crisis communication strategies practical

Crisis Communication Strategies: A Practical Guide for Proactive Preparation and Effective Response

crisis communication strategies practical are not just about reacting when disaster strikes; they are
about building resilience, fostering trust, and safeguarding your organization's reputation before, during,
and after an unforeseen event. In today's interconnected world, a swift and strategic approach to
handling crises is paramount. This comprehensive guide delves into the core principles and actionable
steps involved in developing and implementing effective crisis communication plans. We will explore
how to prepare your team, identify potential threats, craft compelling messages, leverage various
communication channels, and, most importantly, learn from every experience. Understanding these
practical strategies empowers organizations to navigate turbulent times with confidence and emerge

stronger.
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Understanding the Landscape of Crisis Communication

The realm of crisis communication is dynamic and ever-evolving. What constitutes a crisis can range
from a product recall or data breach to a natural disaster impacting operations or a significant
reputational threat stemming from social media. In essence, a crisis is any event that has the potential
to significantly harm an organization's reputation, finances, or stakeholders' trust. Ignoring the need for
a well-defined crisis communication strategy is akin to sailing without a compass; you might stay afloat

for a while, but you're likely to drift off course when the storms hit.

A practical approach to crisis communication recognizes that preparedness is key. It's about having a
framework in place so that when the unexpected occurs, your organization isn't scrambling to figure
out what to do. This involves understanding your audience, anticipating potential issues, and
establishing clear lines of communication. The goal is to be transparent, timely, and consistent in your
messaging to mitigate damage and maintain credibility. Without a solid understanding of these
foundational elements, any attempts at communication during a crisis will likely fall short, exacerbating

the problem rather than solving it.

Proactive Preparation: Laying the Foundation for Success

The most effective crisis communication strategies are built on a bedrock of proactive preparation. This
isn't a task you can afford to relegate to the "when we have time" list. It requires a dedicated effort to
anticipate potential problems and put systems in place to address them. Think of it like having an
emergency kit ready before a storm hits your home; you hope you never need it, but you're infinitely
better off if you do. This foundational work significantly reduces the chaos and confusion when an

actual crisis unfolds.

This proactive phase involves a thorough assessment of your organization's vulnerabilities. Where are
the weak points? What events, if they occurred, would cause the most damage? By identifying these
potential scenarios, you can begin to develop specific communication plans tailored to each. This isn't
about dwelling on the negative; it's about intelligent foresight. It's about empowering your team with the
knowledge and tools they need to act decisively and effectively when the pressure is on. Without this

groundwork, your response will likely be reactive and, therefore, less impactful.



Conducting a Risk Assessment

A critical first step in proactive preparation is conducting a comprehensive risk assessment. This
involves brainstorming all plausible crisis scenarios that could affect your organization. Consider
internal issues like employee misconduct or operational failures, as well as external threats such as
natural disasters, economic downturns, or negative media campaigns. The more thorough this
assessment, the better equipped you will be to develop targeted communication strategies. It's about
asking the "what if" questions and then mapping out potential consequences and communication

needs.

This risk assessment should involve input from various departments within your organization. Different
teams will have unique perspectives on potential vulnerabilities. For instance, the IT department might
foresee cybersecurity threats, while the operations team might identify supply chain risks. By pooling
these insights, you create a holistic picture of potential challenges. The output of this assessment
should be a prioritized list of potential crises, ranked by their likelihood and potential impact, which will

then inform your communication planning.

Establishing Key Performance Indicators for Communication

Before a crisis even looms, it's vital to define what success looks like for your crisis communication
efforts. This means establishing clear, measurable Key Performance Indicators (KPIs) that you can
track. These KPIs can include metrics like the speed of response, the sentiment of media coverage,
website traffic spikes during communication periods, or engagement rates on social media posts.
Having these benchmarks allows you to objectively assess the effectiveness of your strategies during

and after a crisis.

These KPIs should be directly aligned with your overall crisis management objectives. For example, if
a primary goal is to maintain public trust, a relevant KPI might be tracking the percentage of positive
mentions or the reduction in negative sentiment over time. By monitoring these metrics proactively and
reactively, you gain valuable insights into what's working and what needs adjustment, ensuring your

communication remains impactful and aligned with your organization's goals.



