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Table of Contents
This Media Kit made for MPower, Inc. includes:

1. Communications Audit
This audit identifies MPower’s strengths, weaknesses, opportunities and threats of 
current internal and external communication efforts. 

2. Communications Plan 
This plan is a follow-up to the Communications Audit. It serves as the vision for an 
initiative that we have proposed to MPower. Communication Plans are written for 
the people who will be involved in some aspect of the process. It is a “big picture,” 
providing not only the message, but also the media strategies and evaluation.

3. Crisis Communication Plan 
A well-developed and consistently updated Crisis Communication Plan ensures 
that your organization has the infrastructure in place to respond as needed to a 
range of natural or man-made-crises. From floods and pandemics to the theft of 
medical data and lawsuits, crises come in all shapes and sizes. While it is not 
possible to plan for every event, a well-managed crisis communication plan can 
help preserve your organization’s brand, reputation and credibility. A crisis 
communication plan considers the messages that will be communicated to those 
affected by the crisis including employees and families as well as stakeholders and 
members of the media.
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Preparers’ Contact Information
If you have any questions regarding the content of this Crisis Communication Plan, 
contact the following people below or contact the Director of MPower, Amy Spiva.

Jaelyn Krafsky
● Email: jaelynk495@gmail.com
● Phone: (435) 301-4773

Annie Schultheis 
● Email: annie.schultheis@okstate.edu
● Phone: (972) 322-9091

Mark Slette
● Email: mark.slette@okstate.edu
● Phone: (214) 914-0970

Emily Sanderlin
● Email: emily.sanderlin@okstate.edu
● Phone: (918) 978-6642

Stephanie Rojo
● Email: stephanie.rojo@okstate.edu
● Phone: (405) 513-1695

Jennifer Schmult
● Email: jennifer.schmult@okstate.edu
● Phone: (630) 888-7682
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Purpose of Plan:
The purpose of this Crisis Communication Plan is to help all MPower employees, clients, 
volunteers, stakeholders and Board of Directors deal effectively with those unexpected 
disasters, emergencies or other unusual events that may cause unfavorable publicity for 
your organization. This plan covers potential crisis situations from severe weather to 
social media crises, in order to prepare MPower in the best way possible.

Activation of Criteria:
The director of MPower is responsible for activating the plan under emergency 
situations. If the director is unavailable, then the residential division manager will be 
held accountable for activating the plan. A key part to activating this plan is to install a 
ghost website that can be made live when needed. This strategy allows an organization to 
funnel information into one place while keeping the main website in tact. 

Procedures:
The director of MPower is responsible for the majority of MPower’s internal and 
external communications when a crisis strikes. The organization’s members will look to 
this person to guide them through the difficult process of dealing with a crisis. The 
director will be responsible for sending out phone calls, text messages, emails and other 
forms of communication to ensure all affected parties are aware and updated with the 
crisis at hand. Later in this plan describes various alerting applications that can be set 
up prior to a crisis in case face-to-face communications is unavailable. If a 
communications or marketing intern is employed at the time of a crisis, he/she will be 
responsible for sending updates on various social media platforms such as Facebook or 
Twitter. 

Detailed Plan
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Introduction
MPower, formerly known as the Sheltered Workshop for Payne County (SWPC), 

was established in 1969 to provide services to individuals in Payne County with 
developmental disabilities. MPower provides a supportive environment for 
comprehensive employment, job training and placement, and residential 
services.MPower helps people find jobs for their nonresidential vocational clients, and 
provide a variety of services for their residential clients.

MPower is a non-profit agency located in Stillwater, Oklahoma, that is funded by 
contracts with the Oklahoma Department of Human Services Developmental Disability 
Services Division, the Oklahoma Department of Rehabilitation Services, the City of 
Stillwater, local businesses, and an allocation from the Stillwater Area United Way.

Stillwater Makes a Change Week is an annual philanthropic campaign initiated 
and led by Stillwater High School students to raise money and awareness for a local 
charity. MPower was the nonprofit chosen for SMAC Week 2017 to benefit, therefore 
all proceeds were donated to MPower. From a gala dinner to test drives, SMAC Week 
was full of creative and intuitive ways to raise money for MPower.

