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Week 4: Final Project  

National University, Proactive Crisis Communication Plan 

1. Introduction 

1.1 Purpose 

National University’s Crisis Communications Plan outlines the roles, responsibilities and 

protocols that will guide the university in promptly sharing information with all stakeholders 

during a crisis. Effective proactive communication will be an essential component in the 

university’s plan to handle a crisis situation and how the university communicates with the board 

members, students, faculty, staff, parents, other universities, accreditation and financial aid 

institutions, banks, media and the general public will be a key factor in turning a crisis into an 

opportunity with a positive long term impact on our reputation (Duke University, 2013). 

For the purposes of this plan, a crisis is defined as a unique moment in the history of our 

university where surprise, threat and short response time are key combined factors (Ulmer, R. R., 

Sellnow, T. L., & Seeger, M. W, 2011). A crisis situation for our organization is any situation or 

event that has a major impact on the campus community and the broader public. Examples of a 

crisis situation may include fires, bomb threats, deaths or serious injuries, natural disasters, major 

crimes or major disruptions of campus operations, such as a campus-wide power or network 

outage or severe weather. Also crisis situations may include police investigations, protests, 

management crisis, financial aid drastic changes, board changes and other unique situations that 

require university’s public response. 
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An effective communications plan and an early involvement of our crisis 

communications team will help limit possible negative impact of the crisis, not only mitigating it 

but turning the crisis into an opportunity as a result of our proactive actions. 

1.2 Goals 

Our Crisis Communication Plan’s goals will be to communicate facts as quickly as 

possible, updating information regularly as circumstances change, to ensure the safety of the 

academic community. Our efforts to be simultaneously accurate and quick could mean that some 

communications are incomplete. Honesty and speed are the most effective means to avoid lasting 

damage to the university and widespread second-guessing by the public, which expects 

immediate access to accurate information. That makes it imperative to speak with accuracy about 

what we know and not to speculate about details we do not know. 

We will use multiple mediums to reach as many stakeholders as possible with accurate, 

timely information. This is especially important in the first hours and days of the crisis. Our 

ultimate goal is to be open, accountable and accessible to all audiences, while also being aware 

of legal and privacy concerns (Duke University, 2013) 

1.3 Crisis Management Team 

In the event of a crisis a core group of executives will constitute the university’s crisis 

management team: 
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o President, is on the team because the executive is the recognizable organizational 

leader within the university community and stakeholders. 

o Provost, is on the team because the executive has the direct relationship with the 

faculty and adjunct faculty. 

o Vice President for Finance and Administration, is on the team because the 

executive has the financial and cash flow information. 

o Vice President for Student Affairs, is on the team because the executive has the 

understanding about student policies, conduct and key contacts within the student 

population. 

o Executive Associate to the President, is on the team because the executive has a 

deep understanding about internal policies and procedures.  

o University General Counsel, is on the team because the executive has the power 

of attorney and legal representation. 

o Chief of Police, is on the team because we need to proceed following the law and 

also need to secure the crisis area. 

o Executive Director of Marketing and Communications, is on the team because the 

executive has a wide spectrum of our communication relationships with media. 

o Director of University Communications, is on the team because the department is 

responsible for creating the mass media strategy and messages. 

o Legal and Risk Counsel, is on the team because the department is responsible for 

ensuring that we are cover against legal liability. 
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o IT and Social Media Director, are on the team because both department are 

responsible for ensuring that messages to stakeholders are provided on the 

organization's intranet and internet sites. 

The chief spokespeople in the event of a crisis will be a senior leader of the university, 

most likely the President, as well as the Director of University Communications. 

