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Global Certificate Course in Crisis Management for Security Services

Crisis Communication Strategies

Crisis Communication Strategies are essential for any organization, particularly those in the security services
sector, to effectively manage and respond to crises. In this explanation, we will cover key terms and
vocabulary related to crisis communication strategies in the Global Certificate Course in Crisis Management
for Security Services.

Crisis Communication: the strategic communication process used during a crisis to convey information to
various stakeholders, including employees, customers, media, and the public. The goal is to maintain trust,
manage perceptions, and protect the organization's reputation.

Stakeholders: individuals or groups who have a vested interest in the organization and are impacted by a
crisis. Examples include employees, customers, investors, suppliers, regulators, and the community.

Crisis Communication Plan: a detailed, pre-prepared plan outlining the communication strategies and
tactics to be used during a crisis. The plan should include key messages, communication channels,
spokespersons, and procedures for updating and monitoring the plan.

Key Messages: clear, consistent, and concise statements that convey the organization's position and
response to the crisis. Key messages should be developed in advance and communicated consistently
across all channels.

Communication Channels: the methods used to convey information to stakeholders. Channels may include
traditional media, social media, email, website, and in-person communication.

Spokespersons: individuals who are trained and authorized to speak on behalf of the organization during a
crisis. Spokespersons should be knowledgeable, credible, and able to communicate effectively with various
stakeholders.

Monitoring and Evaluation: the process of tracking and assessing the effectiveness of the crisis
communication strategy. This includes monitoring media coverage, social media activity, and stakeholder
feedback to evaluate the success of the plan and make adjustments as necessary.

Dark Website: a pre-prepared website that can be quickly activated during a crisis to provide stakeholders
with up-to-date information. The dark website should be simple, easy to navigate, and contain key
messages, contact information, and updates on the crisis response.

Media Training: the process of preparing spokespersons for media interviews and press conferences. Media
training includes techniques for delivering key messages, handling difficult questions, and maintaining
composure under pressure.

Social Media: online platforms that allow users to create and share content or participate in social
networking. Social media can be a powerful tool for crisis communication, but also poses challenges in
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terms of managing misinformation and controlling the narrative.

Rumor Control: the process of addressing and dispelling false or misleading information that may arise
during a crisis. Rumor control may include proactively communicating accurate information, monitoring
social media for false rumors, and providing fact-checking resources.

Crisis Communication Team: a cross-functional team responsible for managing the crisis communication
strategy. The team should include representatives from public relations, marketing, legal, human resources,
and operations.

Scenario Planning: the process of developing hypothetical crisis scenarios to test and refine the crisis
communication plan. Scenario planning helps to identify potential weaknesses in the plan and ensure that
the organization is prepared to respond effectively to a range of crisis situations.

Crisis Simulation: a training exercise that simulates a crisis scenario to test the crisis communication plan
and team. Simulations may include mock media interviews, social media monitoring, and scenario-specific
challenges.

Crisis Communication and Management System: a technology platform that supports the crisis
communication and management process. The system should include features such as incident tracking,
communication templates, and real-time collaboration tools.

Crisis Preparedness: the process of developing and maintaining the capabilities and resources necessary to
respond effectively to a crisis. Crisis preparedness includes training, planning, and exercising the crisis
communication and management system.

Crisis Recovery: the process of restoring normal operations and rebuilding the organization's reputation
after a crisis. Crisis recovery includes addressing the root causes of the crisis, communicating progress and
lessons learned, and rebuilding trust with stakeholders.

Crisis Communication Ethics: the principles and standards that guide crisis communication decisions and
actions. Ethical crisis communication includes being transparent, honest, and empathetic, and avoiding
deception, manipulation, and exploitation.

In conclusion, crisis communication strategies are essential for security services organizations to effectively
manage and respond to crises. Key terms and vocabulary related to crisis communication strategies include
crisis communication, stakeholders, crisis communication plan, key messages, communication channels,
spokespersons, monitoring and evaluation, dark website, media training, social media, rumor control, crisis
communication team, scenario planning, crisis simulation, crisis communication and management system,
crisis preparedness, crisis recovery, and crisis communication ethics. By understanding and applying these
terms and concepts, organizations can better prepare for and respond to crises, protect their reputation,
and maintain trust with stakeholders.
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