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People need to trust YOU before they will 
trust your organization.



Told the Right Way

The Right Story



Be likeable, empathetic and HUMAN!



YOU BE THE COACH!



Told the Right Way

The Right Story



Control
Concern
Cooperation
Praise



Control

• Our people are trained to deal with these situations.
• Our technicians are working around the clock 
   to find the source of the problem.
• We have brought in independent experts to help us 

find out what happened.



Concern
• Our main concern is the safety of our employees 

and the community.
• We are so sorry this happened, and we apologize 

to our customers.
• We understand how this problem affects our 

neighbors, and we are truly concerned about them.



Cooperation
• We are cooperating fully with all local authorities.
• We are working closely with community leaders to 

understand their concerns and find solutions. 
• We have reached out to our business partners to 

help us find solutions to our customers’ needs.



Praise

• We can’t thank first responders enough!
• We are very grateful to our customers, and we 

thank them for their patience as we work to 
resolve this problem.

• A big thank-you to our team members who went 
above and beyond to help out.



WHAT’S 
YOUR
STORY?

Key Message Worksheet

www.thecommscoach.tvinfo@thecommscoach.tv740.815.1892

The overall message I wish to see in this story is:
___________________________________________________________________________________

Key Messages:

1. _______________________________________________________________________________

2. _______________________________________________________________________________

3. _______________________________________________________________________________
Stories, Soundbites and Analogies:___________________________________________________________________________________

___________________________________________________________________________________

___________________________________________________________________________________
Question I do Not Want to Answer: _____________________________________________________

Answer: ____________________________________________________________________________Remember: Three Cs + P
Control______________________________________________________________________________

Concern_____________________________________________________________________________

Cooperation__________________________________________________________________________

Praise_______________________________________________________________________________



Told the Right Way

The Right Story



7 Crisis Interview Tips
1) Never say “no comment” 
2) Always be truthful and accurate
3) Stick to your game plan
4) Talk in “nuggets” and K.I.S.S. 
5) Use the “striptease” method
6) Don’t blame, criticize or speculate



“It’s better to keep your 
mouth shut and appear 
stupid than to open 
your mouth and 
remove all doubt.”



7) Show you care!



Video Interviews





“I’m not wacko.”
-- Mariah Carey  

Answering Negative Questions

üDon’t restate it

üBe careful with denials

ü “Bridge”to a positive statement



3 Magic Words

To the Contrary….



YOU BE THE COACH!



YOU BE THE 
SPOKESPERSON!


