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I. CRISIS COMMUNICATIONS PLAN OBJECTIVE

This plan is designed to streamline the flow of information regarding the Knox County Board of Developmental Disabilities (KCBDD), the individuals served by KCBDD, and programs during a crisis or catastrophe. The Best Practice Crisis Communication Manual is to be used in conjunction with the safety plan and all current safety procedures as established by the Board of DD.

The major objective of this manual is to assist management staff and employees of KCBDD in maintaining control of all information that is distributed during and after a crisis has occurred, so that the accuracy and continuity of the information is preserved.

The plan establishes a communications linkage before a crisis. This linkage will keep the Superintendent and Board President informed as to the status of any information planned to be released to Board constituencies. It will insure a smooth and accurate flow of facts and data to the media as well as to other constituencies including parents, guardians and next-of-kin.
II. TYPICAL MEDIA CONTACT

Employees of the Knox County Board of Developmental Disabilities shall revert to the Board’s current policy on “Contact with the Public” (Policy & Procedure # 8000) for non-crisis situations.
III. COMMUNICATIONS PROTOCOL

Unless otherwise directed by the Superintendent, at no time during a crisis are staff members to release information to the media without directing the media members first to the Superintendent and/or the appointed Crisis Communication Team Leader.  At no time will any staff member say, "NO COMMENT."  
Unless otherwise directed, the official statement that will be given by staff members to the media person requesting information is the following:

"To insure that the most current and accurate information is released, the Board has requested that all statements be issued through the Superintendent. You may contact our Superintendent at 740-397-4617” 
IV. CRISIS COMMUNICATIONS QUICK LIST
A. Be Prepared


Know what is in this plan and how to use the material.
B. Stay Calm
Your calm, professional approach will help to instill confidence in those around you; the information you need is in this plan.

C. Get the Facts


Use the forms in the plan to gather accurate information quickly; never speculate.

D. Respond Quickly

As soon as you have the facts, make sure the Superintendent, Crisis Communication Team Leader and Management Team directly involved are informed and keep updating the information; rumors fill the void if facts are not provided.

E. Be Consistent

Only designated spokespersons will respond to the media; only approved statements will be used.

F. Evaluate 

Keep a log of what has happened; review and evaluate what has happened as quickly after the crisis as possible; use what you have learned to update or expand this plan. 

V. IDENTIFYING A CRISIS


When working with human beings, there are many things that can occur that may be determined to be of crisis in nature.  Any event determined by the Superintendent or Board to be a crisis would enact the Crisis Communications Team to go into operation. For possible crisis situations and designees in each scenario please reference Appendix A: Possible Crisis Scenarios
VI. FORMING A CRISIS COMMUNICATION TEAM 
A. Team Members 
1. The Crisis Communications Team will be comprised of as many people as necessary to handle the communications needs during the crisis.
2. The Crisis Communication Team Leader will be designated by the Superintendent and will report directly to the Superintendent.  
3. Serving on the team will be Directors and Management Team members as assigned by the Superintendent.  
4. It may be necessary to tap other personnel to assist as needed.  This will be at the discretion of the Crisis Communication Team Leader with approval of the Superintendent.  
5. The Crisis Communications Team headquarters will be located in the office of the Superintendent (unless otherwise designated by the Superintendent).
B. Flowchart/Contact List/Communications Protocol:
The purpose of this flowchart is to minimize the numbers of persons disseminating information in order to insure that the correct information is distributed.  When in doubt as to whom you are to report for information, go to your immediate Supervisor or the Superintendent in his/her absence.


Appendix B: Contact Information for KCBDD Management Team 
C.  Duties of Crisis Communications Team
1. Work closely with Emergency Management personnel to secure all information pertaining to the crisis.

2. Direct the dissemination of all information pertaining to the crisis to program constituents, including media.
3. Update and continue the dissemination of information during time frame of crisis.

