Organizing Your Emergency and Risk Communication Response

Within Thirty Minutes After Start of Crisis: 

Information Gathering

1.  Verify the Situation

· Get the facts from your water system personnel.

· Obtain information from additional sources such as, local public health, law enforcement, fire departments, hospitals or CDHS to put the incident in perspective.

· Ascertain information origination and determine credibility.

· Review and critically judge all information.

· Determine whether the information is consistent with other sources in other markets.

· Determine whether the characterization of the event is plausible.

· Clarify information through subject matter experts.

· Attempt to verify the magnitude of the event and human impact.

2. Conduct Notification

· Follow established communication protocol.

· Make sure your General Manager or emergency management chain of command is aware of the situation.  Get his or her authorization to proceed.

· Contact key personnel and provide briefing on issue.

· Contact your CDHS District Engineer

3.  Identify Staffing and Resource Needs 

· Assemble your crisis communication team.

· Secure an appropriate space, equipment and supplies for the course of the event. 

· Ensure crisis information is being communicated to staff members.

4. Conduct Assessment/Activate Crisis Communication Plan

· Continue to gather and check the facts. 

· Determine who is being affected by the crisis. What are their perceptions? What do they want and need to know?

· Determine what the public should be doing.

· Activate plan to join Joint Information Center (JIC) or begin emergency communication operation.

· Activate your communication team with a call down list. 

· Determine stakeholders and partners. 

· Activate spokesperson(s). 

· Monitor what is being said about the event. Is the information accurate?

5. Organize Assignments

· Determine the current priorities.

· Identify subject matter experts and spokespersons. 

· Decide whether communication should operate 10, 12, 20 or 24 hours a day.

· Decide whether communication should operate 5, 6 or 7 days a week.

Thirty Minutes to One Hour After Start of Crisis: 

Initial Release of Information 

6. Prepare Information and Obtain Approvals

· Determine special populations. 

· Prepare key messages and initial media statement. 

· Develop incident Q&A. 

· Draft and obtain approval on initial news release. 

· Provide only information that has been approved by the appropriate agencies. Do not speculate.

· Repeat the facts about the incident.

· Describe the data collection and investigation process.

· Describe what the water system is doing about the crisis.

· Explain what the public should be doing.

· Describe how to obtain more information about the situation.

· Confirm media contact list. 

7. Release Initial Information to Media, Public and Partners through Arranged Channels

· Distribute news release to media contacts. 

· Ensure spokesperson(s) are standing by for potential media inquiries.

· Distribute media materials to partner/stakeholder organizations. Establish regular briefing schedule and protocols with them. 

· Establish regular briefing schedule and protocols for working with the media.

One to Two Hours After Start of Crisis: 

Follow-up Information

8. Update Media with New Information

· Send follow-up release with additional incident information and details of any scheduled news conferences/media briefings.

· Create additional materials including fact sheet and media advisory for news conference and media briefings, as necessary.

Two to Four Hours After Start of Crisis: 

News Conference

9. News Conference 

· Notify media of scheduled news conference.

· Conduct news conference.

· Gather information addressing unanswered journalist questions.

· Notify media when next update will occur.

Four to 36 Hours After Crisis: 

Media Follow-up

10. Disseminate Additional Information

· Send additional information to media, as available.

36 Hours to TBD After Crisis: 

Conduct Evaluation

11. Obtain Feedback and Conduct Crisis Evaluation 

· As soon as is feasible following a crisis, conduct an evaluation of the organization’s response.

· Compile and analyze media coverage.

· Share results within your agency.

· Determine need for changes to the crisis and emergency risk communication plan.

· Determine need to improve policies and processes.

· Institutionalize changes with appropriate training.

· Revise crisis plan policies and procedures based on lessons learned.

12. Conduct Public Education

· Once the crisis has subsided, your water system may need to carry out additional public education activities.

· Determine the public’s perceptions and information needs related to the crisis.

· Focus on "worried well" (psychosomatic) individuals and other mental health messaging. 

· Update your community on the crisis status through town hall meetings, flyers or other outreach activities. 

Information in this section is adapted from the CDC Crisis Emergency Risk Communication Manual