Developing a Robust Crisis Communication Plan

Once you've assessed your risks and laid the groundwork, the next logical step is to develop a formal
crisis communication plan. This document is your roadmap to navigating challenging situations. It
shouldn't be a generic template but a customized blueprint that reflects your organization's unique
structure, industry, and potential vulnerabilities. Think of it as the emergency services manual for your

company - detailed, organized, and designed for immediate use.

A well-developed plan provides structure and clarity during what is inherently a chaotic time. It outlines
who is responsible for what, what information needs to be communicated, and how it will be
disseminated. Without this plan, even the best intentions can lead to missteps, inconsistencies, and a
breakdown in effective communication. The practical application of this plan is what truly matters,

transforming theory into action.

Defining Your Crisis Communication Objectives

Before you start drafting messages or assigning roles, you need to clearly define what you aim to
achieve with your crisis communication efforts. Are you trying to protect your reputation, ensure the
safety of your employees and customers, or maintain business continuity? These objectives will guide
every decision you make throughout the crisis. For example, if your primary objective is stakeholder

safety, your messaging will heavily emphasize immediate protective measures and clear instructions.

These objectives should be SMART: Specific, Measurable, Achievable, Relevant, and Time-bound.
This ensures that your goals are not vague aspirations but actionable targets. For instance, an
objective could be: "To disseminate critical safety information to all affected employees within two
hours of a confirmed facility breach." By setting clear objectives, you provide a compass for your entire
communication strategy, ensuring everyone involved is working towards the same, well-defined

outcomes.

Identifying Your Target Audiences

Understanding who you need to communicate with is fundamental. Your target audiences during a



crisis can be diverse, ranging from employees and customers to investors, regulators, the media, and
the general public. Each group will have different information needs and concerns. Failing to identify
and segment your audiences can lead to ineffective or even counterproductive communication. It’s like
trying to have a single conversation with a room full of people who all have different questions; it’s

bound to be confusing.

For each identified audience, you need to consider what information is most relevant and important to
them. What are their primary concerns during this specific crisis? How do they prefer to receive
information? For employees, this might be about safety protocols and operational status. For
customers, it could be about product availability or service disruptions. For investors, it might focus on
financial implications and mitigation strategies. Tailoring your message and channel to each audience

is a hallmark of practical and effective crisis communication.

Establishing Communication Protocols and Channels

Clear protocols and designated communication channels are the backbone of an effective crisis
response. This means pre-determining who has the authority to speak on behalf of the organization,
what the approval process is for communications, and which platforms will be used for disseminating
information. Having these protocols in place prevents conflicting messages and ensures a consistent,
unified voice. Imagine a sports team trying to play without established rules or designated positions; it

would be utter chaos.

Your plan should outline specific channels for different types of information and audiences. This might

include:

¢ Internal communication platforms for employees (e.g., intranet, email, dedicated apps)

e Public-facing channels for customers and the general public (e.g., website newsroom, social

media, press releases)

¢ Direct communication methods for key stakeholders (e.g., phone calls, dedicated meetings)



* Media relations protocols for engaging with journalists

Ensuring you have a diverse range of channels ready to go allows you to reach different segments of

your audience efficiently and effectively.

Identifying and Assessing Potential Crises

The proactive identification of potential crises is a continuous process, not a one-time event.
Organizations must foster a culture of vigilance, where potential threats are recognized and addressed
before they escalate. This requires a keen awareness of both internal operations and external
environmental factors. Think of it as being a good detective; you're constantly looking for clues and

patterns that might indicate trouble brewing.

This assessment is crucial because it allows for the development of targeted, pre-emptive
communication strategies. Instead of reacting to an unforeseen event, you can leverage your
understanding of its potential impact to prepare specific messages, identify key spokespersons, and
pre-approve certain actions. This dramatically shortens your response time and increases the

likelihood of a controlled, effective outcome.

Scenario Planning and Simulation

One of the most powerful tools for identifying and preparing for crises is scenario planning and
simulation. This involves creating realistic hypothetical crisis situations and then walking through how
your organization would respond. These simulations can range from tabletop exercises, where teams
discuss their actions, to full-scale drills that mimic real-time events. The goal is to test your crisis

communication plan, identify gaps, and train your team under pressure.

