Worksheet: Customizing Your Messages

During a crisis or emergency, it is important that your media spokespersons be prepared to relay important information about the incident. Use the steps below to develop your key messages for a crisis event.

Step 1: 

Determine Your Audience:
· Relationship to event

· Demographics (age, language, education, culture)

· Level of panic/outrage

Purpose of Your Message:
· Give facts/update.

· Rally to action.

· Clarify event status.

· Address rumors.

· Satisfy media requests.

Method of Delivering Your Message:
· Print media release

· Web release

· Spokesperson (TV or in-person appearance)

· Radio

· Other (e.g., recorded phone message)

Step 2: 

Use the message map below to construct your message with the following components:

	Message Map

	Key Message 1
	Key Message 2
	Key Message 3

	Situation/Response


	Risk


	Action



	Confirm knowledge of the incident. 
	Let the public know of the risks involved with the current incident (exposure to radiation or chemical, contraction of a disease, etc.).
	Let people know that the public can play a key role in helping authorities be alert for acts of terrorism.

	Supporting Fact 1-1
	Supporting Fact 2-1
	Supporting Fact 3-1

	Express empathy.
	Reference information from Public Health, CDC, or other Reliable sources
	Persuade the public to be on alert.

	Supporting Fact 1-2
	Supporting Fact 2-2
	Supporting Fact 3-2

	Provide scope of the incident.
	
	Encourage people to seek medical treatment, as needed.

	Supporting Fact 1-3
	Supporting Fact 2-3
	Supporting Fact 3-3

	State actions being taken by your organization.
	
	State who to contact for more information.


