
Handling a crisis in the media 
Falkirk CSV- 15 January 2025



What today’s session will cover… 

Tips and techniques for handling a crisis in the 
media. 

• What’s a crisis?

• How to prepare for them before they happen

• Different types of crises with egs

• Handling your crisis - some key things to think 
about / comms steps to take

• Handling the media in a crisis

• Q+A 



Before we start

• Update your Zoom name to include your name and 
charity

• Please keep your mic on mute unless you’re 
speaking 

• Questions in chat – will address those in the Q+A 
at end 

• If it’s OK, I would like to do a screen shot at 
some point – I’ll let you know when!

• I will share links to key docs in the chat



Media spokesperson trainer and message coach
= confidence + clarity



Crisis, what crisis?



“An event, accusation or perception that 

seriously threatens the reputation or even 

the viability of an organisation.”

Trevor Morris, author and former professor of public relations

Crisis?



“Crisis management is part and parcel of 

the work we do as charitable 

organisations.”

Fadi Itani OBE, Muslim Charities Forum

In our DNA?



Before a crisis breaks…



Before a crisis breaks 

• Plan

• Predict

• Practice 

• Perform



Have a plan for what to do when a crisis hits

• Who is your crisis management team? 

• How will you come together?

• Who do you need to communicate with, how and 
when? 

• Who will do what?



Routinely predict what crises you could face

• Top 5/10 issues?

• Periodically review 

• Instil a proactive mindset across the 
organisation 



Practice responding to a crisis

• Role play an emergency

• Test and refine plan



Perform

• Simulate media interviews on 
predictable issues and imagined 

crises 

• Record, watch back, learn techniques



If you don’t…

• Plan

• Predict

• Practice 

• Perform

Predicament

  

Panic

decision 

Paralysis
  



What kinds of crises hit charities?



Kinds of crises

• Predictable: closures; mass 
redundancies; risky change in policy 

direction; controversial appointment



Predictable



Kinds of crises

• Predictable: closures; mass 
redundancies; risky change in policy 

direction; controversial appointment

• Unforeseen: an unguarded comment; a 
mistake; a complaint; the actions of an 

individual 



Unforeseen



Kinds of crises

• Predictable: closures; mass 
redundancies; risky change in policy 

direction; controversial appointment

• Unforeseen: an unguarded comment; a 
mistake; a complaint; the actions of an 

individual 

• A major story: that will likely run for 
more than one news cycle



Major story 



Handling your crisis …





That plan …

• Who is your crisis management team? 

• What are your roles and responsibilities? 

• Is this a crisis?  Establish the facts!

• How will you come together?

• How will you communicate?

• Who will do the research?

• Who will monitor media and social media?

• Who is responsible for formulating the messages?

• Who has sign off authority?

• Who will identify the audiences and spokespeople?

• Who will lead on the response(s)?

• Who will handle media interviews? 

• Which stakeholders will you inform, who takes lead, how and 
when?



Facing a crisis - steps you need to take 

• Draft a Q+A 

• Agree a (reactive) holding statement

• Have an up to date one-pager on the charity + pics

• Monitor media/ social media

• Website/ FB?

• Keep all staff informed – and ensure they understand 
comms/ media protocols

• Stakeholders

• Get media training for spokesperson in how to deal with 
crisis interviews 

• + ideally service users trained to speak to media too





Additional things to think about in Falkirk 

• Will you join together with other affected charities/ 
community centres?

• Share media response / load 

• Independent / third party advocates who can fight your 
corner?

• Keep them fully briefed of developments. 

• Thanks and goodbye events - media invited 



Handling the media in a crisis…

(What to say and how)



Crisis?  Media want to know…

• What happened?

• Why did it happen?

• What are you doing about it?

Answering these questions quickly and satisfactorily will help avoid rumours and misinformation 
circling 



Release as much info as quickly as you can 

• Your crisis plan should cover the procedure for 
quickly gathering accurate information about 

the issue at hand 

• Share accurate up to date information about the 
work that you do - your history, impact, awards 

etc 

• Address or correct any misinformation quickly 

• Dedicated person to handle emails/ calls 

• Decide where and how you will interact with 
media

• Out of hours 



No comment?

• You have to publically address the issue 

• Nothing says: ‘write whatever you want 
about us!’ like no comment  

• There’s always a way to say very little – 
if you need to – without saying ‘no 

comment’

• It is only the manner or amount of info 
that is up for discussion



Don’t forget social media 

• Ensure there are people available to deal 
with social media. 

• Fertile ground for speculation, guesswork 
and allegations to breed and spread. 

• More and more often, news or comment 
appearing on X, TikTok, Facebook etc 
drives the mainstream media. 

• Keeping abreast of the social media is 
vital in handling a crisis.



How to frame your response

• Empathy 

• Context

• Action 

• Message of hope 



Keep it simple 

• Be honest and open

• 3 key messages

• Repeat 



In summary…

• 4 Ps

• Once news is out - act fast and 
communicate often 

• Keep it simple, be honest 

• Stick to your roles and stick to the 
script

A crisis will end eventually 



Template

https://www.charitycomms.org.uk/article-type/templates

https://www.charitycomms.org.uk/article-type/templates


?



Thank you

Lisa Mangan, media trainer and message coach
LinkedIn

https://www.linkedin.com/in/lisa-mangan-91327a14/
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