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Post-Crisis Evaluation and
Recovery

Crises are inevitable. They can damage reputation, erode trust, and disrupt operations.
But navigating the aftermath effectively offers an opportunity to learn, adapt, and
emerge stronger.

Evaluating and recovering from a crisis is just as critical as managing the crisis itself.
Organizations must assess their response and identify areas for improvement.

A thorough post-crisis evaluation can reveal necessary adjustments to protocols and
strategies, and this applies to your communications team as well. Recovery involves
rebuilding trust and ensuring continuity. Communications play a pivotal role in restoring
reputation and stakeholder confidence.

This guide equips PR managers and senior leaders with a framework built on six critical
pillars of post-crisis communication evaluation and recovery. By understanding and
implementing these pillars, organizations can effectively learn from experience, rebuild
trust, and emerge stronger from any challenge.

Immediate Post-Crisis Analyzing Communication
Communications Debrief Effectiveness

Learning and Development for Rebuilding Reputation and Trust
Communications Teams Through Communication
Monitoring and Reporting Building a Resilient
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Immediate Post-Crisis
Communications Debrief

Reviewing communications efforts immediately after a crisis can identify strengths and
areas for improvement. This process ensures better preparedness for future situations.

Conduct a Communications Debrief

Start with a structured debrief meeting involving all key communications team members.
The primary focus should be a candid discussion on what worked well and what did not.

( Prepare an agenda to guide the debrief for a focused and
% / productive discussion. Specific questions may include:
-
-

* Were messages delivered swiftly and accurately?
» How effective was internal communication?
e Did media relations run smoothly?

Gather Team Feedback

Collect feedback from team members individually as well. Provide anonymous surveys to
encourage honest input. In-person or virtual interviews offer more detailed insights and
allow for clarification on specific points.

Key points to address in feedback include: personal experiences during the crisis,
perceived communication strengths, and areas identified as needing improvement. By
gathering this comprehensive data from individual team members, you can gain a
holistic view of the team's performance and areas for growth.

Timeline Documentation

Examine the crisis timeline to document key communications events and milestones.
Here's an example of a table you could use to document these events:

Event Date & Time Description Notes
Event 1 2024-05-28 10:00 Initial crisis alert Quick response time
Event 2 2024-05-28 12:00 First press release Well-crafted message

Create a detailed log indicating when messages were crafted, approved, and distributed.
Note any delays and their causes to understand the process flow better. This will help you
pinpoint inefficiencies and improve future responses.



Analyzing Communication
Effectiveness

Effectively analyzing post-crisis commmunication ensures alignment, evaluates public and
media response, and gathers essential stakeholder feedback. This helps identify strengths
and weaknesses in the communication strategy used during the crisis.
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Message Consistency Review

Reviewing the consistency of messages during a crisis involves checking whether all
communications aligned with the central narrative and core values of your organization.

Examining emails, press releases, social media posts, and other commmunication channels
will help you identify any discrepancies.

Inconsistent messaging can lead to confusion and erode trust. Ensuring alignment across
all platforms reinforces the organization’s credibility.

Media Coverage Evaluation

Evaluating media coverage requires tracking how the crisis and the organization’s
response were portrayed in various outlets.

( Look at metrics such as volume of coverage, sentiment

% / analysis, and reach.
-
-

Positive coverage affirms your messaging strategy, while
negative or inaccurate reports highlight areas needing
improvement.

Identify the most and least effective media engagements to help you refine future crisis
communication strategies.



Stakeholder Feedback Collection

Collecting feedback from stakeholders—including employees, customers, partners and
investors—reveals perceptions and experiences regarding your crisis communication
efforts. Surveys, interviews, and focus groups are great tools for gathering this feedback.

This data is essential for understanding how well the communications addressed
concerns and provided clarity. Analyzing it will help you strengthen future responses and
ensure you're meeting the needs of your stakeholders as best as you can.

Identify Strengths and Weaknesses

Analyzing communication during a crisis reveals effective tactics and areas that need
improvement, so you can refine strategies for future incidents.

EFFECTIVE TACTICS AREAS FOR IMPROVEMENT

Transparent Messages: Consistent and clear

information builds trust. Audiences responded

positively to direct, honest updates.

Speed of Response: Quick and decisive
communication prevents misinformation. Fast

responses show preparedness and control.

Multiple Channels: Use of social media, press
releases, and internal channels ensured wide
reach. Different audiences received messages

through their preferred platforms.

Stakeholder Engagement: Regular updates to
stakeholders fostered a sense of involvement.

Their feedback was crucial for adjustments.

Message Consistency: Inconsistencies caused
confusion among the audience. Aligning messages

across all channels is essential.

Accessibility: Communication needs to account
for those with disabilities. Providing translations

and alternative formats could enhance inclusivity.

Feedback Mechanisms: Limited tools for
receiving feedback slowed response adjustments.
Improving feedback channels would help in real-

time strategy alterations.

Training and Preparedness: Inadequate staff
training resulted in delays and errors. Regular drills

and updated protocols could improve readiness.



Learning and Development for
Communications Teams

Post-crisis evaluation and recovery depend heavily on how well cormmunications teams
learn and adapt. You'll need to document the lessons you've learned, update your
communication plans, and implement effective training programs so that it all sinks in.

Documenting Lessons Learned

As discussed above, your communications team should create detailed records of the
crisis response, including timelines, decision points and outcomes. Documenting what
worked well and what did not can identify gaps and areas for improvement.

( Use structured formats such as:
e Timelines for key events.
? /  Decision logs to track choices and reasoning.
= e Outcome analysis for results and effectiveness.
-

This becomes a valuable resource for future situations.