2. Organization Background and Crisis Communication Plan 

2.1 Organization Background & History 

With more than one billion dollars of market value, National University is the second-

largest private, nonprofit institution of higher education in California and the 12th-largest in the 

United States. Founded in 1971, National University consists of five schools and one college, 

including the Schools of Business and Management; Education; Engineering, Technology and 

Media; Health and Human Services; and Professional Studies; and the College of Letters and 

Sciences. National University offers 100 undergraduate and graduate degrees, as well as 30 

certificates and 22 credential programs. Recognized as a leader in online education, National 

University offers more than 70 graduate and undergraduate degree programs and over 1,200 

courses online. 

National University is committed to accessibility and features locations throughout San 

Diego County. Regional campuses are also located in Costa Mesa, Sacramento, Redding, San 

Jose, Stockton, Fresno, Bakersfield, Ontario, San Bernardino, Los Angeles, Oxnard, Woodland 

Hills and Twentynine Palms, as well as Henderson, Nevada. National University is the flagship  
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institution of the National University System, which was established in 2001 to meet the 

emerging demands for education in the 21st century. In addition to National University, the 

affiliates of the National University System are: John F. Kennedy University; City University of 

Seattle; National University International; the Division of Pre-College Programs, which includes 

National University Virtual High School and National University Academy; Spectrum Pacific 

Learning; and WestMed College. Entities related to the System include the Center for Integrative 

Health, the National University System Institute for Policy Research, the Center for Performance 

Psychology, and National University Golf Academy. National University's administrative and 

academic headquarters are located in La Jolla, California (National University Website, 2013).   

2.2 Stakeholder Analysis 

Stakeholders are persons, groups or institutions with interest in our organization.  Primary 

Stakeholders are those ultimately affected, either positively (beneficiaries) or negatively (those 

involuntary resettled). Secondary stakeholders are those intermediaries in the aid delivery 

process. The definition of stakeholders includes both winners and losers, and those involved or 

exclude from decision-making processes (WHO, Stakeholder Analysis, Com 620, 2013).   

The matrix tool (Figure 1) on this crisis communication plan is a way to help manage and 

prioritize our organization’s various stakeholder groups. The matrix seeks to determine: one, 

how influential a stakeholder group is in determining the outcomes of our organization, and two, 

how important they are to our organization. This ranking is important because, during a crisis, 

we may not have the ability to talk to everyone. We will have to choose how to spend your  
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limited time to target our messages. This ensures that the right groups hear the right things. 

Having a strong understanding of our key stakeholders is critical to the success of any crisis 

communication plan (Nicole Kennon, Peter Howden and Meredith Hartley, Who really matters? 

A stakeholder analysis tool, Page 12). 

  

For the purposes of this plan, our primary and secondary stakeholders were identified and 

rank based on their influence and importance for our organization, our goal is to choose 

efficiently how to spend our limited time to target our messages during a crisis, also as we said 

before ensuring that the right groups hear the right things, some of the stakeholders identified 

and evaluated  are undergraduates students, graduate students, parents, board members, affiliate 

leaders, faculty, staff, competitors, accreditation bodies, financial aid institutions, banks, media, 

neighbors, city leaders, government, national and international publics, and state and federal 

officials and institutions. 
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 Stakeholder Matric Analysis: 

 

2.3 Risk Assessment 

As it was mentioned before, there are some events that represent potential risks that 

might generate a crisis situation for our organization; risk situations may be externally or 

internally driven, categorized as financial risks, strategic risks, operational risks and hazard risks; 

as a result of the risk assessment our organization will create a risk profile, in order to create 

such profile a risk analysis, risk evaluation, risk reporting and risk treatment should be performed 

(Com 620 – W3 Risk Management Standard, Airmic, Alarm, IRM, 2002). 

Stakeholders Matric Why are they Rank Current Attitude towards What we Key How When Who

important? our organization would Messages (Tactics) TBD

like them

to do ?

