
Engagement in Crisis Response: 
Best practices for coordinating stakeholders and resources 
during emergencies
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The Value of 
Strategic Communication 
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Align agency values

Crisis communication

Building relationships

Makes your jobs easier!



© 2025 Olsson

Representative 
Public Statistics 



Types of Engagement 
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The 95% 
and the 5% 

Normal
Communication Protocol

Crisis
Communication Protocol
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Quarterly 

Semi-Annual 

Annual 

Bi-Annual

Ongoing 

Tasks To Ensure 
You’re Ready 



Innovative Tools 
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Case Study 1: 
LA Wildfires 
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The average American reads and 
comprehends at what grade level? 

Poll 
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Poll 

A human in crisis reads and comprehends at 
what grade level? 
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Poll 
What 
percentage of 
Americans get 
their news 
from news 
influencers? 



• Immediate acknowledgement 

• Clear and concise messaging 

• Internal communication 

• Ongoing updates at regular intervals  

• Monitor/respond to inquiries 

• Post-incident communication 
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What the Public and Partners 
Need During A Routine Incident 

What Happened?
How does it 
impact me?

What are “they” 
doing about it?



What the Public Needs 
In A Crisis 
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Case Study 2: 
The Utah AV Project Injury 

1
Acknowledge 

Mistakes

2
Listen 

Actively

3
Develop a 

Plan

4
Implement 

Change

5
Re-engage 

Your 
Audience

6
Build for 

the Future
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UDOT AV Crisis 
Communication Workflow 
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Case Study 3: 
A Howitzer Hits Your Shed 
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Other Types of 
“Routine Incidents” 



ITE “ignITE” training series 

Utah Emergency Management 
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Resources



Engage your strategic communications 

folks early in the process 

A Strategic Communications Plan can 

be very short and not labor intensive 

Always have a crisis communication 

workflow – you never know when you 

will need it 

Ensure that your outreach isn’t 

too technically complex 

There is value 

(manage risk, build relationships) 

It makes your job easier! 
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Key Takeaways: 

1

2

3

4

5

6
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You are ALL Strategic 
Communicators with the right tools!

L I S A M I L L E R
lmiller2@olsson.com
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