      Communicating in a crisis - some Dos and Don’ts
Do...
Do have a crisis plan in place. Ensure that front line staff know how to respond to the first press enquiry and that you have all the out of hours numbers you will need at hand.
Do ensure, if you’re responsible for managing the crisis that you are contactable 24 hours a day. Crises won’t always happen while you’re sat at your desk.

Do invest in media training for your key spokespeople and keep them sharp with regular practice.

Do try to stay calm and in control. Remember, this is when you prove to your employer what you’re really worth!
Do check what a journalist knows or understands of a situation before you give your version of events.

Do keep detailed notes of every conversation. They help you stay in control of the information flow and may be needed at a later stage. 

Do be prepared to give bosses tough advice. Have your debate about how you will respond to a crisis before you’re in one. There won’t be time when the bullets are flying.
Do respect a journalist’s deadline. Get back to them when you promised to.
Do take the time to craft a carefully worded statement but make it sound human. Use words like ‘we’ instead of ‘the association’ for example. Make it read as if someone actually said it.
Do be prepared to say sorry and explain how you are going to make amends.
Do be very careful about blaming other individuals or organisations. Even if a third party is at fault, this may not be the best time to try to convince people of that. Shoulder the responsibility for their failing if you have to.
Do be prepared to accept legal advice and be aware of confidentiality policies as well as data protection and libel laws.
Do look out for opportunities to follow up any bad press with some good news. e.g. new safety procedures put in place, damage put right ahead of schedule, Chief Exec delivering personal apology to tenant, etc.
Don’t…
Don’t expect a crisis to happen at a convenient time!
Don’t ever say ‘no comment’. You might as well say ‘guilty as charged’
Don’t, unless you really are prepared to carry it through, threaten legal action or to withdraw your advertising. 

Don’t trust a journalist you don’t know well, however reasonable they might sound. Never give your personal opinion on a situation.
Don’t lie. Tell the truth and nothing but the truth. You don’t however have to tell the whole truth.
Don’t take it personally. Be human but above all be professional. The journalist has their job to do, you have yours. This time next week you might regret slamming the phone down on them!
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