Board Members Strategic decisions A Engaged and support Support Meeting Reports FY14 Crisis Team

Affiliate Leaders Strategic decisions / Adm Decisions B Engaged Communicate Internal Comm FY14 Crisis Team

Undergraduates Students Chashflow / Brand recognition C Proud of the brand Support Cultivated Comm FY14 Crisis Team

Graduate Students Chashflow / Brand recognition C Proud of the brand Support Cultivated Comm FY14 Crisis Team

Accreditation Bodies Chashflow / Brand recognition D Respect and Accredited Support / Renewal Cultivated Comm FY14 Crisis Team

Faculty / Adjunct Faculty Brand Recognition / Prestige D Not 100% involved Be involved Internal Comm FY14 Crisis Team

Administrative Staff Community /Adm Decisions E Not 100% involved Follow procedures Internal Comm FY14 Crisis Team

Media Brand Recognition / Prestige G Engaged, could be better Communicate Press tools FY14 Crisis Team

Parents Chashflow / Brand recognition H Support of the brand Support Cultivated Comm FY14 Crisis Team

City Leaders Brand Recognition / Political support I Engaged, could be better Support Meeting Reports FY14 Crisis Team

Financial Aid Institutions Chashflow J Possitive Support / Renewal Reports FY14 Crisis Team

National Public Brand Recognition / Prestige J Engaged, could be better Be Informed Cultivated Comm FY14 Crisis Team

International Public Brand Recognition / Prestige J TBD Be Informed Cultivated Comm FY14 Crisis Team

Government Regulations / Political support L Respect Be Informed Reports FY14 Crisis Team

Banks Chashflow M Excellent Support / Renewal Reports FY14 Crisis Team

Competitors Community / Networking O Respect Neutralized Associations FY14 Crisis Team

Neighbors Regional Campus Administration P Possitive, could be better Cooperate Cultivated Comm FY14 Crisis Team

TBD in the 

scenario 

of a crisis
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For the purposes of this plan, a risk analysis has been incorporated, based on an 

identification, description and estimation process for each individual risk identified. 

Risk analysis - Identification:  

o Externally driven:  

- Hazard risks: Natural disasters, major crimes, major 

disruptions and protests, bombs. 

- Operational risks: Board composition, non-profit 

regulations. 

- Strategic risks: Competition 

- Financial risks: Financial Aid, Accreditation.  

o Internally driven: 

- Hazard risks: Not identified 

- Operational risks: Not identified 

- Strategic risks: Intellectual capital and organization 

memory 

Risk analysis - Description:  

The risk description is to display the identified risks in a structured format by using a 

well-designed structure necessary to ensure a comprehensive risk identification, description and 

assessment process. Also by considering the consequence and probability of each of the risks 

identified (Com 620 – W3 Risk Management Standard, Airmic, Alarm, IRM, 2002). 
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Name Risk Externally driven - Hazard Risk 

Natural disasters, major crimes, major 

disruptions and protests, bombs. 

Scope of Risk Events are not in our control, isolated, 

size not determinate. 

Nature of Risk Externally Driven - Hazard Risk 

Stakeholders Primary Stakeholders plus G, H, P 

stakeholder categories in the matric F.1. 

Quantification of Risk Low probability - High Significance 

Risk Tolerance/Appetite No Tolerance, high financial impact 

Risk Treatment & Control Internal security, student affairs and 

natural disasters newsgathering. 

Potential Actions 

Improvement 

Hire more security staff; create student 

affairs counsel and e-connection. 

Strategy and Policy 

Developments 

Vice President for Student Affairs, NU 

security staff, provost. 
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Name Risk Externally Driven - Operational Risk 

Board composition 

Scope of Risk Changes in the strategic direction of the 

university and key executives 

Nature of Risk Externally Driven - Operational Risk 

Stakeholders Primary Stakeholders plus G, H, P 

stakeholder categories in the matric F.1. 

Quantification of Risk Medium probability - High Significance 

Risk Tolerance/Appetite Delay in strategic decisions for 1 quarter. 

High administrative and organizational 

impact 

Risk Treatment & Control Reporting, internal communication with 

the university community. 