SMAC Week raised over $120,000 and also partnered with three businesses 
who agreed to pave MPower’s parking lot, which ultimately was a donation valued at 
$50,000. All in all, the SMAC gift to MPower is valued at over $170,000.
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Staff Contact List
Director of MPower
● Amy Spiva
● Email: director@mpowerok.org
● Phone: (405) 377-0834

Residential Division Manager
● Danielle Santiago
● Email: resdivmanager@mpowerok.org
● Phone: (918) 377-0839

Residential Division Assistant Manager
● Tony Martin
● Email: resdivmanager@mpowerok.org
● Phone: (405) 377-0470

Vocational Division Manager
● Greg Jones
● Email: vocdivmanager@mpowerok.org
● Phone: (214) 345-0098

Vocational Division Assistant Manager
● Autumn Jamison
● Email: vocdivmanager@mpowerok.org
● Phone: (918) 286-0924

In-House Manager
● Jack Stuart
● Email: manager@mpowerok.org
● Phone: (918) -098-3928

Secretary
● Alyssa Ladon
● Email: secretary@mpowerok.org
● Phone: (405) 678-3004
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Crisis Control Center
In the event of a crisis, all staff, volunteers, clients and involved individuals will 
report to the conference room of MPower Headquarters, located at 516 Expo Cir E, 
Stillwater, OK 74074. If this location is deemed unsafe or unavailable, all will then 
report to the Student Union at Oklahoma State University for further briefing.

If a crisis situation happens outside of MPower Headquarters, all employees, clients 
and volunteers will follow the designated locations’ crises protocols in order to 
ensure maximum safety precautions. If a client is working off site, the director of 
MPower will be notified immediately if a crisis is currently affecting a MPower 
client.

Crisis Control Team
Lead Spokesperson & Head of Internal Communications
Amy Spiva, Director of MPower
● Email: director@mpowerok.org
● Phone: (405) 377-0834

Spokesperson Backup
Danielle Santiago, Residential Division Manager
● Email: resdivmanager@mpowerok.org
● Phone: (405) 377-0834

Media Calls Coordinator
Greg Jones, Vocational Division Manager
● Email: vocdivmanager@mpowerok.org
● Phone: (214) 345-0098

Social Media Coordinator
Marketing/Communications Intern 
● Email: communications@mpowerok.org
● Phone: TBD
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Emergency Contact Information
Stillwater Police Department
 701 S Lewis St, Stillwater, OK 74074
● Main Phone: (405) 372-4171

Stillwater Fire Departments
● 416 E Lakeview Rd, Stillwater, OK 74074

○ Main Phone: (405) 372-1505
● 1506 S Main St., Stillwater, OK 74074

○ Main Phone: (405) 372-0397
● 600 W University Ave., Stillwater, OK 74074

○ Main Phone: (405) 372-4767

Payne County Sheriff Department
606 S Husband St, #106, Stillwater, OK 74074
● Main Phone: (405) 372-4522

Stillwater Medical Center
● 1323 W 6th Ave, Stillwater, OK 74074

○ Main Phone: (405) 372-1480

Access Medical Centers - Urgent Care
● 275 S Perkins Rd, Stillwater, OK 74074

○ Main Phone: (405) 334-5272

Payne County Health Department
1321 W 7th Ave., Stillwater, OK 74074
● Main Phone: (405) 372-8200

Cushing Clinic
1026 N Linwood, Cushing, OK 74023
● Main Phone: (918) 225-3377

City of Stillwater City Hall
723 S Lewis St, Stillwater, OK 74074
● Main Phone: (405) 372-0025
● Mayor of Stillwater, Gina Noble

○ Email: gina.noble@okstate.edu
○ Phone: (405) 762-6028

6



Media Directory
Tulsa World
 315 S Boulder Ave., Tulsa, OK 74103
● Main Phone: (918) 583-2161
● Newsroom Email: news@tulsaworld.com
● Managing Editor, Mike Strain

○ Email: mike.strain@tulsaworld.com
○ Phone: (918) 581-8356

● City Editor, Paul Tyrrel
○ Email:  paul.tyrrel@tulsaworld.com
○ Phone: (918) 581-8326

