
 
 

Crisis Communications Checklist 
 

 Despite our best efforts and pureness of heart, we are all susceptible to damage to our reputation 

due to circumstances out of our control. Assuming your resident's health and safety is squared 

away first, the next most important thing is information distribution. How and what you tell the 

public often has a longer lasting impact on your public reputation than the actual events you are 

addressing. 

 

Human beings reflexively create narratives regardless of a lack of information.  We connect dots 

even when it isn't appropriate. So, getting your message out there fast and first can be crucial 

when a crisis arises. 

 

This list is a useful starting point when addressing an acute situation. 

 

1. Identify a single point of contact for media 

•       Representative who coordinates requests for information or interviews 

•       Not necessarily your spokesperson 

  

2. Identify your spokesperson(s) 

•       Executive Director 

•       Medical professionals 

•       TALA or Argentum (if pre-arranged or if the issue is legislative in nature) 

  

3. Identify Official Channels of Communication 

•       1-on-1 (Telephone, email, press conference) 

•       Written Statement (email, Website) 

•       Social Media (Twitter, Facebook, LinkedIn, etc.) 

  

4. Be aware of confidentiality requirements at all times 

•       Company policy 

•       State and federal law 

  

5. Before an interview (in person, on the phone, or via email), ask some questions 

•       What do you want to discuss? 

•       What is your deadline? 

  

6. Before an interview, do some homework 

•       Has this reporter or news outlet covered assisted living before? 

•       How high is the profile of this news organization? 

•       Do they appear to have a bias? 

 

  



7. Be confident and prepared (Practice!) 

•       Return to your message. 

•       Speaking in sound bites helps the reporter write the story. 

•       Be positive and honest. 

•       Don’t speculate. Never lie. 

•       Don’t bad-mouth your competitors, disgruntled associates, or anyone else. 

  

8. “Off the record” is a myth 

  

9. Remember the nine most important words  

•      “I don’t know.” 

•      “Someone will get back to you.” 

  

10. Stay calm. Don’t be defensive.  

•       You work for a professional, caring organization. 

  

11. Follow up 

•       Pursue answers to questions you could not answer, as appropriate. 

•       Make any corrections necessary. 

•       Review news coverage once it is released. 

  

12. Contact TALA for support 

 


