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 Purpose 
 
 
Section 1 – Purpose 
 

The purpose of the Crisis Communication Plan is to establish guidelines to help Redwood weather a crisis while 
maintaining its: 

• Credibility with consumers, employees, volunteers, donors, the media, and the community at   large. 
 
• Reputation for social responsibility. 
 
Section 2 – Definition 
 
A crisis is a major, unfortunate, sudden, and unpredicted event that can seriously disrupt an organization’s 
operations with a potentially negative impact on mission and the bottom line. Crises may include: natural 
disasters, accidents, legal/ethical failings, mismanagement, and negative impact caused by outside forces. 
 
Crisis occurring in a public environment may invite outside scrutiny and could jeopardize the agency’s 
reputation.  Preserving reputation is the most important element of crisis communication because reputation 
impacts consumers, donors, employees, and the community at large.  Reputation takes years to build, and poor 
handling in a crisis situation can destroy it over night.  
  
Section 3 – Scope 
 
The Crisis Communication Plan establishes policies and procedures to manage the flow of timely and factual 
information to all relevant audiences, including the media, so that the details surrounding the crisis event are 
communicated accurately and in the most favorable light given the circumstances. 

Section 4 – Policy 
 

Redwood’s policy regarding crisis management is to exercise control over communications adhering to the 
following principles: 

• Ongoing communication will be maintained with employees, board members, families, volunteers, and 
other constituent groups to keep them informed and to garner their continued support during the crisis and in 
the rebuilding process following the crisis.     

 
• Redwood recognizes the opportunity the news media provides to communicate with the public. 
 
• Redwood will attempt to provide information in a timely manner to meet media deadlines through 

traditional and social media channels. 
 
• A single spokesperson will represent Redwood.  Alternate spokespersons will be designated by Redwood, as 

needed. 
 
• Known and confirmed facts about the crisis will be available, subject to justification for not releasing 
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specific information. 
 
• All information will be “on the record” and there will be no “unidentified sources.” 
 
Section 5 – Roles and Responsibilities 
 

Establishing the policy and procedures identified in the Crisis Communication Plan is the responsibility 
of the Marketing Committee of the board working in collaboration with the Executive Director, the 
Director of Development, the Chief Clinical Director/Compliance Officer, and Public Relations 
Coordinator.   
 
Implementation of the plan during an event requiring crisis communication is the responsibility of the 
Crisis Communication Team, comprised of the: 

 
• Crisis Communications Manager -   The Chief Executive Officer will maintain this function. 

 
• Spokesperson – The Director of Development and Public Relations Coordinator will share this function 

with ongoing input/consultation from the Executive Director. 
 

• Communications Assistant - The Public Relations Coordinator shall fulfill this function with as needed 
support from the Development Department. 

 
• Initial Contact Representative - Redwood’s receptionist receives all incoming calls and will be provided 

a statement to answer anticipated questions or will be directed to forward all calls to the delegated 
spokesperson. 

 
(Specific duties for each member of the team are provided in Appendix A) 

Section 6 – Direction and Control 
 

Redwood’s Emergency Management Plan establishes guidelines for direction and control of crisis 
situations through the establishment of a Crisis Control Team and a Crisis Communication Team.  
Specific duties of each team are:  

 
Crisis Control Team - Responds to the crisis situation to contain, manage, and resolve it. 

 
• Notifies top management immediately of fires, severe weather, injuries, death, etc. 
 
• Notifies the Crisis Communication Team. 
 
• Investigates and evaluates the situation, establishes safety parameters, and makes operational 

decisions to contain the emergency. 
 
• Establishes a command center for operations in Room 203; or, as necessary, in the parking 

lot behind the building. 
 
• Interacts with the Ft. Mitchell Fire Dept., Life Squad, and police, the County Disaster 

Services Coordinator and other personnel in emergencies at Redwood.  
  
• Contacts the American Red Cross for Disaster Assistance when a disaster strikes at 

Redwood.  
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• Confers with other internal and external experts as needed.  
 
• Assesses, documents, and reports the emergency. 
 
• Analyzes ramifications of the emergency on continued operations.  
 
• Contacts licensing/regulatory organizations as appropriate.  
 
• Participates in crisis response evaluation after each emergency. 

