The Honor Society of Phi Kappa Phi

Issues and Crisis Communication Plan

Executive Summary

I. INTRODUCTION

The Honor Society of Phi Kappa Phi has established an issues and crisis communications plan for which responsibility rests with Traci Navarre, director of marketing and member benefits, supported by Executive Director Perry Snyder and Assistant Executive Director/CFO Lourdes Barro. In addition, Phi Kappa Phi has established policies related to the implementation and management of the issues and crisis communication plan. This document summarizes the plan, provides contact information in the event of an actual or potential crisis situation and outlines policies for staff, the board of directors and chapter officers.

II. IN PREPARATION OF AN ISSUE/CRISIS 

· Phi Kappa Phi staff, along with members of the board of directors, will periodically assess crisis risks and seek to identify potentially volatile issues.
· Phi Kappa Phi has established a crisis communication team.                                                          The team is comprised of designated Society Headquarters staff and board members who understand what their duties will be if an issue escalates or a crisis occurs. Society Headquarters staff members will execute the plan, while the board representatives will serve in an advisory capacity. The team will meet annually via telephone conference to ensure that all players are aware of their responsibilities. The team consists of the following individuals:

1. Traci Navarre, Dir. of Marketing & Member Benefits

Crisis Communication Manager 

· tnavarre@phikappaphi.org

· (o) 800/804-9880, ext. 22

· (c) 225/573-4218

· (h) 225/753-1480

2. Perry Snyder, Executive Director

Society Headquarters representative

· psnyder@phikappaphi.org

· (o) 800/804/9880, ext. 21

· (h) 225/766-4131

3. Lourdes Barro, Asst. Executive Director/CFO

Society Headquarters representative

· lbarro@phikappaphi.org

· (o) 800/804/9880, ext. 14

· Phi Kappa Phi staff, board and chapter officers should keep these phone numbers readily accessible.                                                                                                                                                       If a crisis occurs after hours, crisis communication team members will need to be reached at home or at other locations. These numbers will be continuously updated and redistributed in the event of any changes.  

· Traci Navarre, the crisis communication manager, will be responsible for developing statements and determining what, if any, actions are necessary based on the particular issue or crisis.                                                                                                                                             The format of a standby statement will be prepared and approved in advance by the crisis communication team. Accurate details will be inserted at the time of the event. 

· Phi Kappa Phi has compiled a list of action steps.                                                                                       This list, which appears in the Appendix, will help ensure that the crisis communication team has in place the tools and protocol needed to seamlessly address key audiences in an efficient and effective manner, should an issue or crisis arise.  

· Society Headquarters will provide this executive summary of the issues and crisis communication plan in advance to staff, board and chapter officers so that they will know what to expect in the event of a simmering or escalating issue or potential or actual crisis.                                                                                                                                                
III. IDENTIFYING AN ISSUE OR CRISIS 

It is important to identify an issue or crisis while it is still in its early stages. Some may be minor; others severe. The Society's response will depend upon the circumstances specific to the situation at hand. If any staff person, board member or chapter officer believes an issue/crisis is pending or is surfacing, he/she should report it immediately to and discuss it with Traci Navarre, who will then alert Perry Snyder and Lourdes Barro. In the event Traci cannot be reached, continue to contact members of the crisis communications team in the order listed on Page 1.

Examples of crises/issues:                                                                                                                          

· Study abroad student killed while abroad or en route   

· Society officer/employee injured or killed en route to/during official event

· Chapter officer misrepresents organization
· Member involved in legal or criminal proceedings 
· Member engaged in academic dishonesty
· Controversy surrounding notable/high-profile Society member
· Natural disaster affecting Society Headquarters—fire, hurricane, explosion

· Technology “meltdown” at Society Headquarters (servers and/or membership database down for an extended time)

IV. DURING A CRISIS: POLICIES FOR HANDLING AN ISSUE OR CRISIS

· When crisis strikes or an embarrassing issue comes to light, Traci Navarre, the crisis communication manager, aided by other members of the crisis communication team, will take immediate action to implement the Issues and Crisis Communications Plan. 

· In the event of a real or perceived issue or crisis, the crisis communication manager will refer to and follow the list of action steps referenced earlier and provided in the Appendix. 
· The crisis communication manager will inform internal audiences before all others about the facts of the issue or crisis and provide instructions on how/where to direct media inquiries.                                                                                                                             Traci Navarre will notify the board of directors and chapter officers via a broadcast e-mail announcement of any issue or crisis. If the issue or crisis involves a particular chapter, the crisis communication manager also will contact affected chapter officers by phone. Depending on the nature and severity of the situation, the crisis communication manager may opt to include a message on the homepage of the Phi Kappa Phi internal and/or public Web site. 

· Phi Kappa Phi staff, board and chapter officers should direct any and all media calls to the crisis communication manager. (Contact information for Traci Navarre is listed on Page 1.)           It is possible that Phi Kappa Phi chapters and headquarters will receive calls from the news media and other organizations (law enforcement, fire investigators, etc.) related to an issue or crisis. In an effort to communicate with the media and any investigative organizations while preserving the dignity that the Society embodies, it is critical to maintain composure and professionalism and to deliver positive messages about Phi Kappa Phi. 

Communicating with the media and delivering the prepared statement and key messages is the sole responsibility of the crisis communication manager or designated spokesperson. If pressed for answers, he/she should simply respond, "We appreciate your needs and want to cooperate with you to the best of our ability. Traci Navarre at Phi Kappa Phi Headquarters is the best resource to help you in the fastest way possible." 