During these simulations, you can evaluate the effectiveness of your communication protocols, the
clarity of your messaging, and the speed of your response. It's a safe space to make mistakes, learn
from them, and refine your strategies. For example, a simulation might reveal that your social media

response team isn't equipped to handle a viral misinformation campaign, prompting you to develop



new protocols and training for that specific scenario. This iterative process of planning and practicing is

essential for building true crisis readiness.

Monitoring Media and Social Listening

In today's hyper-connected world, the ability to monitor media and social listening is no longer optional;
it's a necessity. By actively tracking what is being said about your organization, your industry, and
relevant topics, you can detect potential issues early on. This involves using tools and techniques to
scan news outlets, social media platforms, blogs, and forums for mentions, sentiment, and emerging
trends. It’s like having an early warning system that alerts you to trouble before it becomes a full-blown

emergency.

Social listening, in particular, provides invaluable real-time insights into public perception and can
highlight brewing discontent or misinformation. If you see a sudden surge in negative comments about
a particular product or service, it might be an early indicator of a larger problem that needs immediate
attention. This proactive monitoring allows you to address concerns before they escalate into a full-

blown crisis, demonstrating that you are responsive and attentive to stakeholder feedback.

Building Your Crisis Communication Team

A crisis communication team is the operational engine of your plan. It needs to be a well-trained,
coordinated group of individuals who understand their roles and responsibilities. This team is
responsible for executing the communication strategy, managing information flow, and ensuring that
messages are delivered accurately and empathetically. Without a dedicated and capable team, even

the most brilliant plan will falter when put into action.

The composition of this team will vary depending on the size and nature of your organization, but it
should ideally include individuals with expertise in communications, public relations, legal, operations,
and senior leadership. Their collective knowledge and diverse perspectives are crucial for effective
decision-making and communication during a crisis. The practical aspect here is ensuring everyone

knows their role and can step in seamlessly.



Identifying Key Spokespersons

Selecting and training your key spokespersons is a critical component of building your crisis
communication team. These individuals are the face and voice of your organization during a crisis.
They need to be knowledgeable, credible, calm under pressure, and able to communicate complex
information clearly and empathetically. A single, well-prepared spokesperson can significantly enhance

trust, while an unprepared one can do irreparable damage.

It's important to have a primary spokesperson and backups, as well as spokespersons trained for
specific types of crises. Training should include media interview techniques, message delivery, and
understanding the organization's stance on various issues. Regular media training and mock interviews
are essential to ensure they are comfortable and effective when speaking to the press and public. The

practical application of their training is what will be most visible to your stakeholders.

Defining Roles and Responsibilities

Within the crisis communication team, clearly defining roles and responsibilities is paramount for
efficient and effective operation. Everyone needs to know exactly what is expected of them, from
gathering information and drafting messages to approving content and disseminating it through
designated channels. Ambiguity in roles can lead to delays, missed information, and conflicting actions,

all of which can worsen a crisis.

A typical crisis communication team might include:

A Team Leader: Oversees the entire operation, makes key decisions, and liaises with senior

leadership.

Information Manager: Gathers and verifies all incoming and outgoing information.

Message Developer/Writer: Crafts clear, accurate, and empathetic messages.

Media Relations Specialist: Manages interactions with journalists and media outlets.



¢ Social Media Manager: Monitors social channels and disseminates information online.
¢ Legal Counsel: Reviews all communications for accuracy and legal compliance.

¢ Subject Matter Experts: Provide technical or specialized information as needed.

Having these defined roles ensures that all critical communication functions are covered and that the

team operates cohesively.

Crafting Clear and Empathetic Messages

The content of your communication is paramount. During a crisis, messages must be clear, concise,
accurate, and, above all, empathetic. Stakeholders are looking for information, reassurance, and a
demonstration of care and responsibility from your organization. Vague, jargon-filled, or insensitive
messaging can erode trust and amplify negative sentiment. The ability to convey genuine concern

alongside factual information is a hallmark of practical crisis communication.

Effective message crafting involves understanding the emotional state of your audience. They are
likely feeling anxious, concerned, or even angry. Your communication should acknowledge these
feelings while providing the necessary facts and outlining the steps being taken. This balance between

information and empathy is crucial for rebuilding and maintaining trust.

