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Crisis Communication Resources

The three steps to follow immediately if a crisis situation arises:

Step 0 Step 1l Step 2
If anyone is in danger, Ensure that a member of the In the event of a crisis, the Head of
notify College Security on | Strategic Management Groupis | Student Voice & Communications
4444 immediately made aware of the crisis (HSVC) will typically lead Imperial

situation. This includes the
Managing Director, and the
Heads of each directorate. Their
contact details can be found
below. The crisis checklist
(below) will be activated and
owned by an SMG member.

College Union’s communication
response. In the absence of any
other arrangements, they will take
responsibility for activating a crisis
response team, executing the
crisis checklist and ensuring
contact is made with all key
audiences.

Pack contents:

Crisis communication guidance

Crisis response team checklist

Stakeholder engagement guide and checklist
Contact details

Holding messages
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Crisis Communication — Guidance and Resources

This guidance is for any managers or student leaders who potentially find themselves in a crisis
situation. The below information will help you understand how to manage the communications
aspect of any crisis. The resources will help staff responding to a crisis assure themselves they are
managing our reputation and our relationships with our stakeholders effectively.

The three steps to follow immediately if a crisis situation arises:

Step O

Step 1l

Step 2

If anyone is in danger,
notify College Security on
4444 immediately

Ensure that a member of the
Strategic Management Group is
made aware of the crisis
situation. This includes the
Managing Director, and the
Heads of each directorate. Their
contact details can be found
below. The crisis checklist
(below) will be activated and
owned by an SMG member.

In the event of a crisis, the Head of
Student Voice & Communications
(HSVC) will typically lead Imperial
College Union’s communication
response. In the absence of any
other arrangements, they will take
responsibility for activating a crisis
response team, executing the
crisis checklist and ensuring
contact is made with all key
audiences.

1. Why is crisis communication planning important?

1.1. An organisation’s brand and reputation, no matter how carefully built and maintained, is at
risk of serious damage if a crisis situation arises and communications are not appropriately

managed.

1.2. Imperial College Union relies on productive relationships and a positive reputation with a
range of stakeholders, including our membership, our volunteers, College leadership, and
our own staff team. A pro-active approach to handling our relationships with each group in
the case of a crisis is necessary to reduce the risk of reputational damage.

1.3. The purpose of this plan is to provide guidance and resources to use in the case of a crisis.
Together, these provide a framework for managing communications and stakeholder
engagement relating to any crisis affecting Imperial College Union. The guidance is intended
to support managers and volunteers in ensuring that the impact of a crisis on the
reputation, standing and viability of Imperial College Union is minimised, while maintaining
regulatory compliance and observing good practice from the sector.

1.4. This plan does not provide a framework for dealing with all challenges and tasks arising
from any given crisis, but specifically its communication and stakeholder aspects.

2. What is meant by ‘crisis’?

2.1. Acrisis is any event or situation that may have an adverse effect on how Imperial College
Union is perceived by stakeholders, or that may attract negative attention from the media.
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Examples of possible crises include:

2.1.1.
2.1.2.
2.1.3.
2.1.4,

2.1.5.
2.1.6.
2.1.7.
2.1.8.

2.1.8.

Injury or death during student-led activities

Injury or death in licensed premises

Injury or death of staff member

Misconduct, whether real or perceived, by a student leader, representative or
member

Misconduct, whether real or perceived, by a member of staff

Financial shortfall that affects the viability of the organisation

Natural disasters affecting Imperial College Union activities

The proposal or adoption of a policy or stance by elected representatives that
threatens our reputation and standing with partners

Failure, whether real, predicted or perceived, of a high-profile event or service

3. Crisis response team

3.1. Serious crises may require a crisis response team to meet, in order to manage ongoing .
communication and to monitor developing situations.

3.2. The crisis response team should consist of the Managing Director (MD), Head of Student
Voice & Communications (HSVC), President, and any other senior managers or student
leaders immediately relevant to the situation.

3.3. The crisis management team should be as small as possible, and will typically be chaired by
the MD.

4. Understanding success

4.1. A successful communications response to a crisis will ideally have all of the following

features:
4.1.1. Swift assessment of the crisis and its potential implications
4.1.2. Clear leadership and defined responsibilities via a crisis response team
4.1.3. Honest and timely communication, tailored to key stakeholders
4.1.4. Active management of potential impact on our brand and reputation
4.1.5. Structured information flow to enable the crisis response team to monitor the
situation
4.1.6. Continued operation of as many services and functions as possible
4.1.7. Minimal negative impact on our brand understanding, reputation and relationships
4.1.8. An evaluation of the crisis and the effectiveness of the communications response

5. What enables successful crisis communications?

5.1. Successful crisis communications is reliant on a number of enabling factors. These include
effective internal communication practices, the maintenance of strong relationships with
external stakeholders, and an understanding of our current reputation with stakeholders.
An ethos of crisis preparedness and proactive assessment of risk is also important.
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5.2

A guide for planning communication with each stakeholder group is included in the
resources at the end of this document.