Additionally, if board members or chapter officers receive a call from the media or anyone else related to this issue, he/she should notify Traci Navarre as soon as possible.

V. EVALUATION

Experience is the best teacher. Knowing what was done well and what could have been done better will only help refine the Issues and Crisis Communication Plan and make it more effective in the future. After the crisis subsides, the crisis communication team, along with the marketing and member benefits department at Society Headquarters, will:

· View/read media coverage
The best way to evaluate the Society’s dealings with the media is to watch and read the media coverage of the crisis. Seeing how each of the Society's actions was covered by the press can help form future media strategies.

· Debrief
The crisis communication team will convene after the crisis ends to evaluate every action taken and the crisis communication plan itself. It is important to learn from successes and from mistakes.

· Adapt or modify the Issues and Crisis Communications Plan as needed.
· Communicate changes to the Issues and Crisis Communications Plan to all staff members, board members and chapter officers.
APPENDIX--Action Steps

When crisis strikes or an embarrassing issue comes to light, it is essential that the crisis communication manager, aided by other members of the crisis communication team, take immediate action. In the event of a real or perceived issue or crisis, Traci Navarre, the crisis communication manager, will take the following steps:
· Gather the facts
Having accurate information will enable the crisis communication team to respond appropriately.

· Convene the crisis communication team
Staff members of the crisis team (Traci Navarre, Perry Snyder and Lourdes Barro) will immediately convene and decide the first course of action. Since this must be done swiftly, the staff members will take the lead, and then involve the board representatives (Paul Ferlazzo, Donna Schubert and Terry Mathias) in an advisory capacity if the crisis warrants such action. If board representatives are unavailable at the time of crisis, staff members must proceed using their best judgment. 

· Prepare a statement and background information
The crisis communication manager, aided by other crisis team members as needed, will tailor the prepared statement to the events that are unfolding, and prepare background information for the media. All documents will stick to the facts and offer no speculation. All "bad" news will be disclosed up-front and all at once; otherwise, it will trickle out slowly and the negative media coverage will continue day after day.

· Identify key audiences
Key audiences will be informed of the situation in the following order: 

1. staff

2. board of directors  

3. chapter officers

4. committee members and other key volunteers

5. members 

6. the media 

7. general public 

· Designate a Society spokesperson
In order to provide a unified, consistent message, the crisis communication team will designate a spokesperson. In most cases, the executive director or the director of marketing and member benefits/crisis communication manager will be the spokesperson. The spokesperson will be kept informed of the latest developments.
· Develop key messages
The crisis communication manager will develop three to five clear, concise messages for Society stakeholders and the news media. These messages will be delivered repeatedly and clearly and via one unified voice – that of the designated spokesperson. The messages will demonstrate professional, calm concern about what is happening and for the people involved, and will explain what Phi Kappa Phi is doing to solve or otherwise address the problem.

· Anticipate the tough questions
The crisis team will make a list of all possible tough questions that the media or the public might ask. By composing responses to these questions, the spokesperson can be better prepared for interviews and press briefings.

· Communicate the message and the facts to internal audiences                                                The crisis communication manager will inform internal audiences before all others about the facts of the issue or crisis. The board of directors and chapter officers will be notified via a broadcast e-mail announcement of any issue or crisis. If the issue or crisis involves a particular chapter, the crisis communication manager also will contact those chapter officers by phone. Depending on the nature and severity of the situation, the crisis communication manager may opt to include a message on the homepage of the Phi Kappa Phi internal and/or public Web site.

· Manage and channel the flow of information
It is possible that Phi Kappa Phi chapters and headquarters will receive calls from the news media and other organizations related to an issue or crisis. In an effort to communicate with the media and any investigative organizations while preserving the dignity that the Society embodies, it is critical to maintain composure and professionalism and to deliver positive messages about Phi Kappa Phi. Communicating with the media and delivering the prepared statement and key messages will be the sole responsibility of the crisis communication manager or designated spokesperson. If pressed for answers, the board member/chapter officer should simply respond, "We appreciate your needs and want to cooperate with you to the best of our ability. Traci Navarre at Phi Kappa Phi Headquarters is the best resource to help you in the fastest way possible." Additionally, if board members or chapter officers receive a call from the media or anyone else related to this issue, he/she should notify Traci Navarre as soon as possible.

· Communicate the message and the facts to external audiences                                                     The crisis communication manager will issue official statements to the media or hold press briefings as necessary. Depending on the nature, severity and potential duration of the situation, the crisis team will determine whether a reactive or proactive response is best. 

· Keep track of media calls and media inquiries
The spokesperson will keep a list of all the reporters to whom he/she talks. This will enable crisis team members to look for news clippings and to later evaluate how the communications aspects of the crisis were addressed. 

· Respond to the media quickly and fairly
The media provides a way for the Society to get its message to the public. The media will also shape public opinion about how the Society is responding to the crisis. Therefore, the crisis communication team manager will cooperate with the media, be sensitive to media deadlines and provide all reporters with the same information—without granting exclusive interviews or exclusive access to information.

· Dispel the rumors
During times of crisis, rumors often run rampant. If unsubstantiated rumors become prevalent, the spokesperson will dispel them publicly. When discussing members who have been affected by a crisis, he/she will take special care not to violate any Buckley Amendment rights.
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