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managing media relations
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goals

Right information

Right people

Right time

Reduce anxiety / fear

Maintain reputation

Recover
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crisis communications 
strategy

Identify your vulnerabilities

Pre-scripted templates for various risk 
scenarios (“holding statements”)
Key messages for critical audiences

Media resources

Spokesperson training

Consistent messaging across channels
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critical events

Assets
• People
• Buildings / 

Facilities
• IT Systems
• Reputation / 

Brand

Crisis Events
• Internal

• Safety 
• Cyber Breach
• Construction
• HAZMAT

• External
• Weather / Natural 

Disasters
• Criminal Activity
• Active Shooter
• Terrorism

Critical
Event
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risk assessment

Crisis 1
• Most likely
• Most 

damaging

Crisis 2
• Most likely
• Least 

damaging

Crisis 3
• Least likely
• Most 

damaging

Crisis 4
• Least likely
• Least 

damaging
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level 1 event
Significant casualties

Rapidly escalating developments may extend beyond 
resources

Likely to attract media

Limited and conflicting information on the situation

Impact may continue well beyond the event
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governance document
Event Stakeholders Media 

format
Communication 
timetable

Frequency of 
messaging

Owner

Level 1

Level 2

Level 3

Level 4
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timetable
N + 15 minutes

Incident briefing 
/ establish the 
facts.  Release 
first social media 
posting 
acknowledging 
initial report 
information

N + 30 minutes

Issue / post initial 
press release to 
media outlets 
and website 

Brief President / 
EOC

Images / footage

N + 60 minutes

Issue longer 
summary of 
information 
confirmed to 
date via multiple 
channels and 
website

“Social listening”

N + 3 hours

Initial in-person 
media 
appearance / 
statement by 
technical college 
spokesperson

N + 6-24 hours

Additional 
updates as 
needed to 
multiple 
channels and 
website
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extended updates

Days 2+
• Emerging issues
• Communication to 

stakeholders
• Talking points to front-line 

staff

Events 
• Vigils
• Memorials
• Return to routine
• One-year anniversary (if 

appropriate)
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messaging
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• Situation overview
• Key emerging facts / updates
• What are people feeling -

what emotions need to be 
considered

• Current priorities / issues in 
progress 

• Anticipate questions

assessment
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5 Ws and 1H

Who
• Affected
• Response 

lead

What 
• Happened
• Immediate 

steps
• Do we know

Where
• Did this 

occur

When
• Did the event 

happen

Why
• Did this 

happen

How
• Are you 

going to 
respond to / 
fix this 
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Crafting the message

Holding statements for key stakeholders

Think through every word (words can be 
misinterpreted)
Clear and understandable language

Indicate compassion and concern for those 
impacted and their families
Don’t minimize the situation – be open and 
transparent
Provide a timeline – when to expect the next 
update
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safety is always a priority
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attribution

Locus Stability Controllability 
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shifting emotions
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social media planning
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social media strategy
Provide information

Take the “temperature” of the 
impact & response

“Social listening” post-incident

Identify potential issues

Update your messaging
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• Know who you are talking with
• Have a measure of control over the 

environment
• Treat the media with respect
• Anticipate the questions
• Finish responses without interruption
• Address misstatements and/or serious 

rumors
• There is “no comment” or, “off the record”

working with reporters
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first interview
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credibility is everything

What you say

How you say it

What you wear

Physical surroundings

Speech patterns & 
mannerisms

Body language / hand 
gestures
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quotability

Treat the crisis as an opportunity to:

Tell your story - how is the technical college 
responding

Demonstrate care for individuals, family, 
campus and community

Include the community in the response as 
needed
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Thank you!

Vivian Marinelli, PsyD
Senior Director 

Crisis Management Services at FEI 
vmarinelli@feinet.com

Direct:
414.359.6567

mailto:vmarinelli@feinet.com
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