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When You Think of Crisis Communications
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The Reality of Crisis Comms in Government 
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What is considered a crisis 
at your organization?



Flooding in 
Northern Minnesota
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• Governor – Emergency Declared
• Emergency Preparedness Committee 

Called

Communication Included:
• Ongoing Flood Updates
• Emergency Shelter/Relief Details
• Media Training
• Follow Up Beyond the Storm
• Public Announcement for Awarded Funds



At Granicus, We 
See This Every Day
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Everyday engagement is 
emergency 

preparedness

Lessons Learned #1
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Everyday Engagement

#GranicusSummit18

üMaintain a high standard for daily response rate

üHost focused digital engagement events (Twitter chats, 
citizen surveys, etc.)

üKeep topics and subscriber lists fresh

üConsider using new mediums (Video message from the 
Mayor, snow emergency behind-the-scenes, etc.)



Emergencies are an 
opportunity to build trust

Lesson Learned #2
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Emergencies Build Trust

ü Be Proactive:
• Post information on web, social ASAP (even if you don’t have 

much to say)
• Send email assets before you’re asked
• Consider creating an FAQ and driving traffic there

ü Cross-Collaboration Opportunity

ü It’s Okay to Test:
• Send prompts via text message with what citizens can expect



Post-crisis 
communications are 

often overlooked

Lessons Learned #3
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Questions to Ask

• How long should emergency information be easily available?
• Is there an ongoing digital channel where citizens can go for 

updates?
• Was an official fund created to support recovery? 
• Should you acknowledge the emergency with an anniversary? 



No matter how 
prepared you are, 

things will go wrong (or, 
at the very least, 
differently than 

expected)

Lessons Learned #4
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Questions?



Crisis Communications 
Checklist
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