
Standard Operating Procedure (SOP): Crisis
Communication and Notification Procedures
This SOP delineates the crisis communication and notification procedures, encompassing timely identification of
crisis events, internal and external notification protocols, roles and responsibilities of communication teams, message
development and approval processes, use of communication channels, stakeholder engagement strategies, monitoring
and feedback mechanisms, and post-crisis communication evaluation. The aim is to ensure clear, consistent, and
effective communication during emergencies to minimize impact and maintain trust with all affected parties.

1. Identification of Crisis Events
Monitor internal and external sources for potential crisis events (e.g., security incidents, natural disasters, data
breaches).
Establish clear criteria for defining a crisis and escalation thresholds.
Activate crisis communication protocol upon identification or receipt of credible information.

2. Notification Protocols

Audience Notification Method Responsible
Party Timeframe

Internal Teams (Management,
Security, IT, HR) Email, Phone, Messaging App

Crisis
Communication
Lead

Immediately upon crisis
identification

All Employees Email, Messaging App,
Internal Portal

Communications
Officer Within 30 minutes

External Stakeholders (Clients,
Vendors, Media, Public)

Email, Press Release,
Website, Social Media

Media
Relations/PR
Officer

Within 1 hour

3. Roles and Responsibilities
Crisis Communication Lead: Initiates crisis protocol, coordinates communication efforts, oversees message
approval.
Communications Officer: Drafts internal messages and updates; implements communication channels.
Media Relations/PR: Prepares external statements, coordinates with media, manages press releases.
Executive Management: Approves key messages, addresses high-priority external communication, supports
stakeholder engagement.
Monitoring Team: Tracks feedback, media coverage, and stakeholder response; provides situational updates.

4. Message Development and Approval
Develop consistent core messages tailored to each stakeholder audience.
Ensure all messages are clear, accurate, and adhere to legal/regulatory guidelines.
Route all initial crisis messages through designated approvers (e.g., Crisis Communication Lead and Executive
Management) before dissemination.

5. Use of Communication Channels
Email (internal and external communications)
Company website (public updates, press releases)
Social media platforms (timely public alerts, updates)
Emergency notification systems and messaging apps

6. Stakeholder Engagement Strategies



Identify all affected stakeholders and prioritize outreach based on impact and urgency.
Maintain transparent, regular updates throughout the crisis lifecycle.
Provide avenues for stakeholder inquiries and support (e.g., hotline, dedicated email address).

7. Monitoring and Feedback Mechanisms
Monitor traditional and social media channels for public response and misinformation.
Solicit and log stakeholder feedback through surveys or direct communication.
Regularly brief leadership and crisis teams based on monitoring insights.

8. Post-Crisis Communication and Evaluation
Issue follow-up communications outlining crisis resolution and next steps.
Conduct a debrief with all involved teams to evaluate response effectiveness.
Document lessons learned and update the Crisis Communication SOP as needed.

9. Revision History

Version Date Author Summary of Changes

1.0 2024-06-16 [Your Name] Initial SOP template for crisis communication and notification procedures
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