
COVID-19 and Crisis Communications 
Six Tips for Planning Your Message 

 
 

Saskatoon, like many other cities in Canada, is dealing with COVID-19. We don’t know for certain what lies ahead, but 
looking at how quickly other jurisdictions are moving, there will be an impact here in Saskatoon. Chances are the 
situation is going to move quickly over the coming days and weeks. 
 
Organizations need to start thinking about how the pandemic will impact them and how to communicate with internal 
and external stakeholders throughout the crisis. If your organization has a crisis communications plan ready, 
wonderful! If you find yourself a little behind, we’d like to offer what help we can, starting with a few pointers. 
 

1. Deal with any imminent or actual emergency first. 
It may go without saying, but never let the communications planning take resources away from protecting 
people and property. Dealing with a crisis or an emergency in real time takes precedence. Always follow the 
advice of health professionals and other professionals to protect your health and the health of others. 
 

2. Determine how your organization will be impacted. 
Do you have to shut down your business or cancel events? Can, or should, your staff work remotely? Are you 
going to have supply chain issues? How can you protect customers? Can you deliver services to your 
recipients/clients? How does this impact your organization’s governance? Basically, you need to figure out 
what COVID-19 means for your organization. 
 
The decision makers in your organization (maybe you) need to figure out how this pandemic will affect the 
way you operate. Again, follow all suggested protocols by health officials to prevent the spread of the virus. 
Once you know the impact and how you intend to respond, you’ll be ready to communicate about it. 
 

3. Need more time? 
If you need more time to determine a course of action, consider releasing a statement to indicate you’re 
dealing with the issue and will have more to say soon. A lot of times, you may be contacted before you’re 
ready to provide answers. If this starts happening, or you expect it will happen, an early statement could give 
you the time you need to finish your plan for the crisis. In the communications industry, this is known as 
delivering a holding statement. Social media works as a good medium to share your holding statement. Keep it 
simple. Something like “[YOUR ORGANIZATION] is concerned with the COVID-19 outbreak in our community. 
Our [MANAGEMENT TEAM/OWNERS/EXACT NAMES] are currently meeting to plan our response. We’ll share 
with you our plan once it is available. Please monitor our social media channels for more information.”  
 

4. Breathe and assess. 
Take a breath. Remain calm. Take a minute to make sure everything makes sense in the big picture. Most of 
the hard work is over. Once you know what you need to do, think about how you will communicate your 
message. Broadly speaking, divide your audience into two groups: internal stakeholders (employees, board 
members, vendors, etc.) and external stakeholders (customers, donors, recipients, etc.). Your method of 
communication with each of the stakeholder groups will probably be different. Often, email can work to get 
your message out to internal stakeholders. If you have a lot of employees, or your situation is fluid, perhaps an 
internal (non-public) web page or a closed Facebook group for updating staff is appropriate. 
 
Social media is an excellent medium to use for communicating with external stakeholders. Facebook, Twitter 
and LinkedIn are excellent platforms to share your message. 
 



In some cases, given the profile of your organization, a media release may be appropriate. If you feel you need 
to contact the media, Melius Terra can help you. If you want to contact Saskatoon media on your own, please 
contact us and we’ll send you a free copy of our media distribution list. 
 

5. Create Your Message. 
It is best to keep the message simple and factual. Be concise. 
 
- Offer sympathy or concern if appropriate 
- Lay out clearly how the pandemic impacts your organization 
- Share how you intend to operate moving forward 
- If you can and want to, you can add why you are responding this way, especially if there are circumstances 

precipitating a specific response. An example would be if you, or some of your staff have been in contact, 
or tested positive for COVID-19 

- Keep the lines of communication open by providing timely updates as new information becomes available 
 

6. Listen to your parents.  
Always, always, always, TELL THE TRUTH! In the information era, you will get caught lying and lying most likely 
will make matters worse. If you can’t tell the truth, tell people you can’t comment, in a nice way. Don’t put 
false or misleading information out there! 
 

 
 
During this crisis, Melius Terra wants to help. If you need assistance, we’re offering some of our services at no charge 
to non-profit and community organizations. For businesses, we’re offering some services on a cost recovery basis. 

 

Services 
Consultation/Advice 
If you have questions or need communications advice, we would be happy to meet with you to answer your questions 
and offer advice. We can talk by phone or meet in person, conditions permitting. 
 
Media Distribution List 
If you feel the impact on your organization is newsworthy, but not sure how to contact the media, email us and we’ll 
share our email distribution list for Saskatoon. 
 
Audio Podcast Recording (conditions permitting) 
If your message is complex and you need to share lots of details, consider preparing an audio podcast. We’re offering 
the use of our podcast suite for this, conditions permitting. 
 
Video Message Recording (conditions permitting) 
If you feel a video message is best, we can record one for you too. 
 
 
If you would like more help or have questions, start here: https://www.meliusterra.ca/covid-19 
 
About Melius Terra Media and Events 
Melius Terra Media and Events helps businesses and organizations create ready-to-use crisis communications plans. 
The process of coming up with an executable plan takes a few weeks, too much time to deal with this current crisis. If 
you decide after this crisis subsides, your organization needs a comprehensive crisis communications plan, we can help. 
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