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Check the facts and verify incident information and ensure staff and guests are safe.

Assess the impact of the event via social media and media 
coverage and check your upcoming posts

Contact your Local Tourism Organisation (LTO) or Regional Tourism 
organisation (RTO) for advice on how to handle the incident.

Agree messaging and how to respond with your RTO/LTO. Review small 
business disaster hub tourism and hospitality checklists.

Update social media to advise on operational impacts.

Suspend advertising or scheduled posts.

Log media queries and respond once messaging prepared.

Monitor impact and media coverage.

Regroup with LTO/RTO to determine recovery steps

Agree messaging with tourism organisations so the industry has a unified voice and message

Use photos and videos to show when open for business – pictures are worth 1000 words.

C R I S I S  C O M M U N I C AT I O N  T I P S

R E M E M B E R  P E O P L E  A LWA Y S  C O M E  F I R S T  
E M P H A S I S E  Y O U R  C O N C E R N  F O R  P E O P L E 
F I R S T  B E F O R E  P R O P E R T Y  A N D  P R O F I T S .

W H E N  I N  D O U B T  D O N ’ T  G U E S S  
T E L L  T H E  T R U T H  A N D  O N LY  D I S C U S S  FA C T S  A N D 
R E L I A B L E  I N F O R M AT I O N .  R E F E R  N O N ‑ T O U R I S M 
R E L AT E D  Q U E R I E S  T O  T H E  E X P E R T S .

K N O W  W H E N  T O  R E S P O N D  
AV O I D  P R E S S U R E  T O  R E S P O N D  I M M E D I AT E LY 
B E F O R E  T H I N K I N G  A B O U T  W H AT  Y O U  S H O U L D 
S A Y .  B U T  D O N ’ T  L E AV E  I T  T O O  L O N G  O R  T H E 
M E D I A  W I L L  T E L L  T H E  S T O R Y  F O R  Y O U  M A K I N G 
I T  H A R D E R  T O  C O R R E C T  T H E  FA C T S  L AT E R .

S P E A K  W I T H  O N E  V O I C E 
C H E C K  W I T H  Y O U R  LT O  O R  R T O  F I R S T 
T O  E N S U R E  A  U N I T E D  V O I C E  T O  AV O I D 
M E D I A  D I V I D I N G  A N D  C O N Q U E R I N G .

T H E  M E D I A  L O V E S  A  H E R O  O R  A  V I L L A I N  
P R O M O T E  T H E  P O S I T I V E  A C T I O N S  O F 
E M E R G E N C Y  S E R V I C E S  O R  T H E  G E N E R A L 
P U B L I C  I N  A  C R I S I S  T O  S H I F T  T H E  F O C U S 
AWA Y  F R O M  ‘ W H O  I S  T O  B L A M E ’ .

S TA Y  C A L M 
TA K E  A  D E E P  B R E AT H ,  S TA Y  C A L M 
A N D  M E A S U R E D  T O  C O N V E Y  A  S E N S E 
O F  C O N T R O L  A N D  R E A D I N E S S .

C R I S I S  R E S P O N S E  & 
C O M M U N I C AT I O N
 T O  H E L P  C O U N T E R  N E G AT I V E  M E D I A  R E P O R T I N G  A N D  V I S I T O R  P E R C E P T I O N S  F O L L O W I N G  

 A  W E AT H E R  O R  C R I S I S  E V E N T ,  T O U R I S M  O P E R AT O R S  S H O U L D  U S E  T H E S E  S T E P S ,  

 C O M M U N I C AT I O N  T I P S  A N D  M E S S A G E S  T O  H E L P  R E D U C E  V I S I T O R  C A N C E L L AT I O N S  A N D 

 T O  E N C O U R A G E  T O U R I S T S  B A C K  T O  T H E  R E G I O N  F O L L O W I N G  A N  I N C I D E N T . 

C R I S I S  R E S P O N S E  S T E P S
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D E A L I N G  W I T H  T H E  M E D I A 
Responding to media queries:

•  Before you jump into an interview, get the journalist’s name, 
media channel, phone number, email and deadline and ask 
what questions they have. Tell them you’ll come back to them 
with a response.

•  Check in with your LTO to seek advice on what you should or 
shouldn’t say publicly and to provide a united message for the 
tourism industry.

•  Only respond to tourism related media queries and refer other 
questions to the appropriate agency.

•  Stick to the points you want to make when answering 
questions. You don’t have to say what they want you to say. 

•  Avoid saying ‘no comment’ and instead use:

 – “I don’t have that information to confirm right now”.

 – “What I can tell you is...”

 – “You’re asking me to speculate, which I won’t do”.

 – “That’s private information and we respect people’s privacy”.

 – Provide written responses to journalists if they  
are confrontational.

•  Consider doing a meet and greet with local journalists so they 
are more likely to contact you direct to hear your side of the 
story in a crisis. They are also more likely to cover positive 
stories about your business.

