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Today’s Agenda

1. Crisis Types

2. Before the crisis

3. Do’s and Don’ts

4. Apologies



#1: Crisis Types:
Three basic categories
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Type #1: Not Your fault
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Type #2: Kinda Your fault
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Type #3: Totally Your fault �
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 Sewage spill

 Extended outages

 Procurement corruption

 Workplace safety issue
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But…they are all 
your problem!



#2: Before the Crisis
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Have a 
plan/protocol

Work/practice it

Expect nothing to 
go to plan
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 Shut down all planned social media

 Who is the tip of the spear? (depends on 
crisis area)

 who speaks for the city?

 when to engage legal counsel

 when to engage outside  Communications 
counsel



#3: Do’s and Don’ts
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4. Be accessible/open/honest

5. Be the first to speak/control the message 
(when possible)
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1. Review/Follow Your Protocol

2. Pause all scheduled social media

3. Seriously, get the facts

4. Be accessible/open/honest

5. Be the first to speak/control the message

6. Be willing to say, “IDK”

7. Accept appropriate responsibility

8. Don’t be afraid to apologize
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Guess

Obfuscate (lie)

 Let just anyone speak

Offer a mealy-mouthed apology
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Don’t:
Let BAD 
communications 
make things worse



#4: Apologies



“We are disappointed in how some people 
misinterpreted the commercial.”



“I want my life back.”



“Re-accommodated”
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Elements of a Good Apology:
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1. Own the mistake

2. State the error

3. Admit what you did wrong

4. Say you are sorry

5. Detail plan going forward

6. Ask for forgiveness/understanding

Elements of a Good Apology:
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1. SAY, “Sorry, but…”

2. Try to shift blame

3. Justify bad acts

4. Make it about HOW PROBLEM HURT you

5. Over explain

Do NOT:
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1. Assume All crises are your problem

2. Have a plan / protocol

3. Pause all scheduled social media

4. Get the facts

5. Control the message

6. Tell the truth

7. Be willing to say “idk”

8. Know how to apologize 



Questions?
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