4. Follow-up and evaluation after the crisis is over.

VII. PROCEDURE CHECKLIST

A. Determining the Nature and Extent of the Crisis

(PR Director or Designee will be investigating items 1 through 3 and then report to the Superintendent).
1.
Facts - Designee will gather all pertinent facts (i.e. what has occurred, locations of incident, time, date, injuries, impact on DD individuals served, staff, neighbors, hazardous materials involved, environmental impact, expected resolution time-frame) and will provide the information to the Crisis Communication Team Leader so that a draft of an official statement can be produced for the Superintendent to review and approve for release. Information will be updated on an hourly basis, as needed, or we will wait until the situation is stabilized.
2.
Background/Causes - The Crisis Communication Team Leader will be responsible for providing background information on the history of the Board's programs and services. The Human Resources Director will provide the necessary basic non-confidential background data about the employee (employment duration, position, etc.) to the Crisis Communication Team Leader. 
3.
Sources - Information will be gathered from all reputable sources including DD personnel, industrial specialists, state specialists, and neighbors who may have heard or seen something prior to or during the occurrence. Technical advisors will be solicited for information when pertinent. Interviews with staff involved in the crisis will be solicited, if possible, and if helpful to the nature of the crisis. Information gathered by the media will not be confirmed unless it can be verified through trusted Board sources.
4.   Staffing - Additional staffing needs will be coordinated from within the agency. The Crisis Team will determine who will be in charge of the site staff and will coordinate with them on messaging and obtaining accurate information for release.

5. Evaluate – Crisis Communication Team will complete the Appendix C: Crisis Incident Evaluation Form to determine communication expectations/needs.
B. Notification

1. Management Notification: Initial management notification will come through the department where the incident was first reported. The Superintendent and Crisis Communication Team Leader will further initiate management notification.
2. Family of Injured/Dead: (before giving names to media) – Action will be taken as quickly as facts are gathered to prevent the family from learning of the tragedy through the media. Until official family notification has been made, the Superintendent, Crisis Communication Team Leader, or designee will respond to media inquiries.  
a. EMPLOYEE: Human Resources Director will be responsible for communicating with the coroner and/or law enforcement to confirm if an employee is deceased. In the event of death or catastrophe, OSHA/ Employee Risk Reduction Program must be called within 8 hours (740-393-6719/ 1-800-321-OSHA).The Human Resources Director will be responsible for contacting law enforcement or the coroner to confirm that the employee is deceased or injured and that next of kin has been notified by law enforcement or the coroner.
i. Example for Injuries: If an employee has received minor injuries, the employee will be consulted before responding to media inquiries.  However, if police or emergency medical personnel are involved, the Superintendent will take a lead role in deciding when and how to respond to the media with accurate, confirmed information. Once a police report has been filed, the information is public record.
ii. Example for Death. The name and approved information about the employee or victim may be supplied to news media only upon confirmation that the employee or victim's family has been notified and alerted that the name will be given to the media. 

b. INDIVIDUAL: The Community Services Director will be responsible for confirmation of death/injury through corner or law enforcement for individuals served by KCBDD. The Community Service Director will confirm that the law enforcement or Coroner has notified the next of kin.
C. Media Relations 
General Policy:  We will provide information to the media as quickly and fully as it can be gathered and confirmed.  We will not speculate on a situation nor provide any information that has not been verified for release or is proprietary. 
All staff contacted by the media will be provided with and will adhere to communication protocols until/unless supplied with approved statements: Appendix D: First Response to Media. 
1. Who will Communicate: 

a. Persons actually giving the information to the media will be limited to one or two so that the information is consistent.

b. The Superintendent, working with the Crisis Communication Team Leader, will be responsible for designating the appropriate spokesperson(s) and will be responsible for keeping the Crisis Communication Team informed concerning the types of questions asked and anticipated coverage by the media. 

c. The Crisis Communication Team Leader or staff, as designated by the Superintendent, will use a preapproved statement to respond to queries as they are received and send updated statements by fax, email, or telephone to all the media on a regular basis.
d. The Board's point of view will be relayed in the same manner to all media, and the feedback from the media will be used immediately by the crisis communication team and spokesperson(s) for updating future statements.