Potential Actions 

Improvement 

Create a solid organizational culture. 

Strategy and Policy 

Developments 

Key organizational positions and middle 

executives 
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Name Risk Externally Driven - Strategic Risk 

Competition 

Scope of Risk Competitors are implementing and 

improving their online platforms and 

increasing number of online students. 

Nature of Risk Externally Driven - Strategic Risk 

Stakeholders Primary Stakeholders plus O, J and H 

stakeholders from Matric F.1. 

Quantification of Risk High probability - High Significance 

Risk Tolerance/Appetite 5% Market share, high financial impact 

Risk Treatment & Control Review constantly the quality of our 

online platform creating a better 

consumer experience.  

Potential Actions 

Improvement 

Improving our online platform creating a 

better consumer experience. Hire more 

online faculty experts; create student 

affairs counsel and e-connection. 

Strategy and Policy 

Developments 

Vice President for Student Affairs, IT, 

provost. 
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Name Risk Externally Driven - Financial Risk 

Accreditation 

Scope of Risk The accreditation will impact in the 

brand recognition and prestige. 

Nature of Risk Externally Driven - Financial Risk 

Stakeholders Primary Stakeholders plus G, H, J, O 

stakeholder categories in the matric F.1. 

Quantification of Risk Low probability - High Significance 

Risk Tolerance/Appetite No tolerance for losing accreditation, 

could represent annual losses $200+ 

millions, high financial impact 

Risk Treatment & Control Proper communication and procedures 

with Accreditation bodies 

Potential Actions 

Improvement 

Cultivate a close relationship with 

accreditation bodies  

Strategy and Policy 

Developments 

Provost, President and Academic Staff 
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Name Risk Externally Driven - Financial Risk 

Financial Aid 

Scope of Risk Financial Aid is decreasing, loans are not 

100% guarantee, and most students need 

it in order get into class. 

Nature of Risk Externally Driven - Financial Risk 

Stakeholders Primary Stakeholders plus G, L, O and M 

from our stakeholder matric. F.1. 

Quantification of Risk High probability - High Significance 

Risk Tolerance/Appetite 15% of FA to our students. High 

financial impact 

Risk Treatment & Control Review in detail the FA process with 

every student 

Potential Actions 

Improvement 

Partnerships with banks and look for loan 

alternatives, scholarships for students. 

Strategy and Policy 

Developments 

Vice President for Finance and 

Administration 
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Name Risk Internally Driven - Strategic Risk 

Intellectual Capital and Organizational 

Memory 

Scope of Risk Retaining intellectual capital due the high 

hiring competition is more complicated  

Nature of Risk Externally Driven - Strategic Risk 

Stakeholders Primary Stakeholders A, B, D, E. 

Quantification of Risk Medium probability - Medium Significance 

Risk Tolerance/Appetite 10% of key positions as maximum tolerance. 

Staff mobility should not be critical and should 

not impact enrollments.  

Risk Treatment & Control Creating motivators for careers, securing all 

processes and strategic decisions are track and 

recorded. 

Potential Actions 

Improvement 

Create a stronger organizational culture, 

trainee processes, and career paths. 

Strategy and Policy 

Developments 

President, Provost and Board members. 
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Risk analysis - Estimation: 

Risk estimation can be quantitative, semi quantitative or qualitative in terms of the 

probability of occurrence and the possible consequence (Com 620 – W3 Risk Management 

Standard, Airmic, Alarm, IRM, 2002). 

o Externally driven - Hazard Risk - Natural disasters, major crimes, major 

disruptions and protests, bombs. Threat likely to occur with a medium and low 

probability. 

Estimation Description Indicators 

Medium 

(Possible) 

Likely to occur in a ten 

year time period or less 

than 25% chance of 

occurrence. 

Could occur more than once within the time 

period of ten years. Could be difficult to control 

due to some external influences. There is no 

history of occurrence. 