E X A M P L E  V I D E O  S C R I P T  C U E S
•  “As you can see, we’re absolutely open for business…”

•  “Here’s a taste of what to expect…”

•  “Report from the ground: we’re open, it’s sunny, and there’s 
plenty to do…”

•  “Now’s as good a time as any to visit us at XX…”

•  “We may have had a bit of rain, but that won’t stop  
the adventures…”

•  “There’s never been a better time to see the tropics”.

V I D E O  &  V L O G  T I P S
Follow the below steps from Tourism and Events Queensland 
to shoot a vlog encouraging visitors to return to your 
region following a weather event or other crisis.

S C R I P T
W R I T E  A  S C R I P T  B E F O R E  Y O U  S TA R T  A N D  P R A C T I C E 
B E F O R E  Y O U  F I L M .  T H I N K  A B O U T  M A K I N G  I T 
WA R M ,  A U T H E N T I C  A N D  E N E R G E T I C . 

H O W  T O  F I L M  I T
U S E  Y O U R  S M A R T P H O N E  —  S E T  Y O U R  C A M E R A  T O  T H E  H I G H E S T 
R E S O L U T I O N  P O S S I B L E .  B E  S U R E  T O  H AV E  S O M E O N E  E L S E 
F I L M  T H E  V I D E O  F O R  Y O U  O R  U S E  A  T R I P O D ,  N O  S E L F I E S . 

F R A M I N G
C H O O S E  A  L O C AT I O N  T H AT  L O O K S  A P P E A L I N G  A N D 
I N T E R A C T  W I T H  W H AT  M A K E S  T H E  L O C AT I O N /  E X P E R I E N C E 
S P E C I A L .  F O R  E X A M P L E ,  I F  Y O U ’ R E  AT  T H E  B E A C H ,  G O  O N 
T H E  S A N D ,  O R  I F  I T ’ S  I N  A  R A I N F O R E S T ,  S H O W  A  V I E W 
O F  T H E  T R E E S .  S H O W C A S E  T H E  U N I Q U E  FA C T O R !

O R I E N TAT I O N
S TA N D  O N E  T O  T W O  M E T R E S  AWA Y  F R O M  T H E  C A M E R A  A N D  F R A M E 
T H E  P E R S O N  S O  Y O U  C A P T U R E  T H E  B A C K G R O U N D .  U S E  E I T H E R 
L A N D S C A P E  O R  P O R T R A I T  D E P E N D I N G  O N  W H AT  W O R K S  B E S T .

L I G H T I N G
T H E  B E S T  T I M E  T O  S H O O T  Y O U R  V I D E O  M A Y  B E  E I T H E R  E A R LY 
M O R N I N G  O R  L AT E  A F T E R N O O N ,  W H E N  T H E  S U N  I S  L O W  A N D 
T H E  L I G H T  I S  D R A M AT I C .  E N S U R E  Y O U R  V I D E O  I S  N O T  B A C K L I T 
O R  O V E R E X P O S E D  A N D  AV O I D  F I L M I N G  I N  S H A D O W S . 

B R A N D I N G
I F  Y O U  C A N ,  C A P T U R E  Y O U R  B R A N D  O R  S I G N A G E  I N 
T H E  F R A M E ,  E V E N  I T ’ S  J U S T  O N  Y O U R  S H I R T .

S O U N D
K E E P  B A C K G R O U N D  N O I S E  T O  A  M I N I M U M .

T O N E
B E  H O N E S T  A N D  I N F O R M AT I V E ,  H E A R T F E LT  A N D  F U N . 
R E M E M B E R ,  Y O U ’ R E  P E R S O N A L LY  I N V I T I N G  V I S I T O R S  T O 
S E E  Y O U R  PA R T  O F  T R O P I C A L  N O R T H  Q U E E N S L A N D !

P R O M O T E
S H A R E  Y O U R  V I D E O  O N  Y O U R  S O C I A L S  A N D  W I T H  Y O U R  LT O S 
&  R T O S  A N D  E N C O U R A G E  Y O U R  F O L L O W E R S  T O  S H A R E  I T .
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PA N D E M I C – C O V I D ‑ 1 9  L O C K D O W N
T N Q  L O C K D O W N  M E S S A G I N G 

•  “The safety, health and wellbeing of our visitors and staff is our number one priority.  
We are doing our part to prevent the spread of COVID-19 by following all  
Queensland Health directives”. 

•  “We’ll be back up and running as soon as it is safe to do so. In the meantime, please be patient 
in contacting us to manage current bookings that may be impacted by the lockdown”.

V I S I T O R S  F R O M  C O V I D - 1 9  H O T S P O T S  M E S S A G I N G 
•  “It is a Queensland Health directive that anyone who has been in a COVID-19 hotspot in the 

last xx days will be required to go into 14 days mandatory hotel quarantine in either 
Cairns or Brisbane”.