2. When to Communicate: We will make every effort to make announcements at the following points in a crisis:
a. Immediately upon hearing of the crisis.
b. After the first assessment of the situation (i.e., numbers of persons injured or deceased, financial damage, property damage, etc.).
c. Progress reports of new details and status reports about activities undertaken to alleviate the problem.
d. A final announcement stating that the situation is under control and stating the actions taken to avoid further crisis situations.
3. Notification Methods:
a. Press Releases - The Crisis Communication Team Leader will prepare news releases.  Releases will follow standard Board-approved format written on Board news release paper, with media contact, telephone number, and date of issue and requirements for releasing news (i.e. For Immediate Release).  Releases also should include a dateline and a complete description of all of the facts in the top two paragraphs (who, what, where, when, how).  Technical explanations will be given as needed. All releases will be approved by the Superintendent or Board President prior to release.
b. Board Statements: The Crisis Communication Team Leader will work with the Crisis Team to develop the initial statement while all facts are being gathered. 
i. Appendix E: Crisis Message Development Worksheet will be used to formulate a statement. 
ii. Initial statements that are approved by the Superintendent or Board President will be provided to all media contacts logged and to other media outlets as deemed necessary. When possible statements will be posted online as well.
c. Phone Calls - Conducted by Management Team Personnel as designated by the Superintendent or his/her designee. 
d. Requests for Information – 

i. All media calls will be logged using Appendix F: Media Contact Log and responded to in exactly the same manner.  No exclusive interviews or priority information will be shared with one media outlet over another. 
ii. All requests for records will be recorded on Appendix G: Information Transmission Log.  
e. E-mail – Message(s) will be prepared by the Crisis Communication Team Leader and approved by the Superintendent. The same method of logging and responding to e-mail inquiries will be used as is used for phone contact.

f. Website - The Crisis Communication Team Leader will update the County Board’s website and/or social media outlets with information about the crisis as approved by the Superintendent. If available, a dark site will be enacted.
g. Meetings -The Crisis Communication Team will determine if Board or public meetings will be conducted and notification would follow through the normal channels, i.e. media notifications, notices sent to parents, community group notification, etc.
h. Media Conference:  If it is necessary to brief all the media at once, to show visuals, or to explain the Board's position quickly to the media in a uniform manner by several managers, a media conference will be arranged as the best way to present the Board's point of view.  

i. Appendix H: Media Briefing Checklist will be used to prepare the conference.
i. Letters - The Crisis Communication Team will determine if letters will be forwarded to employees, enrollees and families, providers, or the media.
j. Board Publications - If a determination is made to include information about a crisis situation in a Board publication, the Crisis Communication Team Leader would handle that, as directed by the Superintendent. 
k. Interview Requests:  If it is determined that it is in the Board's best interest to provide an interview, it will be done by phone or in person. In most cases, the Board spokesperson(s) can best handle the interviews without extensive preparation since he/she will be the most informed concerning the changing facts of the incident and the Board's position on the matter. 

i. Appendix I: Media Interview will be reviewed to prepare for the interview and inform the spokesperson of best practices.
l. Advertising - In a long-term crisis, there may be a time when the Board has to get a message across clearly to a large number of people in a very short time. Paying for air time or ad space may be found to be the best option to distribute information to the community quickly and in the manner the Board wants it to be communicated. With properly targeted paid advertisements in major media, the Board can reach its key audiences and other publics directly and dramatically while having total control over message content. Paid advertising will be handled by the Crisis Communication Team Leader upon approval of the Superintendent or Board President.  
4. Monitoring Crisis Coverage:  
a. The Superintendent will work with the Crisis Communication Team Leader to decide how much press coverage will be monitored and designate a staff person responsible for tracking coverage and informing the Crisis Communication Team.
b. TV broadcasts will be recorded, radio broadcasts taped and print stories clipped, when possible, to give the Crisis Communications Team the opportunity to review the fairness of the coverage, catch errors that need to be corrected, and document the incident for future review.