Low (Remote) Not likely to occur in a 

ten year period or less 

than 2% chance of 

occurrence. 

Has not occurred. 

Unlikely to occur. 
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o Externally Driven - Operational Risk - Board composition. Threat likely to occur 

with a medium probability, also represents an opportunity. 

Estimation Description Indicators 

Medium 

(Possible) 

Likely to occur in a five 

year time period or less 

than 25% chance of 

occurrence. 

Could occur more than once within five year 

period. Changes in the strategic direction of the 

university and key executives. Yes, there is 

history of occurrence. 

 

Estimation Description Indicators 

Medium 

(Possible) 

Changes in the board 

could conduct to 

favorable results in five 

year of 25% to 75% 

chance of occurrence. 

Opportunities like changes in the strategic 

approach and organizational directions may be 

achievable but will require careful management. 

 

 

o Externally Driven - Strategic Risk - Competition. Threat likely to occur with a 

high probability, also represents an opportunity. 
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Estimation Description Indicators 

High ( Probable) Likely to occur each year 

or more than 50% chance 

of occurrence. 

Potential of it occurring several times, since 

competitors are implementing new state-of-the- 

art online platforms. Has occurred recently. 

 

Estimation Description Indicators 

High ( Probable) Favorable outcome is 

likely to be achieved in 

one year or better than 

75% chance of 

occurrence. 

Clear opportunity for our organizations to review 

and improve our online platform, and hire faculty 

suitable and with an expertise with online class 

rooms. This can be accomplishing with 

reasonable certainty. 

 

o Externally Driven - Financial Risk - Accreditation. Threat likely to occur with a 

low probability. 

Estimation Description Indicators 

Low (Remote) Loosing accreditation is 

not likely to occur in a 20 

year period or less than 

2% chance of occurrence. 

Has not occurred in the past. And is unlikely to 

occur, since this is a really important matter for 

the University, our academic staff and executives 

follow this accreditation process very close. 
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o Externally Driven - Financial Risk - Financial Aid. Threat likely to occur with a 

high probability, also represents an opportunity. 

Estimation Description Indicators 

High ( Probable) Likely to occur each year 

or more than 40% chance 

of occurrence. 

Potential of it occurring several times and 

progressively in the future, since the government 

is cutting financial aid and students are deciding 

not get into significant debts. Has occurred 

recently. 

 

Estimation Description Indicators 

High ( Probable) Favorable outcome is 

likely to be achieved in 

one year or better than 

50% chance of 

occurrence. 

Clear opportunity for our organizations to review 

and improve our scholarship and loans programs. 

This can be accomplishing with reasonable 

certainty. 

 

o Internally Driven - Strategic Risk - Intellectual Capital and Organizational 

Memory. Threat likely to occur with a medium probability, also represents an 

opportunity. 
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Estimation Description Indicators 

Medium 

(Possible) 

Likely to occur in a four 

year time period or less 

than 30% chance of 

occurrence. 

Could occur more than once within the time 

period of four years. Results of key executive 

changes could be difficult to control due to some 

systems and procedures deficiencies, 

organizational memory has not been properly 

saved on our systems. Yes, there is a history of 

occurrence. 

 

Estimation Description Indicators 

Medium 

(Possible) 

Reasonable 

organizational changes 

and favorable results in 

four year of 25% to 75% 

chance of occurrence. 

Opportunities due to new expertise and new 

leadership may be achievable but will require 

careful management during transitions. 

