MEDIA FIRST PRACTICAL TOOL
First Response Builder
Use CARE to create a clear, human, and credible first response during the first 60 minutes of a crisis.
	Your first response does not need to answer every question. It could acknowledge what has happened, but compassion is key; to recognise those affected, show what is being done, and distinguish verified facts from uncertainty.

Do not simply tell people that you care, are concerned, or are taking the situation seriously. Demonstrate it through evidence, action and plain English.



	Incident
	

	Audience
	


	Draft owner
	

	Version / time
	


	Approver
	

	Status
	Working / Approved / Published




	C
Compassion
Recognise impact.
	A
Action
Show what is being done.
	R
Reassurance
Give credible confidence.
	E
Evidence
Use verified facts.



	1. Acknowledge
	CARE focus: Compassion

	Show that we care about what happened? Who is affected? What can be acknowledged without speculation?	Comment by Sean Ryan: If we start with what's happened - which a lot of journalists faced with conflicting information will prioritise - is that separate from compassion? There are times when it's good to start with compassion and other times when it's useful to provide the basic facts and then move on to CARE	Comment by Victoria Smith: I agree, Sean. Compassion should come first and can frame what's happened, such as "We apologise to our customers impacted by this morning's data breach..."	Comment by James White: Can you guys come up with replacement text for all of these 'Optional Starting Points' that acknowledge the situation and also include compassion? If not then I suppose our fall back ot to simply delete these examples.	Comment by Sean Ryan: Would 'dealing with' more active than 'aware of'?	Comment by James White: I think 'dealing with' sounds weirdly negative and narky. Like - 'Im dealing with it okay, now shut up! Hahaha. Maybe thats just in my head. I do agree we should come up with something more active than 'aware' though. What about managing? We are managing a situation... Can you guys please agree the best wording and make the change in the document directly please.
	Optional starting point: We are devastated to hear about [incident] affecting [people/service/location].

Draft: ______________________________________________



	2. Recognise the impact
	CARE focus: Compassion

	What may people be worried about? What human or practical effects should be recognised?
	Optional starting point: This may be [disruptive/unsettling/distressing] for [group].

Draft: ______________________________________________



	3. Explain the action
	CARE focus: Action and Reassurance

	What are you doing now? Who is coordinating the response? Which partners or authorities are involved?
	Optional starting point: We have [specific action] and are working with [team/authority] to [purpose].

Draft: ______________________________________________	Comment by Sean Ryan: Very good. I've seen some research that shows people respond well to collaboration



	4. Share verified facts
	CARE focus: Evidence

	What has been confirmed? What remains unknown? What should not yet be said?
	Optional starting point: At this stage, we can sadly confirm [fact]. We are still establishing [unknown].

Draft: ______________________________________________



	5. Set out next steps
	CARE focus: Action and Evidence

	What should people do? Where will further verified information appear?
	Optional starting point: We will provide further information through [channel] as it is confirmed. We recognise the utmost importance of responding as soon as we can,

Draft: ______________________________________________	Comment by Sean Ryan: Would 'we are working with the utmost urgency to establish...' be stronger than 'we are still establishing'?	Comment by James White: What about more simply... 'We are working hard to establish...'?




CARE LANGUAGE TEST
From crisis autopilot to credible communication
Replace generic claims with visible action, verified detail and plain English.
	Avoid
	Why it is weak
	Use instead

	We are deeply concerned.
	It describes an emotion but provides no evidence of a response.
	We have activated our response team and are working to establish exactly what has happened.

	We take this matter very seriously.	Comment by Sean Ryan: Agree this usually means nothing but there are times when an organisation has been accused of complacency, eg over gender or racial bias, when it helps to say you're taking something extremely seriously	Comment by James White: We take this matter very seriously is usually hot air. But the alternative suggestion here is hideous and I cant believe you're not all shouting at me about it!! (A senior response lead has been appointed and is coordinating the next steps with the relevant teams. ) 

Can you please review and change these 'Use Instead' options and agree amonsgt yourselves the best version we can include in this hand out. Feel free to make the changes directly in the document as opposed to the comments box. 	Comment by Sean Ryan: 'support arrangements' sound a bit HR-y. Would it be better to say, 'We're providing immediate to support to everyone affected'?	Comment by James White: Yes. I agree. Please make that change in the doc.
	It is familiar corporate language and does not show what has changed.
	A senior response lead has been appointed and is coordinating the next steps with the relevant teams.