6. Evaluation

6.1.

6.2.

Any crisis is also an opportunity to learn lessons and prevent future problems. In certain
circumstances, a crisis may present an opportunity to reset or even improve relationships
with certain stakeholder groups. For example, swift and effective handling of a difficult
situation in the public eye could reassure College leadership or our members about our
competence and professionalism.

A member of staff should be allocated responsibility for writing a report on the causes,
circumstances, outcomes and learning points of any crisis, for submission to SMG or an
appropriate Board subcommittee.

7. Maintaining and embedding good practice

7.1

7.2%

7.3.

8.1,

The HSVC will take ongoing responsibility for two documents: the crisis communications
plan itself, and also the maintenance of an accurate record of important information such
as social media logins, stakeholder contact details, and draft holding statements,

The HSVC will ensure the plan is reviewed annually by the Communications Committee, and
is kept accurate in terms of contact details and relevant information. They will maintain a
set of draft responses and holding statements

The HSVC will disseminate the crisis communication plan to managers and student leaders
across the organisation, to ensure it is known to frontline staff who may be first to be
notified of a crisis situation,

Resources

Below, you can find:

8.1.1. Crisis Response Team Checklist

8.1.2. Stakeholder engagement guide and checklist
8.1.3. Contact details

8.1.4. Holding messages



Ajpiendoadde pajeasy aq |jim SUOIEPUBLILIODA) S)
1eY3 pue undaq sey 31 0} asuodsas 3Y) JO pue SiSUI 3y} JO $53204d UDIIEN|EAS UE JBY] PAINSUS SEY [YD 9|

3jenjeay

pa1einadid aq ([im saiepdn
ualyo Moy pue ‘uonenyis ay) uo wayy Suiepdn 1oy Alpqisuodsal axel [|Im oYM papiasp sey 1Y) aul

MOJ} UOIIRWLIOUI UIBJUIBIA

uonenys ay) adeuew 03 sSuilaaw aunny jo awny pue Asuanbasy ay) paasde sey 1y ayl

ueld uswageuvew aaidy

sdno.3 1apjoyayels o) sadessaw
pag.tde i) 31eUIW3sSIP 0} SPoYIaW JullSeIPEOI] J3YI0 PUE WaISAS IPEISED By} PAIEANIE SeY 1Y) Iyl

AjENUNWIWO)

dnoJ3 Japjoyayels Aiaaa 1oy ‘lsueuwnad Jo Suipjoy Jayiaym ‘sadessaw paaide sey 1Y) ayL

sadessaw [enjiul 3348y

}ney Je s1 uonesiuesio ayy J9YIaym PaulLLI1ap sey 1Yo 3yl

uonisod Ajiaa pue a8y

sas50d 31 SYSH 3Y3 Pue SISLI 3Y3 JO 2Injeu 3] paaiSe pue passnasip sey 1Y) YL

JU3WISSISSE |eiju) 3.8y

UONEN}S 3Y) UO WE3) 3sU0dsal SISLD 3Y) PaJalIq Sey JAGUWBL WES) J3YI0 IO IASH Ay L

Jauqg aynquasip pue aledaug

P31eAUNLILIOI SSIMIBLYIO 10 J5W aaey salled 19410 JueAa(aJ Aue pue (1Y) weas) asuodsas SIS ayL

Bunsaw Juadun auaauo)

~ ¢paradwio)

awoning

jysey

"AJeSS323UUN 810424343 S|} UB3LW 10U SIOP ISl
SIY3 Wo.j 2INSE3L e JO 33UIsGe AU INg ‘Uaxe] 39 1snw dajs AIBAB BAIISNEYXS J0U 51 3| 'SISUI E JO 3SEI 3y} Ul UL} 3q ISl 1y sdajs S20uap 151D SIYL

151139243 wea} asuodsad sisu)

8107 J3qwadaqg - A
UBjd UOIEILNWIWOT SIS



13341p ‘uolEULION)
IASH a|qissod uaym Supum uj ajeudosdde ‘jeuorssajosd ‘ewnoy eipay

J3UMO 12941p ‘uoniew.ol
diysuonejay s|jea auoyd jeuosiad alendoidde ‘jeuoissajoid ‘ewiiod suonesiuesio Jauied
12341p ‘uonewsoju (1ueasiads §1) yeis/iuapnis
sald/aiN Buneaw dnoud lewy sjeldo.idde ‘jeuoissajoud ‘jeurioy pa12aye jo dnoul 1934

BIpSWwIlnwl ‘uopew.sojul
JASH BIP3W [BIJ0S ‘JU21L00 I a1eudosdde ‘feuaissajoud ‘jewiso uwnpy

elpawynw ‘uoijewloguy
IASH 2lpauw |B1J0S Jualu03d gam ‘lews a1eudoadde ‘|euoissajoad ‘jewnso diyssaquiapy

u01334251p JO J2pUILLIAL
sald/aw | I'ewa dnmoj|o} ‘sied auoyd [euosiag ‘a1NSOISIpP (|ny ‘euoissajoid ‘ewaod diysiapea| uapnis
aw | 'rewa dnmoj(oy ‘s)|ea auoyd |euosiag 3JnS0|JSIp [N} ‘jeuoissajold ‘jewiod diysiapes| 28s)j0)

