CRISIS COMMUNICATION: ORGANIZATIONAL TENSION SCALE
Organizational tensions vary along a sliding scale, which we’ll use to gauge and monitor potential and active crises. While most crises are immediately identifiable, some may originate from rising tensions.








Yellow
· Momentarily frustrates an individual’s or group’s experience with our brand
· May or may not be of a sensitive nature
· Handled among brand leadership
· Often quickly resolved through a one-time conversation (in person, phone call)
· First response should take place in < one business day
· Examples: miscommunication or an inconvenience impacting an individual or group associated with our brand

Orange
· Brings our brand into larger conversations or scrutiny
· A dissatisfied or hurting individual or group seeks further resolution with our brand, publicly
· May create a disruption in service or business
· Activates conversation among our core crisis communications team
· Requires well-crafted, timely conversation (in person, phone call, social media)
· A statement should occur within two hours
· Examples: crisis impacting our industry or brand with a potential to become a crisis
Red
· Brings brand into high visibility 
· Significantly disrupts service and business 
· Emergency situation impacting the wellbeing of our immediate or surrounding community
· Activates full involvement of our extended crisis communication team at the “Touch base locations” and secondary designated areas
· Likely prompts a media inquiry
· Requires well-crafted, timely conversation (in person, phone call, social media)
· A statement must take place within one hour of the crisis 
· [bookmark: _GoBack]Examples: loss of life, serious accident, serious crime or natural catastrophe involving our brand





