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Welcome to the Crisis Response Network 
Training on Crisis Communications!

• We’ll get started right at 4 ET / 5 CT / 1 PT.

• In the meantime, make sure you are on mute.

• Introduce yourself in the chat box! What’s your name and State? What 
excites you about this training?

• Remember to respect each other and embrace principles of 
nonviolence during this training.

• We are so thrilled to have you with us today.
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Thank you to Ashley and Zainab from 
ReThink Media – our expert trainers!

Ashley Houghton
Managing Director, Security and Rights

Zainab Chaudary
Senior Media Associate, Security and 

Rights
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Crisis Communications
Messaging & Best Practices in the Event of a Domestic Attack
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Think back to the most recent national security crisis you saw in the news
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Crisis Communications:
Tactical Best Practices
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Create a plan… with some flexibility.
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Be Prepared – Community Is Key
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First Few Hours
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When there’s no information…
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First 24 Hours + First Week
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First 24 Hours + First Week
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Q&A

Ask your question in the chat box!
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Social Psychology:
Why Words Matter
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Social Psychology Principles & Collaboration

• Cognition Theory: audiences 
draw from their experiences, 
not yours

• Fluency Theory: how to get 
through to audience quickly 
and message retention

• Social Norms Theory: and 
broadening the bench of allies 
we work with

• No one-size-fits-all solution 
or message
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New Research, 2016
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Research Context
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ReThink Media

Anti-Muslim rhetoric 
has been on the rise.

March 2011- July 2017
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Research Goals

• Identify audiences: base, persuadable, 
opposition

• Identify successful messages and messengers 
for reaching them

• Broaden our outreach to new allies

• Strengthen MASA community voices

• Respond to crisis vs. political rhetoric vs. 
aspirational and proactive messaging
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Q&A

Ask your question in the chat box!
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Challenges:
Attitudes Towards Muslims in America
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ReThink Media 22
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ReThink Media 23

• The politically charged rhetoric is rejected by most...

© Anzalone Liszt Grove Research

• The fear is real for many Americans

• ...but discriminatory policy is accepted

• The perception that ‘Muslims do not treat women with 
respect is strong 

• The perception that ‘Muslims are too prone to violence’ is 
also widely-held
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What Works:
Frames That Change Perceptions 
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ReThink Media

We should pivot to shared values – love of country, freedom of 
religion, freedom to live without fear, the belief that we are stronger 
together, united we stand – or any value that you share with your 
audience.

We are stronger 
when we come together 

as Americans and weaker 
when we let fear and lack 
of understanding come 
between us. America is 
rooted in our ability to 

come together. United we 
stand, divided we fall. 

Our country was 
founded on the principles 
of freedom of religion, a 
tradition and ideal that 
forms the foundation 

of our country. We do not 
tell people how to pray, 

and we do not ban 
people based on their 

religion.

UNITED WE STANDFREEDOM OF RELIGION BASE UNITY

No one should fear 
for their safety because of 

the color of their skin, what 
language they speak or how 

they pray. Hate 
must not beget hate, 

violence must not beget 
violence. We need more 

love, and less fear.

Overall

48%
Base

48%
Persuadable

51%
Opposition

46%

Top Choice 
Message:

© Anzalone Liszt Grove Research



26
ReThink Media 26

While the “Target Terrorists” message is not strong on its own, 
reassuring about safety and refocusing to the real threat is 
important.

TARGET TERRORISTS

We should address 
terrorist acts based on 
evidence, not single out 

an entire group of 
people based on their 
faith. Not only is that 

the right thing to do, it is 
more effective at 
keeping us safe.

Important  ADD-ON 
message to increase its 

reach of the other 
messages

Overall

60%
Base

59%
Persuadable

65%
Opposition

59%

+12

+11

+14

+13

Top 1 Message:

© Anzalone Liszt Grove Research
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ü We do not tell people how to pray and we do not ban 
people based on their religion.

üNo one should fear for their safety because of the color 
of their skin, what language they speak or how they 
pray.

üWe are weaker as a country when we let fear and lack 
of understanding come between us.

üWe should not single out an entire group of people 
based on their faith.

Embedded in our language:  strong, seizing the moral high ground
While not overt, some of our best-testing language seizes the moral high ground in a muscular 
way, leaving the implication that our foes are on the wrong side:

© Anzalone Liszt Grove Research
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ASO Communications
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ASO Communications
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Diminish the distance by calling upon agreed-upon beliefs.  
The goal is to create a bridge of understanding, common 
ground, starting with widely held views.

Invoke shared, aspirational values.  Use these to call for 
better treatment, & paint a picture of what we want our 
world to be.

Reassure the fearful by creating distance from radicals and 
terrorists with a strong pushback message in combination 
with our positive aspirational messages.  

Summary:  Three steps critical to increasing affinity 
for Islam and Muslims in America:

3.

2.

1.

© Anzalone Liszt Grove Research
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Weaken	
Resisting	Messages:

- Prone	to	Violence
- Disrespect	Women
- Better	Safe	than	Sorry
- National	Security	Imperative	vs	

Rights
- Increase	Surveillance	of	ALL	not	

just	Muslims	
- Islam	is	NOT	like	my	religion

Strengthen	Promoting	Messages:

- Politically	charged	rhetoric	is	
rejected	by	most

- Sizeable	majorities	believe	
Muslim	Americans	(Americans	
who	are	Muslim)	deserve	to	be	
treated	with	respect,	dignity

- Top	testing	messages

Opposition	Messages

Our	Messages

Status	quo



32



33



34
ReThink Media

Picturing our audiences

34
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ReThink MediaCredit: “Defusing Hate: A Strategic Communications Guide to Counteract Dangerous Speech” by Rachel Brown 35
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ReThink Media 36Credit: “Defusing Hate: A Strategic Communications Guide to Counteract Dangerous Speech” by Rachel Brown
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Q&A

Ask your question in the chat box!
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Thank you for attending our very 
first training for the Crisis Response 

Network.


