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CASA of Liberty/Chambers Counties

Crisis Communications Plan

A crisis is any event, natural or human, which threatens the operations and/or reputation of an organization.

In the event of a crisis or potential crisis, contact Texas CASA right away at 1-877-TX4-CASA or 512-473-2627. 
Utilize the Texas CASA communications department to assist in a crisis situation. Texas CASA will act in an advisory capacity only, for any crisis situation directly involving CASA of Liberty/Chambers Counties, with the understanding that a local program crisis could extend to the overall organization.  
The following provides our process for responding to each crisis.
Official Spokesperson and Media Contact

· The Executive Director will be the first line Spokesperson and Media Contact, with the Board Attorney covering any issues involving the Executive Director, or if the Executive Director should be otherwise unavailable
· NO CASA Spokesperson and Media Contact may act in any media capacity without the following outlined process having taken place: 
· Gather Key Advisors (physically or telephonically)
· Executive Director
· Team leaders
· Executive Board members
· Attorney
· Share Crisis Details with all Key Advisors

· Go over details.

· List people involved.

· Discuss people’s motives.

· Study the complete history of person(s) or program(s) involved.

· If police are involved, request information.
· Document What the Media May Know

· Gather newspaper stories.
· Record TV reports or radio broadcasts about the situation.

· Monitor online news sources and social media.
· Determine who the media has talked with, who is speaking out on the situation and what is being said.
· Evaluate the story being reported – is it complete, are details missing, is the story positive, negative or misleading?

· Document What Can and Can Not Be Said to the Media and Other Stakeholders

· Consult with executive director, team leaders, board members and/or attorneys.
· Develop talking points and stick to those with every audience.

· Provide accurate information on behalf of the person(s) or program being accused or reported on.
· Avoid a response to the media of “no comment” as this often gives the appearance that an organization is hiding something.  If you are confronted by the press and are not aware of a developing situation, state that “CASA has begun an investigation and will provide a press release or statement to the press after the initial investigation is complete.”
· Remember that much of the information known to CASA is confidential in nature so any statement to the press must be carefully reviewed to screen for the presence of confidential information and edited to remove that confidential information before presenting to the press and the public.
· Practice/role play responding to tough questions.

· Responding to the Media

· When a reporter calls, ask for name, the media outlet they represent, a phone number and the deadline so that you can gather information and call back.
· Return calls to the media in a timely fashion. Prepare a press release or schedule a press conference within first 24 hours.
· If the story continues to generate coverage, develop a timeframe for providing updates to the media and other stakeholders so that you can best manage your time.
· The Spokesperson and Media Contact will need to submit any prepared response to the Executive Committee and representative counsel prior to contacting any third party source and any CASA members – employees, Board members, volunteers, etc. involved in the Crisis event.
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