The Core Principles of Crisis Messaging

At the heart of any effective crisis communication strategy are a few core principles that should guide
your messaging. Firstly, accuracy is non-negotiable. Ensure all information released is verified and
truthful. Secondly, timeliness is critical; communicate as soon as you have reliable information, but
avoid speculation. Thirdly, transparency is key; be as open as possible about what happened, what
you are doing, and what you expect to happen next. Finally, consistency across all channels and

spokespersons is vital to avoid confusion and maintain credibility.



Empathy should permeate every message. Acknowledge the impact of the crisis on those affected,
whether they are employees, customers, or the wider community. Phrases like "We understand this is
a difficult time," or "Our primary concern is for the safety and well-being of..." can go a long way in
demonstrating that your organization cares. This human touch is often more important than the

technical details of the situation.

Adapting Messages for Different Audiences and Channels

One size does not fit all when it comes to crisis messaging. What resonates with your employees
might not be suitable for the general public or for investors. Therefore, it's essential to adapt your core
messages for different target audiences and the specific communication channels you are using. This

involves tailoring the language, level of detail, and tone to be most effective for each group.

For instance, an internal memo to employees might focus on operational updates and support
resources. A press release for the media will likely be more formal and factual, emphasizing the facts
of the situation and the company's response. A social media post might need to be shorter, more
visually engaging, and include a call to action or link to further information. Understanding the nuances
of each channel and audience ensures your message is received, understood, and acted upon

appropriately.

Selecting the Right Communication Channels

Choosing the appropriate communication channels is as important as the message itself. During a
crisis, you need to reach your target audiences quickly and effectively. This means having a pre-
determined set of channels that you can activate immediately, based on the nature of the crisis and
the intended recipients. Relying on one or two channels can be a critical mistake, as different people

consume information in different ways.

The practical application of channel selection involves understanding where your audiences are and
how they prefer to receive information. In an emergency where immediate safety is paramount,
broadcast media and text alerts might be crucial. For ongoing updates and detailed explanations, your

organization's website and dedicated newsroom might be the primary channels. The key is to have a



multi-channel approach ready to deploy.

Leveraging Digital Platforms Effectively

Digital platforms offer unparalleled speed and reach during a crisis. Your organization's website, social
media accounts (Twitter, Facebook, LinkedIn, Instagram), email newsletters, and even dedicated
mobile apps can be powerful tools for disseminating information. It’s crucial to have a well-managed

online presence that is updated regularly and monitored actively during any crisis event.

For example, your website's newsroom or crisis section should be a central hub for all official updates,
FAQs, and statements. Social media can be used for rapid dissemination of urgent alerts, linking to

more detailed information, and engaging with the public in real-time. However, it's also important to be
prepared for the potential for misinformation on these platforms and have a strategy to address it. The

practical use of these tools requires a clear understanding of their strengths and limitations.

Utilizing Traditional Media and Stakeholder Outreach

While digital channels are essential, traditional media—television, radio, and print—still hold significant
influence, especially for reaching broader demographics. Building and maintaining relationships with
journalists is a proactive step that can pay dividends during a crisis. This includes having a media
contact list readily available and being prepared to issue press releases, conduct press conferences,

and provide interviews.

Beyond traditional media, direct stakeholder outreach is also vital. This might involve phone calls,
emails, or even face-to-face meetings with key partners, investors, or community leaders. These
personalized communications can help to reinforce your message, build confidence, and ensure that
crucial stakeholders are kept informed directly. The practical aspect here is ensuring that your plan

includes a robust approach to both broad and targeted outreach.



Executing Your Crisis Communication Strategy

With a plan in place, a team assembled, and messages crafted, the execution phase is where your
preparedness is truly tested. This is the point where swift, decisive action is required. Effective
execution means activating your plan seamlessly, ensuring all team members are working in sync, and
adapting to the unfolding situation in real-time. The practical execution of your strategy is what will

determine its ultimate success or failure.

During a crisis, there is often a sense of urgency and pressure that can lead to hasty decisions. A
well-rehearsed execution strategy helps to mitigate this by providing a clear framework and pre-defined
processes. It's about moving with purpose and precision, ensuring that every communication serves

the overall objectives of your crisis management efforts.

Activating the Crisis Communication Plan

The moment a crisis is recognized, your crisis communication plan needs to be activated immediately.
This involves convening the crisis communication team, briefing them on the situation, and initiating
pre-defined communication protocols. The speed of activation is crucial, as a delayed response can
allow misinformation to spread and public anxiety to escalate. Think of it as hitting the 'go’ button on

your emergency response system.

