Serious Injury or Death
Questions to Anticipate:
· What happened?
· When did it happen?
· Where did it happen?
· How did it happen?
· Who was hurt or killed? *
· What was the cause of death?
· Was an attempt made to save the person’s life? By whom?
· Has the family been notified?
· Who is at fault?
· Has a lawsuit been filed?
Sample statement:
Following is a prototype public statement that must be adapted/customized if an accident resulting in serious injury or death occurs:
At 1:15 p.m. today, an explosion occurred at our XXX hospital in [CITY], [STATE]. Paramedics and the fire department were called. Three persons were treated, and one subsequently died. We empathize with the victims’ families and all those affected by this terrible tragedy. We are cooperating with investigators to determine how the explosion happened.
* [COMPANY NAME]’s should not provide names of victims or their conditions. Instead, refer the reporter to law enforcement or hospital personnel.
INCIDENT: Environmental Hazards
Questions to Anticipate:
· What happened?
· When did it happen?
· Where did it happen?
· What chemical was released? How much?
· Was it released into the air, soil or water?
· Is the spill contained? What actions did you take to control the spill?
· Is the air unsafe to breathe/soil permanently contaminated/water unsafe to drink? For how long?
· Were area businesses or homes evacuated? How many? For how long?
· Was anyone hurt in the incident? *
· How does this chemical impact human health?
· How will it be cleaned up? How long will it take? Who will do it?
· Is there any impact on local wildlife?
· Is anyone being charged with wrongdoing?
Sample statement:
Following is a prototype public statement that must be adapted/customized if there is an environmental crisis:
At approximately 6:00 a.m. today, a truck carrying a biohazard waste by [COMPANY NAME]’s tipped over on Interstate 35E in [CITY, STATE]. A small amount of the chemical spilled onto the highway and into the adjacent ditch. Law enforcement and pollution control agents are on the scene. The driver of the truck is uninjured and is being questioned by the police. [COMPANY NAME]’s is [doing/did] XX to [contain/clean up] the spill. [COMPANY NAME]’s is cooperating with the pollution control agents to assess the environmental impact of this very unfortunate accident. 
* [COMPANY NAME]’s should not provide names of victims or their conditions. Instead, refer the reporter to law enforcement or hospital personnel.
INCIDENT: Worker Health Claims
Questions to Anticipate:
· What is the claim?
· Who is making the claim? What facility? Site? How many employees
· Have there been other health claims?
· Is the chemical/process in question still being used?
· Is it being used in other operations around the globe?
· If it isn’t used any more, why not?
· Is this the first time that there have been questions raised about this chemical?
· When did the company learn about possible side effects to the chemical? What was done at that time?
· What type of protection do employees use when working with this chemical?
· What type of health awareness education is offered for employees?
· Is health testing available for workers exposed to potentially dangerous chemicals? What has that testing showed? (Or – why haven’t you conducted testing?)
· How many employees work in the same areas as those filing the claims?
Sample statement:
Following is a prototype public statement that must be adapted/customized in the case of worker health claims:
We were informed this morning that three [COMPANY NAME]’s employees have filed claims regarding the past use of XX at our XX facility in XX. We are concerned about their health and the health and safety of all [COMPANY NAME]’s employees. We offer regular, free medical testing to the XX employees who work in this area of our manufacturing operations and have provided full medical coverage to those who have complained of side effects. Furthermore, we have continued our routine employee health and safety training.
INCIDENT: Activist Protests
Questions to Anticipate:
· What are the protesters saying about [COMPANY NAME]’s?
· What is [COMPANY NAME]’s position?
· Has anyone from [COMPANY NAME]’s ever met with members of this group? What happened? Or, why haven’t you met with them?
· Will [COMPANY NAME]’s take action taken against the protesters?
· Have there been other protests against [COMPANY NAME]’s?
· Will [COMPANY NAME]’s change any practices based upon these protestors’ claims?
Sample statement:
Following is a prototype public statement that must be adapted/customized in the case of an activist protest:
[COMPANY NAME]’s has a deep commitment to the communities throughout the world in which it operates. This commitment is demonstrated every day by our employees who volunteer their time with hundreds of organizations across the globe and through our corporate and foundation giving. We have met with members of XX protest group in the past, but those meetings have not resulted in a mutually beneficial resolution of the issues presented. We remain open to further discussions, but unfortunately, today’s demonstration does not bring us any closer to resolving the issues at hand.
INCIDENT: Noise or Odor Complaints from [COMPANY NAME]’s Neighbors
Questions to Anticipate:
· What is the complaint about?
· Who is making it?
· What has the company done about the issue?
· Is this the first time this issue has surfaced? If not, what has happened earlier?
· What are the operations at this [COMPANY NAME]’s location?
· Have you met with the neighbors? What happened as a result of that meeting? (Or why haven’t you met with them?)
· Is there a short-term and/or a long-term solution?
Sample statement:
Following is a prototype public statement that must be adapted/customized in the case of neighborhood complaints:
[COMPANY NAME]’s managers have met with neighborhood leaders several times to discuss these issues. We understand their concerns, and we have changed some of our operations as a result of those meetings. For example, we do not make deliveries before 7:00 a.m. or after 9:00 p.m. at that location. We will continue to talk to the neighbors, other tenants of the industrial park and the city to address issues raised by residents of the area.
INCIDENT: Accidental or Sudden Death of Executive
Questions to Anticipate:
· What happened?
· Has the family been notified?
· What is the succession plan?
· What are the memorial plans?
· What is [COMPANY NAME]’s policy on executive travel? Security? (e.g. No two officers of the company can fly on the same plane.)
· Who will replace him/her?
Sample statement:
Following is a prototype public statement that must be adapted/customized in the case of an accidental or sudden death of an executive:
Executive [NAME], [TITLE], died yesterday from a heart attack while traveling on a commercial airline. He/She was en route from Minnesota to [COMPANY NAME]’s hospital in Alpena, SD. Attempts to save his/her life by a medical doctor on board were unsuccessful. [NAME], [AGE], had been with [COMPANY NAME]’s for XX years. 
[NAME], President and CEO, remembered [NAME], “ [NAME] was a friend and colleague who pushed us hard in his/her quest for the best possible solutions for our customers. He/She did it with a big smile and endless drive that motivated us all. We will miss him/her greatly. We send our heartfelt sympathies to his/her family and coworkers.” [NAME] will temporarily assume [NAME]’s duties until a permanent replacement can be found. Memorial services will be announced soon.
INCIDENT: Protests Regarding Corporate Giving
Questions to Anticipate:
· What is the issue?
· How much money is involved and what is the giving history to this organization?
· Are there any other [COMPANY NAME]’s ties to this organization? (executive board members, etc.)
· What is [COMPANY NAME]’s giving policy?
· Will the company change its giving, based upon these protests?
Sample statement:
Following is a prototype public statement that must be adapted/customized in the case of a protest about corporate giving:
[COMPANY NAME]’s gives more than $1 million annually to a multitude of organizations around the globe. We are committed to building strong communities, which create economic and educational opportunities for children and their families. Local employees who see needs in their communities and request assistance guide many of our contributions. We applaud these individual efforts and encourage our employees to continue to identify areas where we can help. If our decisions have offended others, we apologize. We would be happy to meet with those concerned to hear what they have to say.  However, at this time we have no plans to change our giving guidelines.
INCIDENT: Acts of God
Questions to Anticipate:
· What happened?
· When did it happen?
· How did it happen?
· Was anyone hurt?
· Was there any property damage?
· What is the estimated cost of damage?
· Will business be disrupted?
Sample statement:
Following is a prototype public statement that must be adapted/customized if an Act of God, such as a tornado or fire, occurs:
At approximately 5:00 a.m. today, a tornado struck [COMPANY NAME]’s XX healthcare facility in [CITY]. No one was in the building at the time, so there were no injuries. Property damage is still being assessed. [COMPANY NAME]’s is thankful no one was hurt. We are temporarily shifting healthcare services to our facility in [LOCATION].