	The wellbeing of our people is our top priority.
	It claims a priority without demonstrating it.
	We have contacted those directly affected and have put support arrangements in place.

	We are committed to transparency.
	It makes a broad promise that may be difficult to evidence.
	We will provide further information through [channel] as verified information becomes available. We recognise the utmost importance of responding as soon as we can	Comment by Sean Ryan: quite wordy. 'As the facts are confirmed'?	Comment by James White: I agree. Please put your preferred wording in the doc

	Our thoughts and prayers are with...	Comment by Sean Ryan: What about the times when we're sorry someone's been through something awful as opposed to the times when sorry means an apology?	Comment by James White: Ah, the old 'Im sorry if you feel upset by my comments' angle ;) 

Joking aside - they way you've phrased it above actually does sound sincere... 
	An apology needs to be genuine. Use it when there is a clear basis.
	Where appropriate: We apologise for the disruption caused and are working to restore the service.



Three editing moves
Replace adjectives with evidence
Weak: “We are responding urgently.”
Stronger: “We’re doing everything we can to respond with the utmost urgency.”
Replace vague process with visible action
Weak: “We are investigating the matter.”
Stronger: “We are launching an immediate investigation/ are appointing an independent specialist to review the incident and preserve the relevant evidence.”	Comment by Sean Ryan: 'Urgently investigating' might be okay in the first hour, well before a specialist would be appointed	Comment by James White: I agree. It's unlikely they would have involved an independent specialist within the first hour. Please adapt the example in the doc so you're all happy.
Replace false certainty with honest boundaries
Weak: “There is no wider risk.”
Stronger: “We have not identified evidence of a wider impact, but our checks are continuing.”	Comment by Victoria Smith: Yes, this makes sense. People tend to overpromise in a crisis, saying "this will never happen again", so it's better to be cautiously optimistic.


WORKED EXAMPLES
Weak versus stronger first responses
The stronger examples use CARE to recognise impact, show action, provide proportionate reassurance, and ground claims in evidence.
Operational disruption
	WEAK
	STRONGER

	We are deeply concerned about the current situation. The wellbeing of our customers is our top priority, and we are working tirelessly to resolve the issue. We are committed to transparency and will provide updates in due course.
	We are sorry to say we are experiencing a service issue affecting customers using [service]. Our technical team is working with [relevant partner] to establish the cause and restore access. Customers do not need to take any action at this stage. We will publish further verified information at [channel] as it becomes available.


Why it is stronger: It states the issue and affected audience, shows practical action, gives a clear instruction and names the update channel without making an unreliable timing promise.
Serious incident with incomplete facts
	WEAK
	STRONGER

	We take this matter extremely seriously and are conducting a full investigation. Safety is always our number one priority, and we would like to reassure everyone that appropriate action is being taken.
	We are dealing with a serious incident at [location]. Our immediate focus is the safety and wellbeing of those affected. We are supporting the emergency response and working with the relevant authorities to establish the facts. It would not be accurate to speculate on the cause at this stage. Further confirmed information will be published through [channel].


Why it is stronger: It puts affected people first, explains the organisation’s role, avoids speculation  and identifies the update route.	Comment by Sean Ryan: Think you should refuse to speculate when asked to do so in an interview but don't think this helps much in a statement, Easier simply to avoid speculation rather than saying you won't speculate?	Comment by James White: I agree. We can delete the speculation line. Or maybe even move that line to the weak example? 
Final CARE and approval check
	Check
	Question

	☐ Compassion
	Does the opening recognise those affected and avoid making the organisation the hero?

	☐ Action
	Does it show what is actually being done?

	☐ Reassurance
	Is confidence based on visible action rather than unsupported promises?

	☐ Evidence
	Is every factual claim verified, with knowns separated from unknowns?

	☐ Approval
	Are the operational source, approver, version, time and publication channels recorded?



FINAL APPROVED COPY
Approved first response
Use this page as the controlled final version after the CARE and approval checks have been completed.
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	Paste the approved response here:















	Final control: ensure the published version matches the approved text, is timestamped and is stored in the agreed SharePoint or Teams location.
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