This activation process should be clearly outlined in your plan. Who has the authority to declare a
crisis and initiate the plan? What are the initial steps the team must take? Having these trigger points
and initial actions defined means that there's no wasted time or confusion when the moment arrives.

The practical outcome is a swift and coordinated start to your communication efforts.

Managing Information Flow and Updates

One of the biggest challenges during a crisis is managing the constant flow of information, both
internally and externally. Your crisis communication team must have systems in place to gather, verify,
and disseminate information accurately and efficiently. This includes setting a schedule for regular

updates to keep stakeholders informed and managing incoming queries from media, customers, and



employees.

I’s important to establish a clear hierarchy for information dissemination and to ensure that all
approved communications are consistent. A central command center, whether physical or virtual, can
be invaluable for coordinating these efforts. The practical challenge is maintaining accuracy and

timeliness while preventing information overload or the release of unverified details.

Monitoring and Adapting Your Response

A crisis is a fluid situation, and your communication strategy must be equally adaptable. Continuous
monitoring of media, social media, and stakeholder sentiment is essential. This allows you to gauge
the effectiveness of your messages, identify any emerging issues, and make necessary adjustments to
your approach. Being rigid in your strategy when the ground is shifting beneath you is a recipe for

disaster.

The ability to adapt your response means being agile and willing to change tactics based on new
information and feedback. It’s about listening to what people are saying, understanding their concerns,
and responding accordingly. This ongoing feedback loop is crucial for maintaining credibility and

ensuring your communication remains relevant and impactful throughout the duration of the crisis.

Tracking Media Coverage and Public Sentiment

As your crisis communication efforts unfold, it's vital to track how your messages are being received
and what the broader public sentiment is. This involves actively monitoring media coverage across all
platforms — traditional news outlets, online publications, blogs, and social media. Tools for media
monitoring and social listening are indispensable for this task, providing real-time insights into public

perception.

Analyzing this data helps you understand if your message is getting through, if it's being
misinterpreted, or if new issues are arising that require attention. Are people responding positively to
your empathy? Is your factual information being understood? This continuous feedback loop allows

you to refine your messaging, address misinformation, and adjust your strategy to better meet the



needs and concerns of your audiences. The practical application of this monitoring is to inform your

next steps.

Making Real-Time Adjustments to Strategy

The insights gained from monitoring media coverage and public sentiment should directly inform real-
time adjustments to your crisis communication strategy. If a particular message isn't resonating, or if
public concern is shifting in an unexpected direction, you need to be prepared to pivot. This might
involve rephrasing key messages, engaging with specific stakeholder groups, or even launching

entirely new communication initiatives.

Flexibility is key. Your crisis communication plan is a living document that should guide your actions,
but it should not be so rigid that it prevents you from responding effectively to unforeseen
circumstances. The practical aspect of adaptation is to ensure that your team is empowered to make
informed decisions quickly and to adjust your communication approach as the crisis evolves, ensuring

you remain relevant and responsive.

Post-Crisis Evaluation and Learning

The crisis may be over, but the work isn't. A thorough post-crisis evaluation is essential for learning
from the experience and improving your crisis communication strategies for the future. This is where
you analyze what went well, what could have been done better, and what lessons were learned.

Ignoring this step means you're likely to repeat the same mistakes if another crisis occurs.

This evaluation process is not about assigning blame but about fostering a culture of continuous
improvement. By conducting a comprehensive review, you can identify the strengths of your plan and
team, as well as areas that require further development. The practical outcome is a stronger, more

resilient organization better prepared for whatever the future may hold.



Conducting a Post-Crisis Review

Once the immediate crisis has subsided, it's imperative to conduct a comprehensive post-crisis review.
This involves gathering your crisis communication team and relevant stakeholders to dissect the entire
communication process from start to finish. Documenting timelines, key decisions, message

effectiveness, channel performance, and overall stakeholder response is critical. This review should be

objective and data-driven, relying on the monitoring and feedback gathered during the crisis.

The goal of this review is to gain a clear understanding of the successes and shortcomings of your
crisis communication efforts. Were your objectives met? Were messages clear and timely? Was the
team effective? Were the chosen channels appropriate? This detailed analysis provides the foundation
for future improvements. It’s like a debrief after a military operation; understanding every detail is

crucial for future readiness.

