
OUT OF THE WOODS

Urgent

Communications

Best Practices



When things go wrong, how you communicate 

can make all the difference
Urgent public communications are more than responding to a disruption. They are a core

part of protecting safety, maintaining trust, and delivering on your stewardship mission.

The right message, delivered the right way, can turn a potential crisis into a moment of

customer loyalty.  

Here is a framework for navigating urgent communications with clarity and confidence. 

Types of Emergencies
Emergencies come in many forms, but they all share one trait: they disrupt expectations.

While each scenario demands a tailored response, the principles are consistent: act with

urgency, precision, and empathy. 

Some of the most common include: 

     Field incidents - accidents or safety concerns that require immediate attention.

     Website or system failures – like the recent Cloudflare outage.
 

     Change in products sold or awarded – such as hunt dates or quotas needing to 

     be adjusted. 

     Campground Closure - unexpected shutdowns due to weather, maintenance, 

     or safety hazards. 

Out of the Woods: Urgent Communications Best Practices

Page 1



Directly impacted users – those whose experience or outcome is affected. People at

immediate risk (on-site visitors, nearby residents, backcountry users), and people with

time-sensitive decisions (permit holders, lottery applicants, season participants). 

Internal stakeholders – staff who need to be informed to support the response (law

enforcement, campground stores, regional offices).  

External audiences – official partners, media, or the public, if relevant (license agents,

Governor’s office, public). 

Who - Define the Target Audience 
Not every emergency affects every customer. Segmenting your audience ensures the

message is relevant and respectful. Over-communicating can cause confusion; under-

communicating can erode trust. 

The first step is identifying who needs to know: 
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Assess the situation – Is the issue resolved or still unfolding? Confirm the facts and

align with partners so the public hears one clear story. 

Consider the customer’s window to act – Do they still have time to make changes? 

State what is known, what is not yet known, and when the next update is coming. 

Avoid premature messaging – Mistakes often happen when under time constraints.

Accuracy protects credibility. 

When - Define the Target Audience 
Timing is everything. But urgency doesn’t always mean speed. Sometimes, waiting for

clarity before communicating is the most responsible choice. Other times, a quick heads-

up, even without all the answers, can be the right move. 

How - Communication Channel Options
Choose the channels that best fits the audience and the message. The goal is

accessibility. Meet your audience where they are, with the tools they trust. Use consistent

language across channels, regions, and partners. 

Options to consider include: 

SMS/text alerts - for high urgency safety or closures. 

System notifications on login – for users actively engaging with your platform. 

Email or push notifications to impacted users – direct and personal. 

Social media post – broad reach, but less targeted. 

Contact Center – update recorded messaging. 

Print letters or hard cards – for formal or high-impact messages. 

.Gov website notification – for official or regulatory notices. Create one source of truth

on the .gov site, then point every other channel back to it. 
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What to Say and How to Frame It
Language matters. The right tone builds credibility; the

wrong one can escalate frustration. Transparency is not

oversharing – it is being honest, direct, and helpful. 

Start with impact – What does this mean for the

customer, and what should they do? 

Explain the issue clearly – Use plain language and

avoid internal terminology (for example “Lottery

recalculation” becomes “we are re-running the draw to

correct an error”). 

Acknowledge emotions without dramatizing

(frustration, concern, inconvenience). 

Explain the why briefly so the update feels legitimate.
 

Communicate the resolution – What’s being done,

and what’s next? 

Offer support – Provide contact info, next steps, or

reassurance. 

Close with stewardship and safety values. 

Urgent communications must be strategic.
Every incident is a test of public trust and an opportunity to lead with calm, clarity, and

accountability. In moments like these, your message is part of the response. It helps

people stay safe, make informed choices, and believe in the agency behind the decisions.
 

When the situation is resolved, the public should feel two things. They understood what

was happening, and they knew you were guiding them through it with steadiness,

honesty, and respect. 