 
Crisis Communication Team - Manages the flow of timely and factual information so details 

surrounding the crisis event are communicated accurately and in the most favorable light given the 
circumstances. 

 
• Notifies top management immediately. 
 
• Confers with the Crisis Control Team. 
 
• Appoints a steering group and begins to assess the situation.  
 
• Identifies spokesperson and defines chain-of-command for releasing of information. 
 
• Identifies what issues are particularly sensitive.   

   
Section 7 – Fact Finding 
 

Effective crisis management and communication is dependent on the availability of accurate 
information. 
 
The Crisis Control Team is responsible for investigating a crisis situation.  The team gathers information 
about the conditions that contributed to the development of the crisis, the actual crisis event, and 
subsequent circumstances resulting from the incident.  This work is accomplished through observation, 
interview of participants, and reports of internal/external experts who are called in to evaluate the 
situation.  Any source of information is identified by name to assure the information can be verified at a 
later time, if there is a question about its accuracy.  All confirmed facts are documented on the 
“Gathering the Facts” worksheet.  (Appendix B) 

 
Section 8 – Communications 
 

A full flow of accurate, timely, and factual information is critical to the successful management and 
resolution of a crisis situation. 

The Crisis Control Team immediately notifies top management and the Crisis Communication Team as 
soon as investigation and management of a crisis begins.  Once this notification has occurred, the Crisis 
Communication Team bears the responsibility for managing the flow of communication between the 
two teams.  This allows the Crisis Control Team to focus their attention on the crisis.  
 
The Crisis Communication Team is also responsible for managing all communications with staff, 
families, board and other volunteers, and the media.  Specific procedures to facilitate a continuous flow 
of relevant information include: 
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• Communication assignments, type, and content will be documented on the “Gathering the Facts” 
worksheets.  (Appendix B).  A list of internal/external contacts is provided on the inside of the back 
cover of this manual. 

 
• A simple statementwill be developed by the Crisis Communication Team to address inquiries from 

the public before all facts are available.  The team will also develop all subsequent written/spoken 
news releases.  Guidelines for developing statements are provided in Appendix C. 

 
• To assure the accuracy of information, the official spokesperson is the only person authorized to be 

the voice for Redwood.  Policy dictates that all information is on the record and there are no 
“unidentified sources.” 

 
• In the event it is necessary to establish a media-briefing center, Redwood will use the Conference 

Room onsite; or, establish an offsite media-briefing center at the Diocesan Catholic Children’s 
Home at 75 Orphanage Road. 

 
• The Crisis Communication Team will hold a short meeting each day of the crisis to brief team 

members on the latest developments, share media interest and response, and go over what to expect 
in the next 24 hours.   

 
Section 9 – Post-Crisis Evaluation 
 

Both crisis teams will meet to evaluate the agency’s response.  Whenever possible, the evaluation period 
will begin within one week of the end of the crisis period and be concluded within one month.  The Crisis 
Communication Manager is responsible for managing the evaluation process.  The evaluation will focus on 
identifying the circumstances leading up to a crisis, the crisis response, and short/long term ramifications.  A 
final report will include a summary of the assessment, recommendations to implement for future needs, and 
a plan for records maintenance. 

Section 10 – Staff Training 
 

All staff will receive an orientation during EEOP to crisis management and communication during their 
initial employment period, and once a year thereafter.  Members of both crisis teams will annually 
participate in a disaster drill, which would require communication to relevant audiences including the 
media.  The Development Department will be responsible for planning and holding this training. 
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Appendix A: 
Specific Duties for Crisis 

Communication Team  
 
 Spokesperson  
 
Goal:  
The news event will be covered accurately and in the most favorable light possible given the circumstances.   

 
Role:  

• Serve as the voice of Redwood to inform the public; and, 
• Communicate on behalf of the Crisis Control Team so they can concentrate on managing the crisis.  

 
Responsibilities: 

• Work with the Crisis Communication Team to: identify the facts, summarize the situation, decide what can be 
disclosed, develop the mantra, and the statement. 

• Identify relevant audience and type of communication to make regarding a crisis. 
• Communicate to internal audiences and/or delegate alternate spokesperson for this purpose. 
• Consult, as needed, with police, fire, and emergency management officials about information to release. 
• Provide accurate, timely, and factual information to the news media at scheduled news conferences. 
• Communicate only information approved for external distribution.  
• Recognize the influence the news media can have on Redwood’s operations. 
• Contact media to make corrections. 
• Conduct follow-up evaluation and prepare the final report. 