•  “If you have any questions about this directive please contact Queensland Health on 13 42 68 
or visit the COVID-19 website to find more information”.

V I S I T O R  A C C I D E N T  O R  D E AT H
•  “We are saddened to confirm that a (staff member/ visitor/ client/ guest) was (injured/ killed) in 

an incident today”.

•  “Our thoughts are with them, their families and those who witnessed the incident”.

•  “We are working closely with authorities and Workplace Health and Safety Queensland to assist 
in any way we can”.

•  “We have suspended our operations/tours and will work with authorities to determine when we 
will re-open”.

•  “We would like to thank emergency services for their immediate response”.

•  “This has never happened before (or is very unusual) and we take the safety of our staff/guests 
very seriously”.

•  “We take safety very seriously and we have a strong safety record”.

W E AT H E R  E V E N T S
L O W  I M PA C T  W E AT H E R  E V E N T  M E S S A G I N G 

•  “Tropical storms are a part of life in Cairns and the Great Barrier Reef. We’re still open for 
business and there’s plenty to see and do”. 

•  “We’re great in the rain – the waterfalls are flowing in Tropical North Queensland”.

•  “We’re a big region – even with a tropical storm in one area, there’s always  
sunshine elsewhere”.

M E D I U M  I M PA C T  W E AT H E R  E V E N T  M E S S A G I N G 
•  “Our region is quick to respond after a cyclone”.

•  “We’re closed temporarily, but we’ll be up and running again soon. We are taking  
bookings for…”

•  “In the meantime, the rest of TNQ is still open for business and there’s plenty to do”.

H I G H  I M PA C T  W E AT H E R  E V E N T  M E S S A G I N G
U N I M PA C T E D  A R E A S

•  “Our thoughts go out to XXX in their recovery efforts. They’ll be back on their feet in no time”. 

•  “In the meantime, come and visit us in XXX”.

•  “Tropical North Queensland is a big area, in fact we’re 350,000 square km which is twice the 
size of the UK. A cyclone in one area can have no impact on the rest of the region”.

I M PA C T E D  A R E A S

•  “We’re quick to recover from cyclones”.

•  “The skies are now blue, and we’re working hard to get back on our feet”. 

C R I S I S  C O M M U N I C AT I O N 
M E S S A G I N G

6 7



R E P U TAT I O N A L  I N C I D E N T
N E G AT I V E  C U S T O M E R  C O M P L A I N T

•  “We’re sorry to hear about your experience with (include 
details). We take pride in our (services/ products) and take 
feedback from customers seriously. Please message us 
directly so we can help you resolve this issue”.

R U M O U R  D R I V E N  I N C I D E N T

•  “Rumours that our business is experiencing financial 
difficulties (or other rumours) are completely unfounded  
and incorrect”.

•  “We are open for business as usual”.

•  “If customers or clients have any concerns, please feel free to 
contact us directly.”

B U L LY I N G  O R  H A R A S S M E N T  I N C I D E N T
•  “We take this matter very seriously and have a zero-tolerance 

policy towards workplace (bullying/ harassment)”.

•  “The person involved has been suspended (or placed on 
leave) pending the outcome of the investigation”.

•  “We are cooperating with authorities and have launched an 
independent investigation into the matter”.

•  “Due to privacy considerations we cannot discuss the 
investigation publicly at this stage”.

•  “As an initial step, we have put in place additional procedures 
for all staff members to provide appropriate information so 
this doesn’t happen again”.

•  “We will also review our policies and procedures to introduce 
mandatory ethics and workplace culture training as part of 
our staff inductions”.

W H O  T O  C A L L  I N  A  C R I S I S
LTOs and Local Tourism Associations (LTAs) are ready 
to support operators to prepare for, respond to and 
recover from a crisis. Assistance includes:

•  Helping to manage the media and communication with 
stakeholders during a crisis.

•  Advice on crisis response and recovery steps.

•  Liaising with Tourism Tropical North Queensland (TTNQ) and 
TEQ to help manage media and wider communications. 

L O C A L  T O U R I S M  O R G A N I S AT I O N S  I N C L U D E
Tourism Port Douglas Daintree 
visitportdouglasdaintree.com

Cassowary Coast Tourism 
cassowarycoasttourism.com.au

Tourism Atherton Tablelands  
athertontablelands.com.au

Savannah Way 
savannahway.com.au

L O C A L  T O U R I S M  A S S O C I AT I O N S  I N C L U D E
Tourism Palm Cove 
tourismpalmcove.com

Tourism Trinity Beach 
trinitybeachholiday.com

T T N Q  &  T E Q 
Tourism Tropical North Queensland 
tourism.tropicalnorthqueensland.org.au
Tourism Queensland 
teq.queensland.com
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tourism.tropicalnorthqueensland.org.au

Tropical North Queensland

@tropicalnorthqueensland
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