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About Aspire

• Multi service provider 
• 280 team members
• Serve nearly 1,000 

people with disabilities
• Based in suburbs of 

Chicago and up to 
Northern Illinois to 
Wisconsin



About Aspire



Tylenol Crisis
Crisis: Tylenol Murders

Response: Recall all Tylenol 
bottles, communicate with all 
audiences and was the first to 
reintroduce their product tamper-
resistant packaging.

Result: Brand rebounded and was 
stronger than ever in just two 
months.





Crisis Communication Plan

How you are going to communicate 
with your stakeholders about your 

organizations response to the crisis.



Overview

• Outline for your crisis communication plan
– Align your communications.

1. Who will you communicate with?
2. Who is communicating?
3. How often?
4. How will you communicate?
5. What will you communicate?

• Communication examples



Question 1:

Who is invested in your 
organization and specifically 
your response to COVID-19?



Identifying Your Audiences

• Participants
• Family members
• Team members
• Board
• Donors, friends, volunteers
• Regulatory and accrediting bodies



Question 2:

Who is communicating?



Identifying Your Spokesperson
Participants à Team Members, Clinical and Chiefs

Family Members à Life Consultants (Case 
Manager), Chief of Programs and CEO

Team members à Chiefs, CEO and 
People (HR) team

Best Approach: One person reviews all 
communications.



Best Approach



Question 3:

How often will you 
communicate?



Determine Frequency



Question 4:

How will you communicate?



Speed and Accuracy Matter



Determine How To Share
• Email
• Phone calls
• Website
• Video conferencing

• Video
• Social media
• Pictoral and graphics



Determine How To Share



Determine How To Share



Question 5:

What will you communicate?



The health and well-being of 
our participants, team 

members, volunteers and 
community is our highest 

priority at Aspire.



Participants

How does this impact me?
• Be empowered
• What Coronavirus is
• How to stay safe
• Education on health 

and safety practices
• Peer support



Family Members

How does this impact me and my loved 
one?
• Precautions
• Aspects of daily life
• State of Community Homes



Team Members

How does this impact me and the 
organization?
• Precautions and safety
• Plan and procedures
• State of organization
• Messages of gratitude



Donors, Friends, Volunteers
How does this impact the organization and 
participants?
• Precautions and safety
• Ways we are helping our community
• Donating supplies, funds and time
• Message of gratitude



Best Approach



Share the Good



Always Be Monitoring



Tough Communications: 
COVID-19 Cases



Pre Work For Sustaining Trust

• Informing and empowering participants
• Weekly family and team communications
• Family calls

But that’s not all…



Pre Work For Sustaining Trust

• runny nose
• sore throat
• nasal congestion
• tiredness
• diarrhea

• aches and pains
• dry cough
• shortness of breath
• fever

Signs or symptoms of illness to report include 
but are not limited to:



Pre Work For Sustaining Trust
Script: In the case of... exposure.
I’m calling/writing to let you know that [name] has been 
exposed to someone who tested positive for coronavirus 
(COVID-19). What that means is, another person they’ve been in 
contact with tested positive for coronavirus.

[name] is receiving top notch care by our dedicated team. They 
are self-isolating in their room, using their own bathroom, and 
our team members are being extra vigilant in monitoring 
[name]’s health – taking their temperature 4 times per day, 
watching for signs and symptoms constantly. If we see signs of 
illness, we will immediately call the doctor, but as of now, [name] 
is looking really good.



Confirmed Case: Plan 
Phase 1: Communicate with those 
impacted.Doctor calls 

individual 
and family. 
Team 
member 
follows up.

HR and  
supervisors 
call 
impacted 
team 
members.

Life 
Consultants 
call 
impacted 
individuals 
and 
families.

Chiefs send 
all team 
message.

Chiefs send 
all family 
message. 

Phase 2: Communicate with larger audience



Confirmed Case: Team 
Communication



Confirmed Case: Team 
Communication



Confirmed Case: Family 
Communication



Should we communicate
all our cases?



Sharing Number of Cases



Takeaway Resource