 
Staff assigned to fulfill this role: 
In order to avoid the perception of an elevated crisis, the Director of Development and the Public Relations Ccoordinator 
shall share this role.  The Board President has the authority to serve as the spokesperson in place of the Executive Director 
when the situation warrants it.  For crisis of a more severe nature, the chief executive officer shall serve as spokesperson. 
 
Running the news Conference or briefing: 

• Identify self and give title.  Briefly share information about Redwood’s media policies.  
• Describe the briefing format and schedule. 
• “I will provide a statement which includes information that can be confirmed at this point.  I will only respond to questions where the factual 

information has been confirmed.  Any questions that cannot be answered now will be addressed at the next briefing.” 
• Read the statement.  Pause throughout, looking at the reporters.  
• Repeat every question asked.  Only answer those where information is confirmed in statement. 
• Announce time of next briefing.  Thank media for their participation and cooperation.   End briefing. 
• Subsequent briefings should always begin with a brief summary of: most recent news release; what has occurred 

since the last briefing.  Answer questions that were asked at previous briefing.   
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Communications Assistant 

 
 
Goal:  
The news event will be covered accurately and in the most favorable light possible given the circumstances.   
 
Role:  

• Work with the Crisis Communication Team to facilitate communication to all relevant audiences. 
• Assist in the organization and coordination of information, details, and communications relating to media 

coverage of a crisis, before, during, and following the crisis.   
 
Responsibilities: 

• Keep abreast of media deadlines.  Set press conferences accordingly.  Coordinate timing with spokesperson. 
• Make hospitality arrangements for media briefings including notifying press and assembling press kits. 
• Gather information on hand about Redwood.  As the need for other information becomes known, help to 

develop and/or assemble it.  
• Register media arriving for the conference; issue press passes identifying media representatives; provide 

approved background information and photos as appropriate. 
• Record questions and responses at media briefing. 
• Compile media contact information.  Prepare conference notes/reports as assigned. 
• Document media coverage and monitor accuracy of media response. 
• Recognize the influence the news media can have on Redwood’s operations. 
• Assist with communications to other relevant audiences, as assigned. 

 
Staff assigned to fulfill this role: 
The Public Relations Coordinator will fulfill this role and receive support from the Development Department as 
needed. 
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 Crisis Communications Manager  
 
 
Goal:  
The news event will be covered accurately and in the most favorable light possible given the circumstances.   
 
Role:  
 

• Lead the Crisis Communication Team in the management of the communication process to all relevant 
audiences including the media, before, during, and after the crisis. 

 
Responsibilities: 

• Direct the process of fact finding, summarizing the situation, and deciding what can be disclosed. 
• Serve as the primary contact with the Crisis Control Team. 
• Define communication problems/issues, determine urgency and importance, and clarify risks involved. 
• Make timely and effective decisions in the absence of perfect information. 
• Anticipate media questions and propose answers to questions which may be asked. 
• Oversee the compilation of data from other team members. 

 
Staff assigned to fulfill this role: 
The Director of Development and the Public Relations Coordinator will jointly manage this function with ongoing 
input and consultation from the Executive Director. 
 
Relevant forms: 

• Internal/External Contacts 
• Gathering the Facts (Crisis Control) 
• Gathering the Facts (Crisis Communication) 
• Gathering the Facts (Expanded media Coverage) 

 
Redwood’s policies regarding communications and disclosures to the media: 

• Ongoing communication will be maintained with employees, Board members, families, volunteers, and other 
constituent groups to keep them informed and to garner their continued support during the crisis and in the 
rebuilding process following the crisis.     

• Redwood recognizes the opportunity the news media provides to communicate with the community. 
• Redwood will attempt to provide information in a timely manner to meet media deadlines. 
• When possible, within two hours of learning about a news worthy crisis, Redwood will make information 

available to the media. 
• A single spokesperson will represent Redwood.  Alternate spokespersons will be designated by Redwood, as 

needed. 
• Known and confirmed facts about the crisis will be available, subject to justification for not releasing specific 

information. 
• All information will be “on the record” and there will be no “unidentified sources.” 



  
 
 

The Initial Contact Representative 
 

 
Goal:  
The news event will be covered accurately and in the most favorable light possible given the 
circumstances.   

