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SMJ164 - Navigating Issue Management: A
Guide for School Heads

Assessing the impact

Here are the most important actions for school heads to assess the impact
and prepare their school effectively:

Identify the Issue: Clearly define the issue at hand. Is it related to
student welfare, staff conduct, school operations, or the school's
values?

Evaluate Impact: Determine the potential impact on students, staff,
parents, and the broader school community.

Stakeholder Analysis: Identify who will be most affected and who
needs to be informed.

Legal and Policy Considerations: Review relevant laws, regulations,
and school policies to understand any obligations or constraints.

Communication Needs: Assess the need for internal versus external
communication. Who needs to know, and what is the most
appropriate and effective way to inform them?

Resource Allocation: Determine what resources (time, personnel,
financial) are required to address the issue effectively.

Risk Assessment: Identify potential risks to the school's reputation,
operations, and community relations. Consider both short-term and
long-term risks.

Strategic Response Planning: Based on the assessment, plan a
strategic response that aligns with the school's values and policies.

Feedback and Monitoring: Establish mechanisms for ongoing
monitoring of the situation and feedback from the school
community.

Developing a response plan

To develop a response plan, school heads should consider these important

actions:

Convene a Response Team: Assemble a team that includes key
staff members to manage the issue.

Define Objectives: Clearly articulate what you aim to achieve with
your response, including managing the immediate situation and
maintaining the school's reputation.

Craft Key Messages: Develop clear, concise messages that address
the issue, demonstrate empathy, and align with the school's values.

Select Communication Channels: Choose the most effective
channels for your messages, considering the audience and urgency.

Plan for Timing: Determine the optimal timing for communication to
ensure the message is received and understood.

Engage Stakeholders: Identify and prepare to engage with key
stakeholders, including parents, staff, and possibly the media.

Monitor and Adapt: Be prepared to monitor the situation and adapt
your plan as necessary.
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Evaluate and Learn: After the issue is resolved, evaluate the
effectiveness of your response and identify lessons learned for future
improvement.

Timing and delivery

For the "Timing and Delivery" section regarding issue management for
school heads, consider the following critical actions:

Assess Urgency: Quickly determine the urgency of the issue to
decide on the timing of the response.

Immediate vs. Delayed Communication: Decide if immediate
communication is necessary or if it's better to wait for more
information.

Coordinate Timing Across Channels: Ensure consistent messaging
across all communication channels.

Prepare for Follow-up: Plan for ongoing communication as the
situation develops.

Rehearse Key Messages: Before delivering, rehearse key messages
to maintain clarity and confidence.

Leverage Trusted Channels: Use established communication
channels that your community trusts.

Feedback Loop: Create a mechanism for receiving feedback and
questions from your community.

Review and Adjust in Real-Time: Be prepared to adjust your
communication strategy based on the response from your
community.

Engaging your team

To ensure your school is prepared for managing issues effectively, engaging
your team is critical. Here are the most important actions for school heads:

Establish a Crisis Management Team: Assemble a dedicated team
responsible for planning and responding to issues. Include members
from various departments for diverse perspectives.

Define Roles and Responsibilities: Clearly outline each team
member's role and responsibilities in the crisis plan to avoid
confusion during an emergency.

Regular Training and Drills: Conduct regular training sessions and
drills to ensure team members are familiar with the crisis response
plan and comfortable executing their roles.

Open Lines of Communication: Maintain open and transparent
communication channels within the team. Encourage team
members to share concerns and suggestions.

Empower Decision-Making: Empower team members to make
decisions within their areas of responsibility. This encourages
ownership and swift action in crisis situations.

Provide Resources and Support: Ensure the team has access to the
resources and support they need to manage issues effectively. This
includes access to relevant information, communication tools, and
emotional support.
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Review and Update Crisis Plans: Regularly review and update crisis
response plans based on feedback from drills, real incidents, and
changes in the school environment.

Recognise and Reward Efforts: Acknowledge and reward the
team's efforts in managing crises. Recognition fosters motivation
and commitment to the crisis management plan.

Practical tips and good practice

Here are practical tips and good practice for school heads to ensure their
school is well-prepared for managing issues:

Prioritise Transparency: Be as open as possible with your
communication, ensuring it's appropriate for the audience.
Transparency builds trust, even during challenging times.

Maintain Consistency in Messages: Ensure all communications,
internal and external, are consistent. Mixed messages can create
confusion and erode trust.

Prepare Templates: Have templates for communications ready for
different types of crises. This speeds up the response time and
ensures consistency.

Listen to Feedback: Encourage feedback from the school
community and listen to concerns. This can provide valuable insights
and help adjust strategies as needed.

Use Multiple Communication Channels: Utilise various channels
(emails, school app, social media, website) to communicate, ensuring
the message reaches as many people as possible.

Stay Ahead of Rumours: Address rumours swiftly with factual
information. Silence can lead to misinformation spreading quickly.

Be Mindful of Timing: Consider the timing of your communications
carefully. Avoid times when the message could be missed or
misinterpreted.

Continuously Evaluate and Adapt: Regularly review the
effectiveness of your communication strategy and be willing to adapt
based on what is or isn’t working.

Crisis Communication Plan: Develop a comprehensive crisis
communication plan that includes scenarios, strategies, and
protocols for managing different types of issues.

Leadership Visibility: In times of crisis, visibility of leadership is
crucial. Being present, approachable, and visibly engaged in the
resolution process can provide reassurance to the community.

Educate Your Community: Regularly educate students, staff and
parents on how the school plans to communicate during crises.
Knowing what to expect can reduce anxiety.

Support and Training for Staff: Provide ongoing support and
training for staff on crisis management and communication.
Empowered staff can be your best allies during a crisis.

Implementing these practices can help school heads navigate the

complexities of issue management more effectively, ensuring the safety and
well-being of their school community.