The Oklahoman
100 W Main St, Ste 100, Oklahoma City, OK 73102
● Main Phone: (405) 475-3311
● Editor and VP of News, Kelly Dyer Fry

○ Email: kfry@oklahoman.com
○ Phone: (405) 475-3979

● Breaking News Reporter, Robert Medley
○ Email: rmedley@oklahoman.com
○ Phone: (405) 475-3566

Stillwater News Press
211 W Ninth Ave., Stillwater, OK 74074
● Main Phone: (405) 372-5000
● Managing Editor, Beau Simmons

○ Email: editor@stwnewspress.com
○ Phone: (405) 372-5000, ext. 201

● Publisher/Editor, Dale Brendel
○ Email: publisher@stwnewspress.com
○ Phone: (405) 372-5000, ext. 290

News 9
7401 N Kelley, Oklahoma City, OK 73111
● Main Phone: (405)-843-6641

KOCO News 5
1300 E Britton Road, Oklahoma City, OK 73131
● Main Phone: (405) 478-3000
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Media Directory Cont’d
KFOR-TV
444 E Britton Road, Oklahoma City, OK 73114
● Main Phone: (405) 424-4444

Fox 25
1228 E Wilshire Blvd, Oklahoma City, OK 73111
● Main Phone: (405) 843-2525

Stillwater Radio
408 E Thomas Ave., Stillwater, OK 74075
● Main Phone: (405) - 372-7800
● General Manager, David Harrison

○ Email: david.harrison@stillwaterradio.net
● Production Director, Corliss Neithamer

○ Email: corliss@stillwaterradio.net

KTOK Radio
1900 NW Expressway, Ste 1000, Oklahoma City, OK 73118
● Main Phone: (405) 840-1000

KXZY Radio
206 Paul Miller Building, Oklahoma State University, Stillwater OK 74078
● Studio Line: (405) 744-8274
● General Manager, Josh Robinson

○ Email: kxzym@gmail.com
○ Phone: (405) 744-7435

The O’Colly
106 Paul Miller Building, Oklahoma State University, Stillwater, OK 74078
● Main Phone: (405) 744-6365
● Email: news.ed@ocolly.com
● Editor-in-chief, Sierra Winrow

○ Email: editorinchief@ocolly.com
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Internal Communications
Procedures
Quick communication between the staff of MPower is key in the event of a crisis. 
Employees should be in the know and well informed of a situation.  

In the case of an emergency, the Crisis Control Team should be contacted first through the 
quickest method of communication, preferably by phone call or text message.  

Employees should be contacted accordingly depending on the nature of the situation. The 
decision of when to contact employees will be at the discretion of the Crisis Control Team. 
This would preferably happen within one hour of the crisis. Doing so prevents confusion 
and misunderstanding. 

A mass messaging system is an efficient way to contact employees quickly. The Remind 
phone app and website is a communication tool that allows all employees to be notified of a 
crisis in seconds at the push of a button. The Remind platform was originally used as a tool 
for teachers to easily communicate with their students from assignment changes to test 
dates. The GroupMe app is also an effective way to communicate with employees. 

Both applications allow the contact information of employees to be added and separate 
groups to be made. For example, there could be a group that includes all MPower 
employees and individual ones for residential and vocational staff, respectively. 

The two suggested applications are both user friendly and available free of charge. A guide 
to using the Remind website is included on the next page.
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Internal Communications
Procedures Cont’d

Quickly add people to 
existing groups. Easy 
and accessible when 
new employees are 
hired.

Create new groups at 
the push of a button and 
easily switch between 
different groups.

See what employees you 
have added to what 
groups.

Look at past 
conversations and who 
messages were sent to.

Create new messages in the event of 
a crisis or when information needs 
to be shared quickly

Here is a guide to using Remind on its 
desktop version. 
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Key Publics
Full-Time Staff
Full-time staff members will be notified of crisis situations via face-to-face 
communication, phone calls, text messages and e-mails. Full-time staff members will be 
given continuous updates and news alerts during and after the crisis. All full-time staff 
members will be briefed before the Director of MPower holds a press conference or speaks 
to the media.