Updating the Crisis Communication Plan

The lessons learned from the post-crisis review must be incorporated into your crisis communication
plan. This ensures that your plan remains relevant, effective, and reflects the realities of your
organization's experiences. Updates might include refining messaging templates, adjusting
communication protocols, expanding your list of target audiences, or investing in new communication

technologies.

A crisis communication plan is not a static document; it’s a dynamic tool that needs to be regularly
reviewed and updated. By continuously refining your plan based on real-world experience, you
strengthen your organization's ability to handle future crises with greater confidence and effectiveness.
The practical benefit of this iterative process is a more robust and responsive crisis management

framework.

Key Takeaways for Practical Crisis Communication

Effective crisis communication is fundamentally about preparedness, clarity, empathy, and adaptability.

I’s not a department’s responsibility alone but a company-wide imperative. By embracing practical



strategies, organizations can navigate turbulent times with greater resilience, safeguard their
reputation, and emerge stronger. The core takeaway is that proactive planning and consistent,

transparent communication are the cornerstones of successful crisis management.

The journey of mastering crisis communication is ongoing. It requires a commitment to continuous
learning, regular practice, and a willingness to adapt. By implementing the practical strategies outlined
in this guide, you are not just preparing for potential crises; you are building a more robust,
trustworthy, and resilient organization capable of weathering any storm. Remember, in a crisis,

communication isn't just a function; it's a lifeline.

FAQ: Crisis Communication Strategies Practical

Q: What are the most important practical steps to take before a crisis

occurs?

A: Before a crisis hits, the most practical steps involve conducting a thorough risk assessment to
identify potential threats, developing a comprehensive crisis communication plan with clear objectives
and protocols, building and training a dedicated crisis communication team, and establishing strong
relationships with media and stakeholders. Regularly practicing these elements through simulations is

also crucial.

Q: How can an organization ensure its crisis communication messages

are clear and effective?

A: To ensure clarity and effectiveness, messages should be accurate, concise, timely, and empathetic.
They should be tailored to specific audiences and communication channels. Using plain language,
avoiding jargon, and providing clear calls to action when necessary are also vital. Regularly testing

messages for understandability is a practical approach.



Q: What is the role of social media in practical crisis communication?

A: Social media is a critical tool for rapid dissemination of information, real-time engagement with the
public, and monitoring public sentiment during a crisis. However, it also presents challenges like the
spread of misinformation. Practically, organizations should use social media to provide timely updates,
direct people to official sources of information, and actively address rumors with factual counter-

information.

Q: How important is speed in crisis communication, and what are the

practical implications of delay?

A: Speed is paramount. A delayed response allows rumors and misinformation to take hold, erodes
public trust, and can significantly amplify negative sentiment. Practically, this means having pre-
approved message templates and a swift activation process for your crisis communication plan. The

first reliable information released often sets the narrative.

Q: What does a "post-crisis evaluation" practically involve?

A: A post-crisis evaluation involves a thorough review of the entire crisis communication response.
This includes analyzing media coverage, stakeholder feedback, and the performance of your
communication channels and team. The practical outcome is identifying what worked well, what didn't,

and using these lessons to update and improve your crisis communication plan for future events.

Q: How can an organization practically build trust during a crisis?

A: Building trust during a crisis is achieved through transparency, honesty, and genuine empathy.
Practically, this means being open about what happened (without speculation), acknowledging the
impact on those affected, taking responsibility where appropriate, and demonstrating a clear
commitment to resolving the issue and preventing recurrence. Consistent and truthful communication

over time is key.



Q: What are the essential components of a crisis communication

team?

A: A practical crisis communication team should include individuals with diverse skills, such as
communications, public relations, legal counsel, operations, and senior leadership. Key roles often
include a team leader, information manager, message developer, media liaison, and social media

manager. Cross-training and clearly defined responsibilities are essential for seamless operation.

Q: How can organizations practically prepare their spokespersons for a
crisis?

A: Spokespersons should be carefully selected based on their credibility and communication skills.
Practical preparation involves regular media training, including mock interviews, message development
exercises, and training on how to handle difficult questions and maintain composure under pressure.

They must also be thoroughly briefed on the organization's crisis plan and messaging.
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