 

Risk Evaluation: 

Risk evaluation, is used to make decisions about the significance of risks to the 

organization and whether each specific risk should be accepted or treated (Com 620 – W3 Risk 

Management Standard, Airmic, Alarm, IRM, 2002). 
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Risk Evaluation Risk Estimate / Risk 

Criteria 

Action 

Status 

Externally driven - Hazard Risk - Natural disasters, 

major crimes, major disruptions and protests, bombs 

No tolerance, corrective 

actions immediately  

Risk 

Accepted 

Externally Driven - Operational Risk - Board 

composition 

Delay in strategic 

decisions for 1 quarter 

as maximum tolerance 

Risk 

Accepted 

Externally Driven - Strategic Risk  - Competition 5% Market share as 

maximum tolerance 

Risk 

Should be 

Treated 

Externally Driven - Financial Risk  - Accreditation No tolerance for losing 

accreditation 

Risk 

Accepted 

Externally Driven - Financial Risk  - Financial Aid 15% of FA to our 

students as maximum 

tolerance 

Risk 

Should be 

Treated 

Internally Driven - Strategic Risk  - Intellectual Capital 

and Organizational Memory 

10% of key positions as 

maximum tolerance 

Risk 

Should be 

Treated 

 

 



NATIONAL UNIVERSITY PROACTIVE CRISIS COMMUNICATION PLAN 22 

 
 

2.4 Risk Reporting 

Different levels within our organization need different information from the risk 

management process. Also our spokespeople and key leaders need to report to our stakeholders 

on a regular basis setting out our risk management policies and the effectiveness in achieving its 

objectives (Com 620 – W3 Risk Management Standard, Airmic, Alarm, IRM, 2002). 

o Review and write down known crisis facts, those that can and cannot be released 

to the public and determine whether a response is needed, and if that response is 

needed for all of the university’s key audiences. These facts will be used to fill in 

templates for news releases, text messages and other items that will be 

developed. These fact sheets can be used to update websites, emails, news 

releases and other communication channels.  

o Assign communicators, as needed, to handle phone calls, using a script developed 

from the key messages and facts the Crisis Management Team has developed. 

o Develop communications from the president and spokespeople, as appropriate. It 

may be necessary for the president and spokespeople to communicate to the 

Stakeholders about the crisis. The vice president for public affairs will be 

responsible for generating and reviewing presidential communications. 

o Open a media center, and determine whether a press conference(s) should be held. 

Evaluate and permit news reporters and photographers access to the campus.  
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2.5 Risk Treatment 

Risk treatment is the process of selecting and implementing measures to modify the risk, 

includes as its major element, risk control/mitigation, For the purposes of this plan, the proposed 

controls are measured in terms of potential economic effect if no action is taken versus the cost 

of the proposed action(s) (Com 620 – W3 Risk Management Standard, Airmic, Alarm, IRM, 

2002). 

Risk Treatment Cost of 

Implementation 

Loss if No Action 

Taken 

Externally driven - Hazard Risk - Natural disasters, 

major crimes, major disruptions and protests, bombs 

$1.5 million Annual income $200 + 

Million 

Externally Driven - Operational Risk - Board 

composition 

$0.5 million Organizational 

effectiveness and 

Credibility 

Externally Driven - Strategic Risk  - Competition $3 million Annual $ 80+ Million 

Externally Driven - Financial Risk  - Accreditation $1 million Annual income $200 + 

Million 

Externally Driven - Financial Risk  - Financial Aid $3 million $ 40+ Million 

Internally Driven - Strategic Risk  - Intellectual 

Capital and Organizational Memory 

$1 million Organizational 

effectiveness, Annual 

$ 80+ Million 
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o The university will also conduct at least one test annually of the communication 

tools. 

o The university will conduct an annual drill of crisis management with 

participation by members of the Crisis Management Team.  

o As part of this process above, we will schedule media training sessions for senior 

administrators and key team members.  

o Every two years, all members will attend a refresher course in media training.  

o Media training also will be necessary for certain officials who are not part of the 

Crisis Communications Team. 