Part-Time Staff
Part-time staff members will be notified of crisis situations via face-to-face 
communication, phone calls, text messages and e-mails. Part-time staff members will be 
given continuous updates and news alerts during and after the crisis. 

Volunteers
Volunteers will be notified of crisis situations via a meeting with the director of MPower. 
Volunteers will be given continuous updates and news alerts during and after the crisis. 

Clients
The director of MPower will hold a meeting to inform all MPower clients of the current 
situation at hand. The director will also inform all clients’ families of the situation.

Board of Directors
The board will be notified of crisis situations via phone calls, text messages and e-mails by 
the director of MPower. The board will be given continuous updates and news alerts 
during and after the crisis. The board will also be briefed before the Director of MPower 
holds a press conference or speaks to the media.

Stakeholders & Donors
MPower’s top-priority stakeholders and donors will be notified of crisis situations via 
phone calls by the director of MPower. All other stakeholders and donors will be notified of 
crisis situations via text messages or e-mails. All stakeholders and donors will be directed 
to MPower’s website for further information.

Visitors
Any visitors who are on MPower’s property at the time of crisis situations will be notified 
via face-to-face communications by the director of MPower or by any informed staff 
members. Future visitors will be notified by phone calls and directed to MPower’s website 
for further information.

General Community
The general community will be notified of crisis situations via media reports and will be 
directed to MPower’s website or social media accounts for further information.
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Appendices
Credit: Max Andrews, (Cassling White Papers, 2016)

How to Handle Crisis Situations
Website
● Your website will be one of your most valuable tools in a crisis. Use it to provide 

timely, up-to-date information as well as other resources that will be of use to the 
public and the media. Doing so can significantly reduce the number of phone calls 
your organization receives and save you from having to repeat information multiple 
times.

● You may want to create a dark or ghost website or page that can be made live when 
needed. This strategy allows you to funnel information in one place while keeping 
your main website in tact and helps ensure that you have as much information as 
possible ready to go when a crisis occurs.

Media Training
● Effective communication skills are paramount during times of crisis. Media training 

helps spokespeople learn how to interact with the media and the public in a stressful 
situation.

Social Media
● Social networking has changed how we respond to a crisis. At times, social media is 

itself the source of the crisis.
● Within your plan you must consider how you will use social media to respond to 

crisis. Like it or not, a growing number of people look to these outlets in times of 
crisis or to hear what others are saying, or in some cases, not saying. According to 
PRNews, bloggers now outnumber traditional journalists by a ratio of more than 100 
to 1, and social media sites like Twitter and YouTube have millions of active users 
and visitors.

● As part of your crisis communication plan, someone in your department should be 
monitoring social media sites to find out what people are saying about your 
organization, employees and services. By simply listening to the conversation you 
can deter a potential crisis or, at the very least, engage in dissatisfied customer.

Employee Training
● Employees should be made aware of the proper communication channels to report a 

possible crisis. Publish a notification procedure along with information on the roles 
and responsibilities of the crisis communication team on the organization’s intranet 
or in the employee handbook.

12



Appendices Cont’d
Execution
● In a crisis, you have multiple audiences that need to be addressed including 

employees and the media and possibly family members, board members and 
government officials.

● Be sure to document as much as you can during the process so you can come back 
later and determine what worked and what did not.

Employees
● Employee communication comes first in a crisis. Enact the internal communication 

procedures and get messages to employees as soon as possible, staying honest and 
giving them as much information as possible. If you cannot say something, tell 
them why not. Let them know that they will receive more information as it becomes 
available.

● Remind employees of your organization’s media and social media policies. Be 
aware that although employees may not be talking to the media they may be talking 
about the crisis to family and friends. Once you have delivered the key messages, 
reiterate that only those messages should be communicated to anyone outside of 
the organization.

Media
● Dealing with the media is one of the last things many people want to do in a crisis 

situation, but in reality the media is the gateway to your community at large. You 
may be inclined to answer “no comment” when the media comes calling, but doing 
so can increase the potential for the media to generate misinformation. Depending 
on the situation, it also can make your organization appear guilty.

● Develop or revise hour prepared statements based on what you know about the 
crisis. Consider all the channels you will use to get the message out including news 
releases, press conferences, Twitter and your organization’s website or blog.