[image: ] APPENDIX A: SAMPLE STATEMENTS

[bookmark: _Toc91943449][bookmark: _Toc101889578]Appendix B – Contact Lists 
CORPORATE
	Name
	Title
	Email
	Work Phone
	Cell Phone
	Alt. Phone
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* Final decisions on how [COMPANY NAME]’s will respond to any crisis situation are the responsibility of the CEO. In the event the CEO is not reachable, and all possible means have been exhausted to contact the CEO, regardless of the time of day or location, the CFO will make the final decision; in his/her absence, the Vice President, Human Resources, will assume responsibility.
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Name of person completing form: 									
Description of incident (What happened?): 																					
Date/Time of incident: 											
Date/Time I was informed: 										
Location of incident (be as complete as possible):																					
What caused the incident? 																							
Was anyone injured/killed?* 				Circle One: 	Yes		No
Have you informed the families?*		 	Circle One: 	Yes		No
What have you done to control/contain the situation? 																																	
Is there a public safety/health/ environmental issue?	Circle One: 	Yes		No
If yes, description of issue: 																																				
Have appropriate public officials been notified? 		Circle One: 	Yes		No
Who is at fault or responsible? 										
Who is in charge at the scene? 										
When will there be additional information? 		Circle One: 	Yes		No
If yes, provide details/If no, why not?: 														______								
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* [COMPANY NAME]’s should not provide names of victims or their conditions. Instead, refer reporters to law enforcement or hospital personnel.
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Please use this form to track all media inquiries. (Photocopy several forms to be used as needed.)
File one copy for your records and send one copy to [POINT OF CONTACT NAME] in Public Relations –  (example@example.com or fax to: xxx-xxx-xxxx).

Date: 							 Time:						

Reporter’s name:												

Title/beat:												

Publication or station name: 										

Phone: 							 Fax: 						 

Email: 													

Reporter’s deadline:											

Summary of inquiry:





[COMPANY NAME]’s response:






Further action needed:







Who will complete further action? 										
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Call handled by (include name and title): 									
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Were you prepared to deal with this crisis? Why or why not? 																				
How did you use the crisis plan to deal with the situation? Was it effective? 																															
What worked well? Why? 																																					
What didn’t work well? Why?																																				
What resources did the team need that weren’t immediately available?																															
Were you comfortable with your role in the handling of the crisis? Why or why not? 																														
What needs to be done to prepare for the next potential crisis? 																																
Other comments? 																								


Please return to [POINT OF CONTACT NAME], Public Relatiions 
example@example.com or fax to: xxx-xxx-xxxx
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All media relations are handled by External Relations. Only the CEO, CFO, Vice President Public Relations or a specifically authorized designee is to be the contact with the media, providing [COMPANY NAME]’s official response.
· Maintain log of all media calls and responses (for memory and in event of legal situation)
· Don’t forget local reporters on a national story
· Refer all media calls to External Relations Team (Public Relations spokesperson and alternate)
· Provide media center at site of disaster
· Have a media sign-in sheet at media briefings to record who attended and how to reach them
· Record media briefings so you have a record
· Don’t be pressured into responding until you have confirmed information
· Avoid speculation
· Correct mistakes
· Avoid minimizing the situation
· Don’t place blame on anyone or anything
· Remember the human concern for those involved
· Silence implies guilt
· Release only verified information
· Provide reporters access to company property (within limits)
· Refrain from estimating damage or other costs
· Emphasize company’s safety record
· Use every means of communication available to help offset rumors
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· It is critical that [COMPANY NAME]’s spokespeople be open, honest and available immediately when a crisis hits. We have the best opportunity to help shape the story if we are available from the beginning.  
· In most cases, after addressing the cause and results of the incident, it is crucial to be ready to explain what is being done to prevent a recurrence.
· Supervisor of the affected area must make certain that Public Relations is updated as events proceed.
· Communications goals are to minimize damage in such cases through timely, appropriate and effective representation, whether by telephone, e-mail, or in person.
· The most undesirable and least productive response is “No Comment” – rather we should tell them we are trying to get the best information available and will find someone able to provide that. 
· We do not guess at the best response. When we do not know the answer, we say so and seek to get the information.
· Public Relations will work with Law and Risk Management to share and confirm information, and to appraise any statements to be made.
· In all cases, Public Relations will work with the appropriate executives in External Relations, Law, Finance, Treasury, Operations, Regulatory Affairs, Human Resources, Corporate Communications, Marketing, etc., to determine proper responses.
· In major events, the Crisis Communications Management Team will formulate the message, and Communications & PR will disseminate that message externally and internally.
· In minor events, [COMPANY NAME]’s will not issue statements or press releases to the general media, but will respond to those that contact [COMPANY NAME].
· All media calls in a crisis should be directed to XXX-XXX-XXXX and will then be routed to Public Relations.
· On reporter-initiated calls, where we do not know the nature of the inquiry, Public Relations will screen for content, tone and timeline when speaking with media representatives – then will work with those in touch with the situation to determine the appropriate response.
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