¢ PAIRIIUNLLILWIOD épayesp

adessay adessan JaumQp [T ETT] saienb adessayy dnoa3 Japjoyayess

Is1pjrays pue apind Juawaldedua Japjoyayels

S10¢ 1aquwiadag — ZA
UBJd UOIIEIUNLWIWOT SISLT)




8v7Z 988 £08L0 e/u B/u Bl0Y Janyjo ssaud Anp a83)|0D
508 652 020 An*Je’|enadwi@ Tuolyse piaep uowysy piaeq Jelisiday Jwapedy

0SS v6SL 070 yndeeadun@Aespulr Aespur] asinoq S392.N0S3Y UBWNH JO 10303110

£088 657 070 yn-aeje Uadun@uosiapues Jinw UOSIIPURS AINA 432040 [B1DUBUL JBIYD

9118 ¥65L 020 yn-oejeysadwi@aelq axn| Jiejg axmy (vd %8 suoneaunwwo)) ap|sald adA

TLTL ¥65SL 020 An"3e [elsdw@uosiau’] uosjiaN uyor _de1)siday 13 A1eyaldas 28300

6088 ¥65/ 070 ¥noefelfaduli@uosqid-s uosqIo) AaNs 10s53j0l14 (uoneanp3) 1s0a04d 33A

YTl ¥6S.L 020 ynae|esaduw) Buyl4ns sawer 105524044 uopuo adajjo) jepadw ‘3soa0ld

1005 v65/ 070 yn-oejeadwi@iuapisald 159 31|y Jossajoud uopuo afaj0) |eadw) ‘Juapisald

08T 259 0LLL0 Asuug (Iif | 33nwWwWo) suoneauNwewo) 3yl jo Jieyd
86€ 9ET TO8LO ABPYIES 13N $32)5NJ ). J0 pleog 3y} Jo Jiey)
0€0 880 79640 7908 S65L 020 AnOeTjeladwigisyap ayiAig |ayoey {saaiuas g @dueuly) Juapisald Aindag
80 246 8ESL0 £94T ¥65L 020 yn e ENRduIgsIAp X0J sawer (sana1dos 1 sqn|d) Juapisaid Aindag
€v0 L9T 5/8.0 %908 565L 0Z0 An-oerjeuadw|@a.eyjamdp woydiues) auer-Apw3 (a1ejjam) uapisaid Aindag
€I0ZIT €850 9%9S ¥65. 0Z0 yn-oejeuadwi@uoneinpadp BUOIDDA )M {uoneonp3) uapisaud Aindag
€49 ¥P8 ¥6LL0 1908 5654 020 yn-oe(epadwi@iuapisasd-uojun snojodoupuy seN apisald uoun
ZT9 99T /560 L8ES ¥65L 0Z0 yn-oerjesdwi@ueuaaye UBUI3) M3JPUY | SUOIEIIUNWWIO) '§ AJIOA JUIPNIS JO PeaH
£5C TS0 ¥TLL0 0.08 ¥56/ 020 yn-JeTeladwi@uneur unJepy wiodjew $3)4N0say 7§ IdUeUld JO peay
Z5¥ 0S¢ 06520 SZ18 ¥65Z 070 An-oejedadwi@Aappng-d Aspiang [ned $3IAI9S 7§ 9DUINIAdXT JUBPNIS JO pedH
0TSSTZ #T/£0 £666 654 0Z0 yn-aejesdwi@eseyof eJBH,O Yieper J0123.1Q Suideuey
épaled Aqony aujjpueq TITTE] lapjoyajoy ajoy

S|IE}ap 19B3U0)

9102 48qualag — ZA
UBJd UONEIIUNWILLOY SIS




«Alyanoioy) suonesda|ie || a1ednsaau) |pm am pue sasiwad ano uo padadie Jou S| anoineyaq Alojeuiwniasiq,,
~UONBLLIOJUL DIOW 3ABY 3M SE UODS Se pajepdn noA daay |Im am pue ‘SuAj0A3 [j11s SI uonenys ay],,

«BIP3W [EI30S pUB 3)1SGaMm INC BIA J|GEIBAE S1 11 UBYM UOIIEWIOUI [RUOIIPPE
8uiA|ddns aq |im ap "s13qwsw Ino Jo Alajes pue yijeay ay} uo asuepodu 3saysiy ays saoejd yaym ‘vejd asuodsai sisiI Ino pajuawa|dw) aney ap,,

safessaw SuipjoH

9T10Z 19quI22aQg - A
UB|d UOIEBIIUNLIWOY) SISIID