● When communicating with the media, stick to you key messages and above all, be 
truthful and do not promise what you cannot deliver. If you do not know something 
say so and work to get the information out when it becomes available. Your first 
message should be short, accurate and outline positive action steps.

● Determine how often you will update the media and make that information 
available on your website. Even if you do not have updates to provide, you must let 
people know. A “regular” news cycle no longer exists. People expect information to 
be continuous. Monitor news and information in all formats – print, broadcast and 
online – and respond when appropriate.
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Appendices Cont’d
Media Continued
● If the situation warrants you may need to set up a media or press center where the 

crisis communication team can work. This room should be set up in a central 
location close to the crisis site and should be equipped with computers, phones, a 
podium and microphone copy machines, office supplies, digital camera, printers, 
food and drinks and anything else you can think of that the team will need, 
especially if they are going to be there for awhile.

Follow-Up
● Once the brunt of the crisis is over and you can return to normal operations, you 

should continue to monitor media coverage of the crisis, including social networks 
for any residual chatter.

● Take the documentation you have kept and write up a brief report that outlines the 
cause of the crisis, how it was handled, successes and failures, and 
recommendations for change. Determine if any follow-up needs to be done with 
media, employees, families or others and proceed in a timely manner.

Updates
● Take what you have learned from the crisis and update the crisis communication 

plan accordingly. Regardless of whether or not a crisis occurs, the plan should be 
reviewed on a continual basis. Items such as employee and media contact 
information can change frequently and should be updated regularly, perhaps once a 
quarter.

● NOTE: Best Practices for an organization’s Crisis Communication Plan is to create a 
ghost Web site that can be activated in case of a crisis. The organization can choose 
what information would be accessible during a crisis and refer stakeholders to the 
Web site in media statements, during press conferences or employee meetings. In 
addition it is easily updated on a regular basis and cannot get lost in a file or 
misplaced in an office.
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Appendices Cont’d
Credit: Max Andrews

How to Write a Crisis Communication Press Release
● A crisis can happen to any business. It can be a dramatic event, such as a natural 

disaster, an employee scandal or even just a rumor that captures media attention.
● Your best defense against a crisis is preparation: Plan ahead to assemble key 

individuals who will gather during a crisis situation to communicate about the 
crisis. This includes writing a press release that you distribute to the media.

● Define and isolate the actual issue or problem. It’s easy to get distracted during a 
crisis so defining and positioning the event or incident helps you stay focused. For 
example, if it was a leak of confidential information, determine whether it was bad 
judgment, inadequate company controls or a deliberate action. Consider any legal 
implications by consulting with your company attorney.

● Write one to three key messages to communicate publicly about the crisis. These 
are the bases of your press release. Make the messages simple and clear.

● For example, “This morning federal regulators notified ACME Financial Company’s 
CEO, John Smith, that his chief financial officer is under investigation for a possible 
leak of sensitive client information,” is one key message.

● A second key message would be that the company is cooperating fully, and a third 
would be that the individual no longer has access to any sensitive information.

● Write your press release using your key messages. Give only facts, and don’t make 
any defensive statements; if it's brief, that's okay.

● State who, what, when, where and why. Note that you will release additional 
information once you have more facts, and provide contact information to one 
carefully selected individual, such as the CEO, legal counsel or public-relations 
counsel. Fax or e-mail the press release for immediate distribution.

● Introduce yourself prior to speaking. Your name and position with the company
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Relevance to MPower: 
MPower Headquarters is located in a public area next to the Payne County Expo Center. People are 
continuously coming in and out of the area surrounding MPower, being that it is an easy walk from 
the expo center.

Necessary Steps to Resolve the Issue:
1. If possible, do NOT enter the building, property or crime scene area.
2. Call the police at 911.
3. Call the director of MPower.
4. Once informed, the director or MPower will reach all employees, clients, volunteers, donors 

and stakeholders and alert them of the current situation.
5. The director of MPower will schedule a meeting at an offsite location to discuss the current 

situation with staff members, volunteers and MPower’s Board of Directors.
6. The director of MPower will hold a press conference to inform the public and general 

community of the situation.
7. People can enter the building or property once the police have cleared the area and have 

finished their investigation(s).
8. The director of MPower will hold another press conference post-police investigation to 

update the public and the general community of the situation.

