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During a crisis situation, communication with all affected persons – from staff to customers to the media – is vital.  The information provided to all audiences must be accurate and timely.  In particular, any estimate of when the agency might return to normal operations should be announced with care.  

One spokesperson (DSL’s communications manager, director or an executive team designee) must disseminate factual information, minimize misinformation and communicate as often as needed to provide updates to the public.  

In addition to information about DSL’s situation and how it might affect customers, the public deserves timely, accurate, credible and coordinated information in order to react appropriately.  State agencies have a responsibility to issue information that achieves the following goals, as outlined in the state’s Emergency Management Plan:

A. Help prevent loss of life and property.

B. Warn and inform people in danger about the threat, and tell them what they can do to reduce their risk.

C. Improve appropriate public response to future emergencies and disasters through education.

It is important for all DSL staff to have a basic understanding of the agency’s emergency communications protocol, and to follow direction based on the procedures outlined in this document.  

Note:  This plan does not apply to the state’s Inclement Weather Policy.  
Communications Protocol

DSL Staff Communications

· First call is to DSL director or assistant director for land management (building supervisor).  If the building structure is in question, staff should not enter the building.  

The assistant director for land management is the primary building supervisor and is responsible for building-related decisions (such as activating the emergency evacuation plan and calling the State Police).  If he/she is not available, alternates are the DSL director or another assistant director.  
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· Director calls:  

1) All assistant directors

2) Communications manager

3) HR manager

4) Executive assistant

5) Internal Auditor

· Assistant directors call their managers.  If an AD is unavailable, the director calls the division managers.  

· Managers call their staff or split up calling with ADs.  If a manager is unavailable, the AD calls that manager’s staff.  

See Appendix A for staff list and contact information.

State Lands Tenant Communications

· Assistant director for land management or land management executive assistant (building managers) call tenants; tenants are responsible for calling their own staffs.

· Land management executive assistant (or designee) calls building vendors/suppliers.

See Appendix B for list of building contacts and vendors.  

Spokespersons

· Staff – director or designated assistant director

· External – communications manager, director or designee – one person
Procedures
Internal

· Director (or designee such as executive assistant or an AD) records a message on the DSL main phone line explaining the situation, and directing callers (which includes staff) to the DSL Web site for additional information and updates.

· Executive Team/BCP Steering Committee meets at a mutually agreed upon site (or via conference call) to discuss key messages, emergency plans (BCP activation) and communications strategies.  This team provides critical input into external communications.

See Appendix C for phone directions and sample messages.

See Appendix D for a list of the DSL Executive Team and BCP Steering Committee.  
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External

· Communications manager (or designee/communications team) prepares communications materials, including press releases, Web postings and press packets.  If needed, a communications team will be composed of communications manager, director’s executive assistant and others.  

· Communications manager (or designee/communications team) sends news releases to FlashNews.net and sends other email communications, as necessary (Appendix C); works with webmaster or designee to post information on DSL Web site.  

· Communications manager coordinates all incoming media calls, arranges for interviews, etc.  Staff is required to refer all calls to the communications manager or DSL director.  No exceptions.  If a technical spokesperson is needed, communications manager and executive team will determine the appropriate person. 

· Communications manager or team will keep a log of media calls/responses.  

· Longer-term:  If the crisis is extended, Executive Team determines how to communicate directly with customers via email, surface mail, phone calls, etc.

See Appendix E for news release posting information, sample news release and press kit/DSL agency information.

See Appendix F for media log template.

See Appendix G for a list of DSL key customers and contact information.

DSL’s State Obligations

Emergency Management:  In the state’s Emergency Management Plan, DSL is categorized as a Support Agency during a large-scale, statewide emergency.  Support agencies are “responsible to provide expertise, experience, and assets to the State Support Functions as needed or requested by the Primary agency.” 

http://www.oregon.gov/OOHS/OEM/archive/library_resource.shtml  

Oregon Emergency Management 

P.O. Box 14370

Salem, OR   97309-5062

(503) 378-2911; 1-800-452-0311

www.oregon.gov/OOHS/OEM  
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State Crisis Communication Plan:  DSL is part of the state-agency communications plan which provides for timely, accurate and coordinated public information during a multi-agency crisis.  The plan’s leadership team, composed of staff from DAS, the Governor’s Office, State Fire Marshal’s Office, ODOT, Emergency Management and others, has developed a communications chain of command and call tree which will be activated in the event of a major disaster or multi-agency crisis.  DSL is included in the natural-resource agency category.    



Public Affairs Manager


Oregon Emergency Management


(503) 378-2911, ext. 22292
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Tips for Dealing with the Media During a Crisis
· Get your facts straight – never speculate or guess on the status of the situation, or comment on unconfirmed facts.

· Keep your messages simple – one to three key points that could be communicated to a 12-year-old.

· Don’t lie, even if telling the truth is painful.  Accentuate positives where possible.

· If you cannot comment on a question, don’t – it’s ok to say “I don’t know” but always follow up with, “I’ll try to find out and get back to you” – and do.  
· Stay calm and keep focused on the key messages – it’s easy to get flustered when news media are firing off questions.  Answer slowly and deliberately.

· Never use technical jargon or acronyms – the public deserves to know what is going on in a simple, straightforward way.  

· Be empathetic and caring if there are injuries, or if the situation is life-threatening or involves casualties.

· Provide regular updates – let media know how to get updates.  

· Enhance media outreach with press packets, fact sheets and visuals whenever possible.  

· You are always on the record – this includes in-person or phone interviews, as well as email correspondence.  

· Remember that media are doing their job and the public is entitled to know what’s going on.  Work to translate the situation in an understandable way so misinformation will be kept to a minimum.

Potential questions that might be asked:

· What happened?

· When did it happen?

· How were staff/others informed?

· How did it happen – what is the (suspected) source of the crisis?

· What is the impact?  

· Will this impact other agencies, state government as a whole or Oregon taxpayers?

· What is being done?
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· Were people injured?  Who?  How many?  

· Who is affected by the situation?  How many workers are displaced?  Where will they go?

· Can we talk to the injured or their families?

· What is the damage to the building?  Cost?  

· What measures are being taken to insure this doesn’t happen again?

· Who is in charge?

· Has the Governor been notified?  Who else?

· When will you resume normal operations?

Facts Checklist:

Date of incident:





Time of incident:

Contact:







What happened:

Location:

Injuries:

Impact on community/state:

Hazardous materials, situation or injuries?

Effects:

Corrective action/next steps? 
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Appendix A:  

DSL staff lists with home contact information – note staff home contact information is available only to ADs and direct supervisors.

Appendix B:

List of building tenants and vendors with contact information.

Appendix C:

DSL phone system directions and sample messages – note only a limited number of staff will have access to this appendix.

Appendix D:  List of DSL Executive Team and BCP Steering Committee.

Appendix E:

Procedures for posting a news release on FlashNews.net, list of other key contacts (governor’s office, state communications network, DAS, etc.), sample news release and press kit contents.  

Appendix F:  
Media log template.

Appendix G:

List of DSL customers/key contacts and how to access their email addresses, surface mail addresses and phone numbers.

Related documents:

· DSL emergency planning documents (evacuation plan, etc.)  

· SSNERR and Bend office plans

· State Crisis Communication Plan

· State Emergency Management Plan
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