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TEMPLE SCOTT ASSOCIATES INC. 1



TEMPLE SCOTT ASSOCIATES INC. 2

What is Crisis Communications?
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What is Crisis Communications?

• A story that grabs the public’s attention.
• A story that is relatable and generates strong emotion – often empathy, 

sympathy or outrage.
• These stories typically have heroes and villains.  Which is your 

organization?

• Quick test: As an organization, do you want media interest in this story?
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Social Media has Changed Communications
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The #MeToo Movement Transformed Society



United Airlines passenger dragged off flight
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Examples of Crisis Communications
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Examples of Crisis Communications



Facebook/Cambridge Analytica Scandal
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Examples of Crisis Communications



NDP Party Leader Jagmeet Singh’s response to caucus sexual misconduct 
allegations:
After six months of Singh, doubts surface that he's just not ready, Global, 
March 29, 2018
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Examples of Crisis Communications

https://www.ctvnews.ca/politics/don-martin-blog/don-martin-after-six-months-of-singh-doubts-surface-that-he-s-just-not-ready-1.3864869


Developing Story - USA Swimming:
Olympian Ariana Kukors Smith Sues U.S.A. Swimming, Claiming It 
Ignored Sex Abuse, New York Times, May 21, 2018
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Examples of Crisis Communications

https://www.nytimes.com/2018/05/21/sports/olympic-swimmer-ariana-kukors-coach-abuse.html


Canadian precursor to 
#metoo - CBC response to 
Jian Ghomeshi allegations:

• CBC inquiry concludes 
management mishandled 
Jian Ghomeshi, CBC, April 16, 
2015

• CBC apologizes to Kathryn 
Borel over handling of Jian 
Ghomeshi complaint, CBC, 
May 11, 2016
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Examples of Crisis Communications

http://www.cbc.ca/news/cbc-inquiry-concludes-management-mishandled-jian-ghomeshi-1.3035574
http://www.cbc.ca/news/canada/toronto/cbc-apology-kathryn-borel-ghomeshi-peace-bond-1.3577223
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What Isn’t Crisis Communications



Six steps to success

1. Identify Proper Spokespeople:
• Who should be speaking to the issue at hand?
o Is it about Skate Canada or a Skate Canada member?
o Is it actually about something other than skating (i.e. a facility 
issue)?
o Is it about a local club?

Division and contradictory messaging feeds a story and 
reduces confidence in the organization
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What to do When Facing a Communications Crisis



2. Prepare Proper Spokespeople:

•.Spokespeople need to be trained and briefed.  
◦I don’t know is not a good answer!
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What to do When Facing a Communications Crisis



3. Develop a system for triaging media requests.  Recommended practices include:

• Communicate only by email;

• Establish a central clearing house for all requests;

• Know who the reporter is and their outlet;

• What are the questions?;

• What is the nature of the story?; and

• What is the deadline for comment?
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What to do When Facing a Communications Crisis



4. Develop Main Messages and Standby Statements:

• Given tight deadlines, good crisis communications strategies develop main 
messages and standby statements to address possible crisis communications 
scenarios.  This limits the potential for scrambling and freelancing under tight 
deadlines.

• Occasionally, additional facts may be involved that require a tweak in messaging 
or the type of media coverage may require a change to the media protocols.
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What to do When Facing a Communications Crisis



5. Be prepared to adjust your messaging and standby statements to suit specific 
details of the case at hand.

6. Consider getting professional advice.
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What to do When Facing a Communications Crisis



When a crisis hits an organization its reputation and the reputation of its 
leaders is at stake.

One wrong move can take years to recover from.

How an organizations communicates its response can be just as important 
as the response itself.

Best to plan in advance and be prepared to adjust based on circumstances.
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Conclusion