Key Messages: 
● On the evening of March 22, 2017, MPower Headquarters was broken into. 
● The front door was knocked down, tables and chairs were flipped over, file cabinets and 

desks were turned inside out. 
● MPower is currently unsure what the thieves have taken, but police are currently conducting 

an investigation of the incident.

Social Media Posts: 
● “MPower Headquarters will be closed on March 23, 2017, until further notice due to an 

overnight break-in. No one was on-site when the crime occurred.”
● “A press conference will be held on Thursday morning to notify the Payne County 

community of the current situation.”
● “Police have reported there was no stolen property or injuries from the incident on March 

22.”
● “MPower will be reopening on Monday, March 27. We apologize for any inconvenience the 

incident may have caused.”

Robbery/Vandalism
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Fire
Relevance to MPower: 
While MPower has taken all precautions to avoid any fires, there are hundreds of people in the 
building each day. An evacuation and communication plan prepares MPower to handle the situation 
smoothly and effectively. 

Necessary Steps to Resolve the Issue:
1. If a small fire, find the nearest fire extinguisher to put out the fire. Alert the fire department 

immediately once the fire has been extinguished. Check to see if anyone has been injured.
2. If the fire is uncontrollable, follow the steps below:
3. Evacuate the building immediately if a fire has broken out on MPower property. Make sure 

all employees, clients, volunteers and visitors are accounted for.
4. Call the police at 911 and local fire department.
5. Call the director of MPower.
6. If anyone is injured, immediately alert the authorities.
7. Once informed, the director or MPower will reach all employees, clients, volunteers, donors 

and stakeholders and alert them of the current situation.
8. The director of MPower will schedule a meeting at an offsite location to discuss the current 

situation with staff members, volunteers and MPower’s Board of Directors.
9. The director of MPower will hold a press conference to inform the public and general 

community of the situation.
10. People can enter the building or property once the police have cleared the area and have 

finished their investigation(s).
11. The director of MPower will hold another press conference post-police investigation to 

update the public and the general community of the situation.

Key Messages: 
● On the afternoon of April 28, 2017, there was a fire inside of MPower Headquarters.
● The origin of the fire is unknown and the police and fire department are investigating. 
● No one was injured in the fire. 
● Property damage has not yet been assessed. We will update everyone once the investigation 

is finished.

Social Media Posts: 
● “MPower Headquarters will be closed today until further notice due to a fire. No one was 

injured. We will give everyone updates as we find out more information.”
● “We have evacuated MPower Headquarters due to a fire. All MPower clients, employees, 

visitors and volunteers have been accounted for. As we find out more information, we will 
update as soon as we can.”

● “Thank you to everyone who sent MPower kind wishes during this time. The property 
damage is minimal. We are just so glad that no one was injured during the fire.”
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Bomb Threat
Relevance to MPower: 
In the event of a bomb threat an evacuation plan assures anyone in the MPower Headquarters will 
be in the safest place possible.

Necessary Steps to Resolve the Issue:
1. If possible, do NOT enter the building, property or crime scene area.
2. Call the police at 911.
3. Call the director of MPower.
4. Once informed, the director or MPower’s secretary will reach all employees, clients, 

volunteers, donors and stakeholders and alert them of the current situation.
5. The director of MPower will schedule a meeting at an offsite location to discuss the current 

situation with staff members, volunteers and MPower’s Board of Directors.
6. The director of MPower will hold a press conference to inform the public and general 

community of the situation.
7. People can enter the building or property once the police have cleared the area and have 

finished their investigation(s).
8. The director of MPower will hold another press conference post-police investigation to 

update the public and the general community of the situation.

Key Messages: 
● At 10:43 a.m. MPower was notified of a bomb threat in the area. 
● MPower headquarters was evacuated immediately and the police arrived on-scene ten 

minutes later. 
● An individual came into our office and reported a suspicious suitcase under a tree. The 

police conducted an investigation regarding the alleged bomb and found it to be false. 

