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Crises

• Reputational
• Illegal or immoral behavior
• Patient accident or bad outcome
• Quality problem

• Cyber attack or HIPPA violation
• Supply chain: shortage of drugs, etc.
• Infrastructure failure

• No power or water
• Other events affecting operations

• Lack of staff
• Weather



Don’t be like these guys!
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CDC Crisis Manual
• CERC Manual | Crisis & Emergency Risk 
Communication (CERC) (cdc.gov)

• https://emergency.cdc.gov/cerc/index.asp

https://emergency.cdc.gov/cerc/manual/index.asp
https://emergency.cdc.gov/cerc/manual/index.asp


Templates and Tools
Crisis & Emergency Risk Communication (CERC)

• https://emergency.cdc.gov/cerc/resources/temp
lates-tools.asp

https://emergency.cdc.gov/cerc/manual/index.asp


CDC Wallet Card
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Examples of Bad 
Communication

1. Chernobyl Disaster (1986): The initial response to the Chernobyl nuclear disaster 
in the Soviet Union was characterized by a lack of transparency and accurate 
information. Authorities downplayed the severity of the incident, resulting in 
delayed evacuations and inadequate protection for affected individuals.

2. Hurricane Katrina (2005): The response to Hurricane Katrina in the United States 
was criticized for its slow and ineffective communication. There were instances 
of conflicting information, inadequate coordination, and a lack of empathy 
towards affected individuals, which led to confusion and delays in providing 
necessary assistance.

3. Three Mile Island Accident (1979): The communication surrounding the Three 
Mile Island nuclear accident in the United States was marked by contradictory 
statements, vague information, and a failure to provide timely updates to the 
public. This resulted in increased anxiety and a loss of trust in the authorities.
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Stakeholders



Audience Participation
EXAMPLE:

• You are CEO of a Hospital
• Who are your stakeholders?
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Audience Participation
EXAMPLE:

• You are CEO of a Hospital
• Who are your stakeholders?

• Public
• Patients
• Staff/families of staff
• Government
• Regulators
• Insurance Cos. /other payors
• Vendors
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Failing to Prepare is Preparing to Fail
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Responding to coronavirus: 
The minimum viable nerve 
center
March 16, 2020 | Article
By Mihir Mysore and Ophelia 
Usher

McKinsey 
Quarterly

Cross-Functional 
Teams During a Crisis
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https://www.mckinsey.com/our-people/mihir-mysore
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How many of you work in a 
hospital?
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How many have participated in 
HICS ?
(Hospital Incident Command System training)
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Threat (Hazard Vulnerability 
Analysis) Matrix
• Already done as part of disaster planning.  
Great place to start.
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Common Mistakes (cont)



Message Tips
• Determine Your key points

• 3 (4 max)
• Repeat them often

• Don’t wing it. Practice!
• Get coaching

• Be concise
• Stay on message
• Evaluate the media interview post-message

• How was it perceived?
• How to improve?
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Media Training 

• Large institutions have PIOs who can serve as 
coaches for executives

• Many professional organizations have 
programs for media interview preparation

• $14.95  online (6 sections • 18 lectures • 53m total length)
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Example of a Well-Crafted Message
• "Community Update: We understand the devastating impact that the recent wildfire 

has had on our community. Our hearts go out to all those who have been affected 
by this tragic event. We want you to know that we are here for you, and we are 
committed to supporting you during this challenging time.

• Safety and Well-being: First and foremost, we want to ensure your safety and 
well-being. If you have been displaced from your home or are in need of immediate 
assistance, please contact our emergency helpline at [phone number]. We have 
established temporary shelters and resources to provide immediate relief and 
support.

• Recovery and Rebuilding: As we navigate the recovery and rebuilding process, we 
are actively working with local and state agencies to provide the necessary 
resources and support. This includes assistance with temporary housing, access to 
medical services, counseling services for emotional support, and assistance with 
insurance claims.

• Community Support: We recognize the strength and resilience of our community 
and the importance of coming together during times of crisis. Numerous 
organizations and volunteers are offering their support, providing meals, clothing, 
and other essential supplies. Community centers have opened their doors as safe 
spaces for individuals and families affected by the wildfires.
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Well-crafted Message (cont)

• Emotional Support: We understand that this experience can be overwhelming, and 
it is natural to feel a range of emotions. If you or someone you know needs 
emotional support or counseling, please reach out to our dedicated helpline at 
[phone number]. Trained professionals are available to provide assistance and 
guidance.

• We will continue to provide regular updates and information through official 
channels, including our website and social media platforms. We are committed to 
transparent and timely communication as we work together to recover and rebuild 
our community.

• Remember, you are not alone. We are in this together, and we will emerge 
stronger. Please take care of yourselves and reach out for support when needed. 
We stand with you during this difficult time."
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https://emergency.cdc.gov/cerc/resourc
es/pdf/leaders.pdf
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2-6 May 2025
Tokyo, Japan

wadem.org/congress/tokyo-2025/


