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BEYOND SERVICE
Wh y Crisis Co m m u n ica t io n s Su p p o rt  
Ma t t e rs t o  Ou r Me m b e rs



W h a t  is  c ris is  
co m m u n ica t io n s?

April 2024

The sharing of information to address a 
sit u a t io n  t h a t  t h re a t e n s p u b lic  sa fe t y, 
fin a n ce s a n d /o r t h e  re p u t a t io n  o f a n  
o rg a n iza t io n . 



• Immediate crises (weather emergencies, shooter on the loose)

• Law enforcement officer behavior, officer -involved shooting (perception of 
excessive force)

• Bad behavior by a city employee/councilor/mayor

• City involvement in a claim dispute or a lawsuit, announcement of settlement

• Environmental concerns

• Announcement of service disruption (power grid, water plant)

In c id e n t s  re q u irin g  c ris is  co m m s  
h e lp  (o b vio u s ):



• Loss of major employer

• Response to a questionable social media post

• Preparation for a news media interview or a data request

•  Preparation for a public meeting

•  News media reaction to an incident or wars with reporters

•  Letter to the editor wars

•  Racial incident occurring in the city

In c id e n t s  re q u irin g  c ris is  
co m m s  h e lp  (le s s  o b vio u s ):
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Valuable service our members need

St re n g t h e n  o u r re p u t a t io n  a s a  t ru st e d  p a rt n e r

W h y d o  w e  p ro vid e  c ris is  
co m m u n ica t io n s  s e rvice s?

Pro t e c t  a n d  re in fo rce  o u r m e m b e rs’ im a g e  a n d  
c re d ib ilit y

Ma ke  c it y o ffic ia ls lo ok con fid e n t  a n d  in  con t ro l

In fo rm  a n d  e d u ca t e

Do  n o  h a rm  – a vo id  lia b ilit y o r fu rt h e r lit ig a t io n



Ho w  w e  co n n e c t  
w it h  m e m b e rs

City directly 
re a ch e s ou t  t o  

u s

We  re a ch  
ou t  d ire c t ly 

t o  c it y

Re fe rre d  b y 
LMC o r 

LMCIT st a ff

Re fe rre d  b y 
a  p e e r
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Du rin g  t h e  fa c t -
fin d in g  ca ll

• Ask in d ivid u a l t o  d e sc rib e  t h e  
p ro b le m  (e ve n  if yo u  a re  fa m ilia r 
w it h  d e t a ils)

• If n o t  c le a r, a sk fo r a n y n e e d e d  
c la rifica t ion s t o  h e lp  yo u  
u n d e rst a n d  t h e  p ro b le m
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Ad d it io n a l q u e s t io n s  t o  a sk :
From  a  com m u n ica t ion s p e rsp e c t ive , w h a t  a re  t h e  c it y’s p rim a ry 
con ce rn s?

Wh a t  is t h e  c it y h e a rin g  so  fa r from  t h e  m e d ia ? From  re sid e n t s?

Wh a t  com m u n ica t ion  t a c t ic s, if a n y, a re  b e in g  con sid e re d ?

Wh a t  kin d  o f h e lp  from  t h e  Le a g u e  w ou ld  b e  m ost  u se fu l?



Ne xt  s t e p s
• Describe what kind of comms help the League can provide.

• Work with the city to determine what kind of help might be 
most appropriate.

• Discuss specific needs for deliverables (additional info, timing, 
follow -up, etc.).

• Determine who else from LMC/LMCIT, if anyone, should be 
involved.

• Review the plan to ensure all are on board.



Cris is  Co m m s  Tip s
• Designate a sole spokesperson

• Electeds  make a good “consoler in chief”

• Develop key messages/talking points for every situation

• Do not assume or articulate blame

• Stick to the facts

• Be consistent

• A written statement might be a better choice than 
individual interviews or a press conference

• Find additional resources on LMC website: lmc.org
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Legal advice. Refrain from trying to 
answer legal questions. Instead, 
consult with a qualified person.

Political communication, or comm that 
benefits individuals involved in 

personal/professional spat

Cris is  co m m u n ica t io n s  is  NOT



Ra n d o m  co n s id e ra t io n s
• The city decides what they want to do with our 

recommendations.

• It’s our job to articulate the pros and cons of possible 
choices.

• Oftentimes, empathy is enough. 

• Keep a poker face. If we remain calm and confident 
during conversation, city officials pick up positive and 
useful vibes. If we appear nervous or uncertain, then we 
lose credibility. 

• Bring in the city attorney.

• We work very closely with LMCIT claims staff and legal 
team in matters that involve (or may ultimately involve) 
a claim or lawsuit.



Aft e rm a t h
Check in with the city official at least once after the crisis 
h a s p a sse d .



(651) 215-40 0 6

jlie w @lm c .o rg

J u lie  Lie w
Co m m u n ica t io n s  

Dire c t o r

(651) 215-40 31

d re e d e r@lm c .o rg

Do n  Re e d e r
Pu b lic  Affa irs  Co o rd in a t o r

Th a n k  yo u !
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