Social Media Posts: 
● “MPower received word of a potential bomb near its headquarters on April 28, 2017, at 10:43 

a.m.”
● “The police were notified immediately and began an investigation.”
● “The investigation revealed there was no bomb in the area and all activities were able to 

return to normal at 1:15 p.m.”
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Social Media Crisis
Relevance to MPower: 
Social media crises are can be common due to the increase of social media usage in recent years. 
Social media crises can negatively affect a company by causing detrimental reputational damage to 
a company and its brand image.

Necessary Steps to Resolve the Issue:
1. If a social media crisis is noticed or experienced, immediately call the director of MPower.
2. Do not respond to present issue unless directed to do so.
3. MPower’s director will hold a meeting to discuss the possible responses to such an issue.
4. Respond quickly, but effectively, in order to ensure the least reputational damage possible.
5. When responding follow these steps:

a. Do not personally attack the customer or source of complaint.
b. Be polite, respectful and do your best to understand the customer or source of 

complaint. 
c. Ask what you can do to better the situation or improve the customer’s experience. 
d. Be professional and do not bring emotions into the situation.
e. Make sure the customer or source’s voice is heard and understood.

Key Messages: 
● MPower is dedicated to its customers and relationships.
● MPower empowers all of our clients to make a difference, join in and make a change! 
● MPower appreciates every single client and customer, how can we best serve you? 
● MPower wants to hear your feedback, if you have experienced anything negative from our 

organization, please do not hesitate to let us know so we can immediately resolve the issue.

Social Media Posts: 
● “MPower greatly values its customers’ feedback. If you have ever had a bad experience with 

our organization, please let us know so we can resolve the issue.”
● “How can MPower serve you and your community?”
● “In what ways has MPower impacted you, leaving its mark on you and your community?”
● “How has MPower made your future brighter?" 
● “What can help MPower be better? Leave your feedback and let us know.”
● “We love our customers! Please fill out this survey about your recent experience with 

MPower so we can make every experience the very best.”
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Missing Person
Relevance to MPower: 
A majority of MPower clients work at offsite locations. MPower clients have mental or physical 
disabilities, which means they could get confused or disoriented easier than the average person.

Necessary Steps to Resolve the Issue:
1. If a MPower client, employee, visitor or volunteer cannot be found and accounted for, 

immediately call the police at 911.
2. Immediately call the director of MPower.
3. Once informed, the director or MPower’s secretary will reach all employees, clients, 

volunteers, donors and stakeholders and alert them of the current situation.
4. The director of MPower will schedule a meeting to discuss the current situation with staff 

members, volunteers and MPower’s Board of Directors.
5. The director of MPower will hold a press conference to inform the public and general 

community of the situation. The director will not release the name of the missing person 
until the family has been notified of the situation, along with everyone at MPower.

6. Once the person has been found, alert the family first. Once the family has been notified, 
alert the media by holding a second press conference telling them that the missing person 
has been found.

Key Messages: 
● MPower cares deeply about each and everyone involved with our organization.
● One of our clients, [insert name here] is missing. We are currently helping the authorities 

find this person at this time. 
● Our thoughts and prayers are with the family of [insert name here] at this time.
● One of MPower’s clients went missing while at an offsite location. The authorities have been 

contacted and are currently investigating the situation.

Social Media Posts: 
● “We are saddened to report that one of our MPower clients has been reported as missing. 

Our thoughts and prayers are with the family at this time.”
● “We cannot say who the client is due to privacy. We will release more information later.”
● “Please be on the lookout for one of our clients, [insert name here]. He was reported missing 

today at 8 a.m. If you have any information, please contact this number.”
● “We are excited to announce [insert name here] has been found and was reunited with his 

family. Thank you to everyone who helped find him, we really appreciate it! Thank you all for 
your understanding during this time.”
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Severe Weather
Relevance to MPower: 
Severe weather includes thunderstorms, flooding, earthquakes, ice/snow storm and tornadoes. 
Tornadoes are especially relevant to MPower because it’s located in Tornado Alley. Staff members 
are expected to keep calm and not frighten clients or visitors during any severe weather situation.