5. Meeting Deadlines:  Our future media credibility and the Board's reputation can be affected by how we meet the media's deadlines.
a. It is the responsibility of all those in first contact with the media to take down all questions and the deadline when the information is needed using Appendix F: Media Contact Log.  
b. The Crisis Communication Team or designees will make every effort to call the reporter back by the agreed deadline or as soon as the information is available.  
c. Even if there is not a specific comment to make or any new information to offer, we will make an effort to get back to the reporter before the deadline to explain what the situation is and offer to get back to the reporter when new information is available.  
d. We will not discriminate against local media in favor of national media.
6. Photography/Video:  
a. If the incident has occurred on Board property, it is up to the Superintendent in cooperation with the on-site emergency, security and administrative personnel to determine if it is safe to permit reporters and photographers on the scene and to determine how much access media will have to an emergency site for video or photo coverage. 

b. Off Board property, photographers are legally free to take photos without Board interference.  
c. On Board property 
i. The photographer is to be restricted from areas with proprietary equipment and from private offices where confidential individual information may be filed. 

ii. It is imperative an authorization for Media Release of Information, is signed by individuals (guardians if necessary) and also any staff in the photo.  
d. A representative is to accompany media/photographers while on the scene. The Superintendent, Crisis Communication Team Leader or a designee will be an escort.  
e. Unless approved by the Superintendent or Board president, Board employees and individuals not involved in the incident will not be allowed at the scene, for their safety as well as to restrict the number of people who could make unauthorized remarks to the media.

f. When available and appropriate, a Board photographer will be used to take photos or videos of a fire in progress or damage after an accident. This may be helpful in determining the cause of the incident and in documenting the incident for insurance reasons.  
7. Communications Center:  It may be necessary to set up a separate media center near the scene for reporters to gather information without being in danger, to control the confusion, and to clear the scene in order to bring the incident under control.  The Communications Center will provide the media with a place to interview the Board spokesperson(s) and call back stories to their offices. For incidents of longer duration, the center can also serve as a place to rest and provide refreshments. The determination to create a communication center will be made by the Superintendent and will be organized by the Crisis Communication Team. The Crisis Communication should utilize Appendix J: Media Information Center to create a center.
8. Outside Vendors and Services
It may be determined that outside vendors of services are necessary to assist with resolution of a crisis. Such outside services determined necessary by the Crisis Communication Team will be approved by Superintendent and/or Board president and responsibility for contact and management of such services will be assigned by the Superintendent and/or Board president.
a. Signing and foreign language interpreters will be recruited, if needed.
b. Vendors or suppliers of equipment will be contacted for information, if needed.
c. The State Department of DD - Office of Public Information will be contacted to inform them of the crisis and to secure additional help, if needed.
d. Outside security services will be called, if needed.
e. The phone service provider will be contacted if wiring is needed for emergency purposes.
f. For a long-term crisis, providers for refreshments and/or food will be contacted, if needed.
g. If the nature of the crisis delays or prohibits delivery of contract services to outside customers, communication to those customers will be coordinated by the Manager or Director directly involved with the customer or by the Crisis Communication Team Leader.
D. Evaluation 
1. Evaluation Form - Will be completed and used for review and serve as background for future crisis situations. Appendix K: Post Crisis Evaluation Form will be used to document this evaluation.
2. Media Coverage - Will be gathered and distributed to all crisis team members and other involved personnel.  Local monitoring will be coordinated by the Crisis Communication Team Leader.
3. Review by Crisis Team - Crisis Communication Team leader will conduct a review meeting following the crisis period to review techniques and determine if the most effective actions were taken. 
4. Suggestions for Improvement - Offered by Crisis Team, the Crisis Communication Team Leader, and other involved Board personnel. Also seek input from outside governmental agencies, safety forces, etc.
5. Update Crisis Preparedness Plan
a. Reviewed annually and updated as needed. 
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