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Goals
❑ Develop your organization’s criteria for engaging in 

crisis communications and rapid response

❑ Learn best practices for responding to crisis or rapid 
response moments

❑ Build your organization’s comfort in navigating tough 
moments including supporting YOUR sustainability, 
wellness



Why does this 
distinction matter?
❑ Because we are emotionally activated when we 

are in crisis

❑ Because going from crisis to crisis exhausts us 
and leads to burnout

❑ Because our enemies can use this to make us 
less effective





What is an 
organizational crisis?

❑ When an organization’s actions or a member of 
the organization does not live up to their stated 
values

❑ When an organization or a member of the 
organization is attacked for their values 

❑ When harm has come to your constituents or the 
community you work with



What is NOT an 
organizational crisis?
❑ A legislator votes the wrong way on a bill you are 

supporting 

❑ You don’t get a grant

❑ Your opponent says bad things about you



What escalates a crisis?
❑ Is it true? Perception vs. reality 

❑ Who knows about it?

❑ Do the people who know about it, or soon will, have power over your 
organization or in your community? Can they affect your ability to do 
your work?

❑ Is there a legal element? HR issue?  

❑ Is there money involved? Whose money?

❑ Is this a contained event or something ongoing?

❑ Are members of staff or leadership involved?



We’ve Been Here Before...

❑ Choosing the right messengers
❑ Assessing the crisis for both short-term 

response and long-term changes
❑ Leading with values

❑ Responding proportionately 
❑ Leading with evidence of your organization’s 

reputation 
❑ Creating internal infrastructure for the crisis



Develop an Action Plan
❑ Detail scenarios, strategy and approach

❑ Catalog vulnerabilities 
❑ Imagine moments that may be uncomfortable but not a crisis
❑ Consider ”must do” rapid response moments

❑ Establish criteria for what’s a crisis and what isn’t

❑ Indicates roles: who will take the lead on what

❑ Identify your different audiences and a strategy to reach 
them, including messengers

❑ Develop draft internal and external messaging

❑ Outline ideas for how to deliver messages to audiences

❑ Schedule a training for staff and board to share plan



Rapid Response?
❑ Purpose: Why? To what end? How will we back it 

up?

❑ Audience: Does someone need to hear from us on 
this issue? Who? Why us?

❑ Capacity: can we do this in a timely fashion? Is this 
more important than the work we have to say no to in 
order to do it?



Sample Decision-Making Flow Chart



Effective Rapid 
Response Looks Like:
❑ Knowing when to lead and when to amplify

❑ Using the right channels to talk to the right people

❑ Identifying the right messengers 

❑ A continuation OR course correction of your ongoing work

❑ Leveraging your resources effectively 

❑ Evaluating the right moment to ramp up or back off 



Develop an Action Plan
❑ Detail scenarios, strategy and approach

❑ Catalog vulnerabilities 
❑ Imagine moments that may be uncomfortable but not a crisis
❑ Consider ”must do” rapid response moments

❑ Establish criteria for what’s a crisis and what isn’t
❑ Indicates roles: who will take the lead on what
❑ Identify your different audiences and a strategy to reach 

them, including messengers
❑ Develop draft internal and external messaging
❑ Outline ideas for how to deliver messages to audiences
❑ Schedule a training for staff and board to share plan



Now…
 Regularly discuss and prepare. Use a strategic planning 

meeting or leadership team meeting to determine and plan 
for possible risks, review and refresh action plan

 After every crisis and rapid response moment debrief what 
happened AND whether the protocol used was effective

 Did we respond proportionately?

 Was our response effective? Did we reach staff and close 
allies?

 What would we do again or do differently?

 Is there any institutional wisdom gained that needs to be 
shared more broadly?

 How did this impact our ongoing work?

 How can we support our crisis/rapid response team to rest 
and recharge?



Thank you!
Questions?
amanda@lightboxcollaborative.com
anna.casto2012@gmail.com
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