Necessary Steps to Resolve the Issue:
Staff members must immediately notify clients and visitors of the current weather situation. If the 
power goes out, find flashlights, candles and other sources of light to ensure MPower can still 
operate safely. Employees must follow these steps to ensure everyone’s safety:

Tornado/Thunderstorms
1. Immediately call the director of MPower.
2. The director of MPower will notify all employees, volunteers and clients of the tornado or 

severe thunderstorm immediately via face-to-face communication, phone calls, text 
messages or emails.

3. Employees must keep everyone away from glass doors, windows or other hazardous 
materials. Employees will lead everyone to rooms without hazardous materials and stay put 
until further notice.

4. Use phones for emergencies only. 
5. Keep everyone in place until the all-clear siren is heard.
6. If anyone is injured, immediately call 911.

Ice/Snow Storm
1. Immediately call the director of MPower.
2. The director of MPower will notify all employees, volunteers and clients of the storm 

immediately via face-to-face communication, phone calls, text messages or emails.
3. If the weather is severe, the director will advise everyone to stay in the building until further 

notice.
4. MPower will be closed to all incoming clients, volunteers, employees and visitors until the 

storm has passed to ensure no one travels in the storm.
5. Monitor the weather until the local weather station clears the area before allowing everyone 

to leave the building.
6. If anyone is injured, immediately call 911.

Flood
1. Immediately call the director of MPower.
2. The director of MPower will notify all employees, volunteers and clients of the flood 

immediately via face-to-face communication, phone calls, text messages or emails.
3. The affected flood area will be closed to all MPower employees, clients, visitors and 

volunteers until further notice.
4. If the flooding becomes severe, employees must direct all visitors, clients and volunteers out 

of the building and direct them to a safe location immediately.
5. If anyone is injured, immediately call 911.
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Earthquakes
1. During an earthquake, staff members will advise all clients, volunteers and visitors to 

find shelter and to stay away from glass doors, windows or other hazardous materials. 
Employees will lead everyone to rooms without hazardous materials and stay put until 
further notice.

2. Once the earthquake has stopped, check for property damage and injuries.
3. If anyone is injured, immediately call 911.

Key Messages: 
● There is a [severe weather situation] in the Payne County area. We want everyone to 

remain calm and stay put until further notice.
● We are aware that there is a [severe weather situation] in the Payne County. All MPower 

clients, employees, visitors and volunteers have been notified and will find shelter 
immediately.

● MPower is closed until further notice because of the [severe weather situation]. We will 
notify everyone when we are opened once more.

Social Media Posts: 
● “MPower is closed until further notice due to the [severe weather situation] in the Payne 

County Area. We will update with more details later.”
● “MPower is aware of the [severe weather situation]. All clients, employees, visitors and 

volunteers have been contacted and are accounted for. We will updated with more details 
later.”

● “A [severe weather situation] passed through Payne County at 2 p.m. today. All MPower 
clients, employees, visitors and volunteers are safe and accounted for.”

Severe Weather Cont’d
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Gas Leak
Relevance to MPower: 
A gas leak or power outage is a common occurrence in any location. Employees are to be prepared 
for this kind of situation and take these steps necessary to resolve the issue:

Necessary Steps to Resolve the Issue:
1. If someone smells gas, the director of MPower will evacuate the building immediately.
2. Call the police at 911.
3. The director of MPower will notify all clients, employees, visitors and volunteers of the 

situation immediately via face-to-face communication, phone calls, text messages or emails.
4. Do not allow anyone to enter the building until the police have finished the investigation of a 

possible leak, and has given the director of MPower the all-clear.
5. Everyone will be directed to an offsite location until further notice.

Key Messages: 
● MPower is experiencing a possible gas leak. All employees, clients, volunteers and visitors 

have been notified of the situation.
● The police have arrived and are investigating the possible gas leak.
● The authorities have cleared the building for a leak.

Social Media Posts: 
● “A possible gas leak has been reported at our location. The building has been evacuated and 

the authorities are on their way.”
● “MPower is closed due to a possible gas leak. Updates will be given as soon as possible. We 

apologize for any inconvenience this may cause.”
● “The authorities have cleared the building for a gas leak. MPower will reopen today at 4 p.m.”
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