Updating Communication Plans

Once lessons are documented, communication plans must be revised accordingly. Modify
strategies based on effective and ineffective responses. Incorporate new protocols and
any alternative communication channels discovered during the crisis. Ensure that the
plan includes updated contact lists and clear incident reporting procedures.

Creating flexible templates can also aid in rapidly deploying updated messages. You can
store your most effective messaging in a tool like Broadsight Tracker and refresh it should
a similar situation arise in the future.

Training Programs

Design training programs that reflect updated commmunication strategies and lessons
learned. Include both theoretical knowledge and practical exercises.

Don't just do it once—regular drills and workshops can help solidify new protocols.

Focus on developing key skills such as crisis messaging, coordination with stakeholders
and using new communication tools.

Incorporate feedback mechanisms to continually improve the training process and
ensure team members are well-prepared for future crises.



Rebuilding Reputation and Trust
Through Communication

Clear and honest communication is vital to rebuild reputation and trust after a crisis. This
involves maintaining open channels with external and internal stakeholders and ensuring
media engagement is proactive and strategic.

Transparent Ongoing Communication

Maintain transparent and honest communication after a crisis. Update all relevant parties
about the steps being taken for recovery. This includes both positive developments and
challenges your organization is facing.

Transparency will help you mitigate assumptions and rumours. Acknowledging any
mistakes and clearly outlining corrective actions helps show accountability and
commitment to improvement.

Proactive Media Engagement

Reach out to the media to proactively shape a positive narrative post-crisis. Responding
swiftly to queries portrays the organization as responsible and in control.

Your media strategy should include issuing timely and accurate information. Arranging
press conferences and media kits can help in disseminating detailed information.
Designate a spokesperson to consistently communicate on the organization'’s behalf.

Internal Communication Strategies

Strong internal communication ensures that employees are informed and feel secure
post-crisis. Regular updates through internal newsletters, town hall meetings, and
intranet portals keep staff aligned with recovery efforts.

Involving employees in recovery plans and gathering their feedback can foster a sense of
inclusivity and morale.



Monitoring and Reporting
Communication Outcomes

Effective monitoring and reporting of communication outcomes are critical for evaluating
the success of post-crisis strategies. Key steps include setting specific goals, providing
regular reports and adjusting strategies based on gathered data.

Setting Communication Goals

Define clear, measurable commmunication goals. These should align with the overall crisis
recovery plan and stakeholder expectations.

Employ the SMART criteria — Specific, Measurable, Achievable, Relevant, Time-bound —
when setting these goals to ensure they are realistic and trackable.

Create a baseline to compare pre-crisis and post-crisis communications. This helps
identify improvements and areas needing attention. Objectives might include restoring
brand reputation, increasing stakeholder engagement or improving message clarity.

Regular Communication Reports

Prepare and distribute regular communication reports. These reports should track
progress against the set goals and highlight key metrics such as media coverage, social
media engagement, and stakeholder feedback.

Make them a mix of both qualitative and quantitative data to

( provide a comprehensive view.
% Quantitative data may include web traffic and survey results,
- while qualitative data can span sentiment analysis from social
-

media or specific comments you’ve received from the public and
other stakeholders.

Make sure your reports are clear and accessible to all relevant stakeholders so they
enhance collective understanding.

Adjusting Communication Strategies

Strategically adjust communication efforts based on report findings. If engagement
metrics reveal gaps or challenges, modify messages, channels, or strategies accordingly.

For instance, if social media responses indicate confusion, clarify your messaging. If a
specific channel underperforms, explore alternative platforms. Document and share any
changes you make and the impact they have on your communication goals.



Building a Resilient Communication
Culture

A resilient communication culture emphasizes transparency and collaboration.

Encourage open dialogue and timely information sharing. Invest in team-building
activities to strengthen trust and cooperation among members.

( Leadership behaviours to foster a supportive environment:
% / » Hold frequent team meetings to discuss and plan
— communication strategies.
- » Implement systems for receiving and acting on feedback.

» Promote active participation from all levels of management.

Investing in Communication Tools

Investing in modern communication tools can greatly enhance long-term practices.
Consider tools like Broadsight Tracker that facilitate swift, secure, reliable collaboration.

( e Technology Upgrades: Integrate new communication
platforms and software.
% / e Training on Tools: Ensure all team members are
- proficient in using the tools.
- * Regular Maintenance: Keep tools updated to prevent
technical issues.

This investment will streamline commmunication efforts and enhance efficiency.



Key Takeaways

Navigating the aftermath of a crisis is a critical time when communications professionals
play an important role. A thorough post-crisis evaluation allows you to better prepare your
organization for future challenges by identifying strengths and areas for improvement,

Transparent and proactive communication during the recovery phase rebuilds trust and
reputation, ensuring stakeholders remain informed and engaged. By continuously
refining your communication strategies and investing in your team’s development, you
can turn every crisis into an opportunity for growth and improvement.

Remember, effective crisis management doesn’t end with the resolution of the crisis—it
evolves through continuous learning and adaptation.

Broadsight Tracker is a collaboration platform that helps
media relations and issues management teams maximize
productivity and ensure consistency of messaging.

Our systems, analytics and reporting were designed by media
relations leaders to help communications teams track and
showcase their impact in a way that simple can't be done using
generic project-management tools or Google Sheets.

With Broadsight, teams can:

e Track management of issues and media requests end-to-end.

» Provide all team members with line of sight into various
communications efforts.

» Generate data visualizations for planning and reporting.

* Quantify ‘invisible work’ that isn’t easily measured.

» Store contact info for media, internal experts or spokespeople.

» Keep data private and secure.

Want to learn more about how Broadsight can transform
your team’s day-to-day impact and efforts?

BROAD SIGHT Connect with us at community@broadsighttracker.ca
to book a chat or walk-through of the tool in action!

Or hop onto www.broadsighttracker.ca to learn more.