 
Role:  

Serve as the initial contact for all audiences including the media inquiring or requesting information 
about a crisis.  
 
Responsibilities: 

• Answer the telephone at the reception area and/or greet visitors entering the building. 
• Get the name, affiliation, and telephone number of callers/visitors at the beginning of the conversation. 
• Notify the Crisis Communications Manager immediately if a caller/visitor alerts you to a situation of concern. 
• Notify the Crisis Communications Manager immediately if a caller/visitor becomes intimidating. 
• Log all inquiries. 
• Forward the log to the Crisis Communications Manager on a regular schedule per direction. 
• Repeat only the approved “mantra” to those inquiring about the crisis.  Do not provide any other information 

about the crisis.  Do not speculate. 
• Direct inquiries to the spokesperson, as assigned.  Provide the name and affiliation of the caller to the 

spokesperson before sending the call through. 
• Screen all calls of people wishing to speak to the spokesperson, during the crisis situation. 
• If the spokesperson is unavailable, respond that “the spokesperson is gathering information.” 
• Inform the Communications Manager when leaving the reception area so another responsible person can 

assume these duties. 
 
Staff assigned to fulfill this role: 
Redwood’s receptionist will serve in this capacity unless the Crisis Communications Manager deems the person is 
not experienced enough to handle inquiries about crisis communication.  In this situation, another more seasoned 
staff member will be assigned these duties. 
 
Relevant forms: 

• Media Log 
 
Redwood’s policies regarding communications and disclosures to the media: 

• Ongoing communication will be maintained with employees, Board members, families, volunteers, and other 
constituent groups to keep them informed and to garner their continued support during the crisis and in the 
rebuilding process following the crisis.     

• Redwood recognizes the opportunity the news media provides to communicate with the community. 
• Redwood will attempt to provide information in a timely manner to meet media deadlines. 
• When possible, within two hours of learning about news worthy crisis, Redwood will make information 

available to the media. 
• A single spokesperson will represent Redwood.  Alternate spokespersons will be designated by Redwood, as 

needed. 
• Known and confirmed facts about the crisis will be available, subject to justification for not releasing specific 

information. 
• All information will be “on the record” and there will be no “unidentified sources.” 
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 Appendix B: 

Reporting the Facts 
 
 

When possible, Redwood will collect the following information for any news worthy crisis: 
 
 The date of the incident and the date it was discovered 
 The source reporting the incident 
 Pertinent details surrounding the incident 
 Potential impact on clients, staff, Redwood’s reputation, and the community 

 
Based upon these facts, the crisis communications team will evaluate and determine if any expertise is 
needed (legal, environmental, etc.) and, if so, appoint an appropriate representative.  
 
Officer level staff, board officers, Director of Development and the Public Relations coordinator will 
determine if the gathered facts are pertinent for public dissemination or of a confidential nature.  If 
suitable for public knowledge, the Director of Development and Public Relations coordinator will work 
with the Chief Executive Officer to craft the appropriate response and share this information with media 
outlets.  Information considered confidential will be shared with only officer-level staff, the marketing 
specialist, and Redwood’s board.  If deemed necessary, the chief executive officer will share 
information with any licensing bodies.  The Director of Development and Public Relations coordinator 
will share non-confidential information with Redwood employees. 

   
Policies regarding communication during a crisis and disclosure to the media: 
 Ongoing communication for non-confidential information will be maintained with employees, 

board members, families, volunteers, and other constituent groups to keep them informed and to 
garner their continued support during the crisis and in the rebuilding process following the crisis.     

• Redwood recognizes the opportunity the news media provides to communicate with the 
community. 

• Redwood will attempt to provide information in a timely manner to meet media deadlines. 
• When possible and appropriate, Redwood will make information regarding any news worthy 

crisis available to the media. 
• A single spokesperson will represent Redwood.  Alternate spokespersons will be designated by 

Redwood, as needed. 
• Known and confirmed facts about the crisis will be available, subject to justification for not 

releasing specific information. 
• All information will be “on the record” and there will be no “unidentified sources.” 
• “No comment” comments shall be avoided, and the spokesperson is not to provide any details 

that may be considered speculative. 
• Whenever speaking with the media, the spokesperson will use crisis-appropriate language. 
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