
TRUST, EMPATHY & EFFECTIVE 
ENGAGEMENT IN A CRISIS

Communication strategies to use when people are caring loudly



WHAT
WE’LL
COVER

• Building trust & keeping it

• Leading with empathy

• Engaging effectively

• Q&A



WOULD YOU TRUST ME?





TRUST US:
WE’RE THE GOVERNMENT

• What makes YOU a trusted 

source?

• Transparent

• Honest

• Understandable

• Informative

• Empathetic

• Consistent



SPEAK YOUR AUDIENCE’S LANGUAGE



KEEP IT 
SIMPLE



DOES THIS 
MAKE 
SENSE?









THE ABCs OF EMPATHY

Acknowledge, 
don’t judge

A
Be human

B
Commanding 
presence

C
De-escalate: 
How do 
you feel?

D
Establish an 
emotional 
connection

E



HOW HAVE YOU USED HUMOR 
IN A CRISIS?



HUMOR: 
EMPATHY & 

ENGAGEMENT

Source: https://twitter.com/DisastrousComms/status/1532072172784873472



DO YOU HAVE A TEAM?



EFFECTIVE ENGAGEMENT







Where CAN people go?

What’s ACTUALLY HAPPENING?

What are you doing RIGHT NOW?



ENGAGEMENT 
IN PRACTICE

• Responses to comments

• Legitimate or implied questions 

or concerns

• Rumors or misinformation

• Responses to direct messages

• Benefits vs. Drawbacks



• Clarity is key

• Use analogies or 

real-life connections

• Sound bites

• Show, don’t tell

BEST 
PRACTICES
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GOT QUESTIONS? 
NOW’S THE TIME TO ASK



bronlea@bronleamconsulting.com

Bronlea M Consulting

www.bronleamconsulting.com
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