Creating Effective Crisis
Information Messages

A Message Development Guide



Hazmat at school
Unknown agent

Tweeter on scene

No PIO



Public Reaction

Worried & afraid.

Are my kids safe?

Where/when can | get them?
What happened?

Following Twitter and Facebook



Emergency Management
Concerns

Life/safety priority
Complex co-ordination
Waiting for confirmed info
EOC likely not open

Media /social media phobia






Lac Megantic Train Crash B-17 Plane Crash at Bradley

https://www.youtube.com/watch?v=l9eU59R3Xqo https://youtu.be/lgeU59R3Xqo
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Slow

HURT the
response

Mixed/inconsistent

Complicated




C I'ISIS Rally support Encourage

cooperation
Messaging

Provide info Calm nerves

It Can...

Limit rumors Gain public trust




New WRHSAC Message
Development Guide

to help balance emergency
management and public needs



Message Writing Template

Guidance

Planning/Assessment
Writing the Message Map
Evaluation/Release




Example B- 17 Bradley Incident

Planning/Assessment
Writing the Message Map

Evaluation/Release




A+

* Clear expression of empathy
* Clearly chosen audiences

* Brief simple messages

* Supporting facts

* Confirmed facts (no
speculation)

* Open, honest



The Template in Action:
B-17 Incident




Planning/
Assessment



Purpose

of the
Message

Initial Event Message B Give Facts
B Clarify Event Status B Rally to Action
Holding Message Address Rumors

Warning Message m Satisfy Media requests



Weather

lce/Snow/Cold
Heat Wave

. Tornado
Hurricane

Flooding

Biological

Accident

Water Emergency
Infectious Disease
Contagious Disease

Arbovirus

Man-Made Terrorist
| Hazmat | Active Threat
W Multi-Casualty Incident | Terrorism
Wildfires

Other Airplane crash B-17 Bradley International



Response

Activity

Evacuation Road Closures B Where to Get Help
Shelter-in-Place Rescue Operations B Where/When to Get Information
" Mass Sheltering | Utility-Service-Infrastructure Damage Volunteer/Donations
~ Medical Surge 7

Power Outage NTSB Investigation



Target

Audience

Internal

ICS staff
B Response Partners
Local Government

m First Responders
VIPs

External

General Public

Victims / Their Families
Those Most at Risk
Worried Well

Business

Media

Other

Other

Neighboring Communities
National Media
Neighbors of Victims
State/Federal Agencies



Critical

Information
Needs

Explain the situation/response

Confirm knowledge of the incident
Scope of the incident
State actions being taken

State actions for the public to take

First: what, where, when. Don’t answer who, why,

how until you are sure. Don’t speculate!

Steps to take to protect themselves/families
Steps to take to help the response

Where to go for help/information?

Who is responsible?

How are you helping ?

Risks/benefits of Public Safety/Health actions?



Choose a
Spokes-
person

empathetic ®
trustworthy o
trained °
credible o

EMD

Selectboard Member
Mayor

Town Administrator

knowledgeable
committed/dedicated

good communicator

willine to practice the message

Town Council Member
Fire Chief/Designee
Police Chief/Designee

Other

Choose a Spokesperson to deliver the message. Characteristics of an effective spokesperson include:

honest/open

flexible

works well under pressure
understands limits of authoritv

Spokesperson Department (For a press conference you may want multiple speakers/departments)

| | Community PIO

DPW
Board of Health Member/Staff
NTSB Board Member



Writing the
Message Map



Audience Target Audience: General Public,
& Key

Concern

What happened?
m  How are you helping?

| What actions can | take to keep safe?
B  What can we expect?

B Why did this happen?

m Why wasn’t it prevented?

| What else can go wrong?

Media, Victims and Families,
Responders

What does this information mean?
| Property/infrastructure damage?
m Where to go for help/information?
- Whois responsible?
m What actions are being taken/recommended?
'~ What are the risks/benefits of public health/safety actions?
Other



Message
Map




Write 3 Key Messages that :

* Use short simple words and sentences.
* Each message ~g words < 30 total.

* Most important first and third

* No acronyms or jargon

* Grade 6 reading level

Key Message #1. Key Message #2 Key Message #3




Write 3 supporting details for each key message: follow same guidelines

I NTSB arrived at 4 pm and began our investigation.

Supporting Info 1-1

Our mission is to learn what happened, why it happened and to
prevent it from happening again. (17)

Supporting Info 1-2

We have started to assess the scene. (7)

Supporting Info 1-3

We have started to collect perishable evidence. (7)



Key Message #1. Key Message #2 Key Message #3
Y g Y g Y g

. K far i
!\ITSB .arrl\./ed at 4 pm and began our o [ & e 6 e seeEla. Wha.lt we know so far, is
Investigation. preliminary.

Supporting Info 2-1

Our mission is to learn what Specialists in air operations and air
happened, why it happened andto | worthiness will assess what
prevent it from happening again. happened.

At 9:45 a Bay Tail # Ng3012
departed Bradley on runway 6.

The plane was operated by
Collings Foundation in Stowe
MA.

We have already started to assess the We have a drone specialist who will
scene. document the scene.

We have started to collect perishable |We have family assistance staff to ' There were 10 passengers and
evidence. get families resources. 3 crew on board.




Evaluation
&
Release



Evaluate
the
Message




- Fire Department - DPW
~ Police Department Mayor/ | Board of
'I} Town Administrator School | Health EMD
_"_ Department .| Other



Release

Approvals

he Message is Approved by: | | Incident Commander (IC) | Public Information Officer (PIO)

IC Signature Date

PIO Signature Date



Media Release

Press Conference
| | Media Interview
. Public Meeting

. Facebook

Instagram
Twitter
Webpage
Radio

~ Television

Reverse 911 Messages
211 Messages

" Hotline scri_pts



Pre-written Messages

@ Response Activities

® Target Audiences

® Scenarios
@ Warnings




Putting the
Template into
Practice

azmat near a school
Unknown agent




Hazmat
Scenario




Limited # of
messages

that Mmeet
audience
needs
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Use the new
guide to help you
"get through”
during the first
hours of your
next emergency!

Pre-write critical messages and
share them with others in your
response community.



Closing
Information

More Information

 MEMA PIO courses

* Find the documents at
www.wrhsac.org
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http://www.wrhsac.org/

People will not
care what you
think, until they
know that you
care.

Theodore Roosevelt

“"On behalf of the NTSB
we extend our deepest
condolencestothe
families of those who lost
their lives in this tragic
event. To those who were
injured, we wish a speedy
and full recovery “.



