
Eye of the Storm: 
How to Respond in Crisis
Despite your best preparations, controversy and crisis can find you. How you respond, based in 
part on your prior preparation, makes all the difference.

When a crisis hits, time is rarely on your side. Having defined and repeatable processes complete with pre-approved 
messages will streamline your actions, clarify communications responsibilities and speed your response time. 

Have Your Playbook Ready:1

Like nature, media cycles abhor a vacuum. Responding quickly, even if limited, and promising to follow up in a 
timely manner can give you the space you need to better understand the issue and address questions effectively. 

Be Responsive:2

When you have a full grasp of the situation, be sure you are responding appropriately and transparently.

Calmly ACKNOWLEDGE the circumstances regardless of their validity. You are being asked because enough 
people deem it newsworthy.

Follow the Three A’s:3

a

Matter-of-factly ADDRESS the issue at hand.b

Clearly articulate the ACTIONS you will take or have taken. c

Third party experts can add credibility by underscoring your commitment to election security and sharing their 
expert opinion on actions you have taken. Encouraging media, especially those with whom you have worked to 
build relationships, to speak with these experts can help to diffuse the situation by providing more context. 

Lean into Relationships: 4

Rarely do crises confine themselves to one news cycle. Have in place active monitoring tools to understand how 
the conversation is evolving so you can adapt your message as needed. 

Monitor and Adapt: 5

Example: “This is the first I am hearing about this allegation. I promise you I will look into and get back to you 
as soon as I learn more.”

Example: “I understand many of you have questions about X. Allow me to tell you more.”

Example: “I can tell you that claims our voting systems have been hacked or compromised is false.” 

Example: “We have implemented numerous safeguards that both protect against and monitor suspicious 
behavior in our voting systems. We have not detected any. Out of an abundance of caution, we are working 
with experts and law enforcement to make sure the integrity of our system, and of your vote, is secure.”
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