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COURSE INTRODUCTION / OVERVIEW:

In today's hyper-connected world, public institutions operate under intense scrutiny where a single incident can escalate
into a full-blown crisis, threatening public trust and institutional integrity. This course provides a comprehensive
framework for navigating the complexities of crisis communication and reputation management specifically tailored for
the public sector. Unlike corporate entities, public institutions face unique challenges, including political pressures,
statutory obligations, and the paramount importance of maintaining citizen confidence. This program, offered by BIG BEN
Training Center, delves into proactive strategies and reactive tactics to protect and rebuild an organization's reputation.
Drawing on established theories like Timothy Coombs's Situational Crisis Communication Theory (SCCT), as detailed in his
book "Ongoing Crisis Communication: Planning, Managing, and Responding", participants will learn to develop robust
crisis plans, manage media relations effectively, and engage with stakeholders transparently. This training moves beyond
theoretical knowledge, equipping leaders with the practical skills needed to lead with confidence and resilience through

any reputational challenge, ensuring their institution not only survives a crisis but emerges stronger.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Public Information Officers and Press Secretaries.

e Government Officials and Public Sector Leaders.

e Communications Directors and Managers.

e Public Affairs and Media Relations Specialists.

e Emergency Management Coordinators.

e Legal Counsel and Policy Advisors for Public Institutions.
e Heads of Municipal, State, and Federal Departments.

e Spokespersons for government and non-profit organizations.

TARGET SECTORS AND INDUSTRIES:

e Federal, State, and Local Government Agencies.

e Public Education Institutions, from school districts to universities.
e Public Healthcare and Hospital Systems.

e Law Enforcement, Fire Departments, and Emergency Services.

e Public Transportation and Utility Authorities.

e Non-Governmental Organizations (NGOs) and Non-Profits.

e Regulatory Bodies and Public Commissions.
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Legal_and Compliance

e Emergency Preparedness and Management Teams.

Human Resources Departments.

Policy and Strategy Departments.

COURSE OFFERINGS:
By the end of this course, the participants will have able to:

e Develop a comprehensive and actionable crisis communication plan tailored for a public institution.
o Identify potential reputational risks and vulnerabilities before they escalate into crises.

o Master techniques for effective media engagement, including press conferences and interviews.

e Serve as a confident and credible spokesperson during high-pressure situations.

o Utilize digital and social media platforms for real-time crisis response and monitoring.

o Craft clear, consistent, and empathetic messages for diverse stakeholder groups.

e Implement strategies to rebuild public trust and manage reputation in the post-crisis phase.

e Conduct thorough post-crisis evaluations to refine future response strategies.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be immersive, practical, and highly interactive,
ensuring that participants can apply learned concepts directly to their professional roles. This course moves beyond
traditional lectures by incorporating a dynamic blend of learning techniques. A cornerstone of the program is the
extensive use of real-world case studies drawn from public sector crises, allowing for in-depth analysis of what worked and
what did not. Participants will engage in hands-on, simulation-based exercises, including mock press conferences and
crisis response scenarios, which provide a safe environment to practice skills and receive constructive feedback.
Collaborative group workshops will guide attendees through the process of drafting key components of a crisis
communication plan for their own or a hypothetical institution. Facilitated discussions and peer-to-peer learning are
encouraged to share diverse perspectives and experiences. Our expert instructors provide continuous guidance, ensuring

a supportive and engaging learning environment that fosters both skill development and strategic thinking.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF CRISIS COMMUNICATION IN THE PUBLIC SECTOR

e The unique nature of a crisis for public institutions.
e The critical role of public trust and transparency.

e Introduction to Situational Crisis Communication Theory (SCCT).
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UNIT TWO. PRORE

e Conducting a comprehensive risk and vulnerability assessment.

Developing a robust crisis communication plan and team structure.

Establishing clear protocols for information flow and approval.

Crafting pre-approved holding statements and key messages.

The importance of media monitoring and issues management.

Building positive relationships with the media and community leaders.

e Training your crisis communication team and designated spokespersons.

UNIT THREE: STRATEGIC CRISIS RESPONSE AND MEDIA MANAGEMENT

Executing the initial response in the critical first hours.

Techniques for effective and ethical media relations.

e Managing a press conference with confidence and control.

Mastering the art of the media interview and bridging techniques.

Delivering messages with empathy, clarity, and authority.

Managing difficult questions and hostile environments.

Coordinating with other agencies and partner organizations.

UNIT FOUR: DIGITAL CRISIS COMMUNICATION AND STAKEHOLDER ENGAGEMENT

Managing the crisis on social media and digital platforms.

Strategies for combating misinformation and disinformation online.

Using digital tools for real-time monitoring and sentiment analysis.

Communicating effectively with employees during a crisis.

Engaging with the public and community groups directly.

Tailoring messages for different stakeholder needs and concerns.

Maintaining a consistent narrative across all communication channels.

UNIT FIVE: POST-CRISIS RECOVERY AND REPUTATION RESTORATION

e Strategies for rebuilding institutional reputation and public trust.

Conducting a thorough post-crisis evaluation and after-action report.

Communicating lessons learned and implemented changes.

e Turning crisis recovery into an opportunity for positive reform.

Long-term reputation monitoring and management strategies.

Developing a follow-up communication and engagement plan.
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There are no requirements.

pEerr— o

HOWwW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

In an era of rapid misinformation, how can public institutions balance the need for immediate communication with the

imperative for verified accuracy without eroding public trust?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by its exclusive and deep focus on the unique ecosystem of public institutions, a context
where success is measured not by profit, but by public trust and accountability. While many courses offer generic crisis
communication principles, our curriculum is meticulously designed to address the specific constraints and pressures
faced by government agencies, public universities, and non-profits, such as political oversight, public records laws, and
the duty to serve diverse constituencies. The program integrates advanced academic frameworks, like Coombs's
Situational Crisis Communication Theory, not as abstract concepts but as practical tools for diagnosing a crisis and
selecting the most effective response strategy. Furthermore, our methodology prioritizes realism and practical application
through high-fidelity simulations and case studies drawn directly from public sector headlines. Participants will not just
learn theory; they will rehearse their roles in a crisis, from managing a contentious press conference to drafting a social
media response to a viral rumor, ensuring they leave with tested skills and the confidence to lead their organizations

resiliently through reputational threats.
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