2.6 Media Analysis 

For the purposes of this plan, effective university crisis communications strategies will 

employ multiple methods and vehicles of communication with our stakeholders, including 

among others students, employees, parents, alumni, trustees and community members. In the 

event of a crisis, the Crisis Management Team will deploy one or all of these communications 

vehicles (Duke University, 2013): 

• National University SOAR Alert, allows the university to notify students and employees 

via mobile text message and email. (Responsibility: IT, NU Security staff and Office of 

Marketing and Communications) 
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• Campuses wide mass communications and alarm system, broadcasts emergency voice 

notifications targeted to specific campuses and buildings via loudspeaker. (Responsibility: NU 

Security staff) 

• National University Web Homepage, www.nu.edu. (Responsibility: IT and Office of 

Marketing and Communications) 

• Campus Alert Website, in the event of a major campus crisis, the university will have 

the capability of activating a pre-designed webpage that will provide up-to-the-minute details of 

the crisis as it unfolds. (Responsibility: IT and Marketing and Communications) 

• Emergency Information Line, 0800- NAT UNIV will include updated information. 

(Responsibility: IT and Office of Marketing and Communications) 

• NU SOAR Portal, through the portal, the university crisis management team will post 

“Campus Announcements”, providing faculty, staff, students and the entire campus community 

with updates in the event of a crisis. (Responsibility: IT and Office of Marketing and 

Communications) 

• Campus Marquees, (Responsibility: Office of Marketing and Communications) 

• Social media, regular updates will be posted on the NU Facebook and Twitter 

(Responsibility: Office of Marketing and Communications)  

• News media, the university has a detailed news media call list including TV, Radio, 

Newspapers, Chambers of Commerce media and Online Media that would be activated in the  

http://www.nu.edu/
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event of a crisis. Allowing press conference or media releases in a short time of period if needed 

(Responsibility: Office of Marketing and communications)  

• In case of a natural disaster, NU will have a recovery plan that includes a backup 

generator and a backup IT transmitter and a communication studio located at four different 

campuses. With these capabilities, NU will be a 24/7, real time, interactive critical source of 

information between our more than 30 campuses and the community in the event of a major 

crisis (Responsibility: IT, Operations and Office of Marketing and Communications) 

 The offices departments listed as responsible for each of these communications vehicles 

will be responsible for developing individual implementation plans, following procedures 

indicated and established by the Crisis Management Team. 

2.7 Crisis Communication Plan Overview & Summary  

It is imperative that members of the core group of executives that constitutes the 

university’s crisis management team are involved, participating and assigning roles, 

responsibilities and applying protocols that will guide the university in promptly sharing 

information with all priority stakeholders during a crisis. The President’s office and others key 

executives on our campuses must be familiar with the details of this plan prior to a campus crisis, 

they also must be aware of the risks identified within our risk assessment process. The team 

should also schedule regular training, including running simulations in the actual use of the 

plan’s procedures and principles, and the training of spokespeople in communicating with the 

media during crisis moments. It is highly recommendable creating routine simulation training at  
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least once per year. Finally, the Crisis Management Team should meet at least once after the 

crisis situation has finalized to assess the university’s handling of the situation and to make 

future recommendations to streamline and improve its procedures and communications tools. 
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                                                                 Conclusion 

In my opinion, as a conclusion of the paper, we are able to reaffirm that for a crisis 

communication plan to be successful it requires a proactive approach prior any crisis hits, also it 

must involve previous participation and engagement of at least of all major stakeholders and key 

organization executives. In all communications during a crisis, the university must be accessible, 

prompt, compassionate, honest and informative. This last could be self-evident; but in the field 

when a crisis hits, it can be difficult to accomplish when we are in a crisis mode or even worst 

we can be paralyzed by a crisis. Another fact, we can conclude is that one of the most important 

requirements for effective communications during a crisis situation is gathering and 

understanding the facts and implications of the given situation and then provide accurate and 

consistent information to all stakeholders, communications from the university must be honest. 

Finally, we can conclude that before, during and after a crisis hits, we must be proactive and tell 

it all, tell it fast and tell the truth as we learned in class. 
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