
Questions You Might Be Asking 

1. How do we communicate to the pubic our uncertainty about what might happen next?
a. What should the message be?
b. What kinds of formats can we use?

2. How do we communicate this to our staff? To partners?
a. What should the message be?
b. What kinds of formats can we use?

3. What can we say about the status of our partners (courts, other agencies, vendors, other child
support jurisdictions)?

4. What can we do to ensure consistent messaging at the local, state, and federal levels?

Questions You’re Probably Being Asked 

1. Are your offices open? Are there any differences in hours or customer service procedures?
2. Are you call centers open? Are there electronic contact options?
3. I’ve lost my job.

a. What do I do about the child support I’m expected to pay?
b. Can I file for child support and get money right away?

4. Am I still going to receive my child support on time?
5. How can I get a modification?
6. If there are federal stimulus funds that go out, will child support be taking all or part of it?
7. Are you going to take away my driver’s license if I can’t pay or put me in jail?
8. I have an upcoming court/administrative hearing date. Is it canceled?
9. If I can’t get child support, are there resources for food, housing, childcare that I can access?
10. I have a visitation order but I am not able to see my child. What do I do?

Click here to access the Mircrolearning Recording 

https://transcripts.gotomeeting.com/#/s/a4ea16e37eb5696c3b0041d0ac1902dbdc3947a858dd093f14e40574a0b3ab70


Crisis Communication 
Strategies 



Agenda 
1. Important concepts

2. Strategies & tactics

3. Questions & comments



Crisis communication 
is very good communication  

done very quickly. 



Public Relations is building  
and maintaining relationships  

that earn trust. 



How people think communication works 

Sender	 Message	 Receiver	



How communication actually works 

Sender	 Message	 Receiver	

Feedback	



Communication is shared perspective 

Message A 

Message B 

A’s frame of 
reference 

   B’s frame of        
      reference 

Context of relationship — influences A and B 

Social and work environment — influences A’s and B’s frame of reference 

Charles Osgood and Wilbur Schramm 



Speak with one clear voice. 



Avoid surprises 
by sequencing information to key audiences 

External 

Internal 



Crisis anticipation  

1.  Develop a crisis communication plan.  

2.  Appoint a crisis response team and backups. 

3.  Identify your organization’s important publics. 
•  Most important is always your employees. 

4.  Develop a spokesperson policy. 

5.  Set up emergency communication systems. 

6.  Prepare background information, FAQs & 
holding statements – ideally in advance. 



Set communication objectives 

1.  Who are your primary audiences and what do 
they know? 

2.  What are you trying to accomplish? 
–  To inform? To reassure? Change perception? Change 

behavior? Move audiences to action? 

3.  What are your key messages? 
–  Why should your audience care? 

4.  Keep it simple. 
–  Avoid jargon, acronyms and technical terms. 

5.  Anticipate questions. 



Effective statement example 

https://www.texasattorneygeneral.gov/child-support/covid19 



FAQ 



“We remain committed  
to continuing to support  

those we serve during  
this public health event.” 







The bottom line 

1.  Do your best to anticipate questions or 
problems. 

2.  Develop statements, FAQs, key messages. 

3.  Sequence information to your key audiences. 

4.  Remember that your employees are always 
your most important audience. 

5.  Don’t be afraid to over communicate. 

6.  Do unto others as you’d have them do unto 
you. 
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