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crisis or chaos?


jennifer jones, usda forest service







crisis or chaos?


crisis – a situation that has reached a critical phase


chaos – a state of utter confusion







3 simple steps to successful crisis communications


1. develop a crisis communications plan ahead of time.


2.  test your crisis communications plan regularly.


3.  update your crisis communications plan often.







develop your crisis communication plan 


•Should be short and sweet


•Consider organizing by crisis type


•Should include:
•Key internal and external contact names, phone numbers, 
email addresses


•Organization leadership
•Partners
•News media
•Elected officials
•Community VIPs







crisis communication plan
crisis type:


internal contacts:


external contacts:







develop your crisis communications plan


•Information development, review, and release policies and 
procedures


•Key messages


•Key facts and figures


•Potential spokespersons







key message examples
•This was a tragic accident, and our hearts go out to the (last name of victim) 
family, (his/her) friends and (his/her) colleagues.


•We are deeply saddened by the loss of (this/these) firefighter(s). Firefighter and 
public safety is always the top priority in wildland fire management. 


•We are deeply committed to learning from this accident and to doing everything we 
can to prevent similar incidents from happening in the future.


•The USDA Forest Service investigates all serious accidents according to protocols 
and procedures outlined in the agency’s Accident Investigation Guide.


•The first step in the process is to assemble a Serious Accident Investigation Team 
and to send them to the site as soon as possible.  The team typically prepares a 
factual report, which is made available to the public, and a management evaluation 
report for internal use.  An Accident Review Board is then convened to examine the 
recommendations in the reports and to develop a Safety Action Plan to address 
them.







key facts and figures examples


•Public Law 107-203 requires the U.S. Department of Agriculture Inspector 
General to conduct an independent investigation of “…each fatality of an officer 
or employee of the Forest Service that occurs due to wildfire entrapment or 
burnover,…” 


•Between 2005 and 2009, a total of 85 local, state, and federal government 
employees died fighting wildland fires.  Of those, 32 died in aviation accidents; 16 
died of heart attacks/medical causes; 15 died in driving accidents; 9 died in 
burnovers; 5 died in hazard tree incidents; and 8 died of other causes such as 
heat illness, falls, or electrocution (Source:  NWCG Wildland Firefighter Fatalities 
by Cause 1999-2009).











a word to the wise…







crisis communication plan
key messages:


key facts and figures:


potential spokespersons:







develop your crisis communications plan


•Operational details
•Information center location and backup
•“The help”
•Phone and fax lines
•Websites/social media







crisis communication plan
information center location and backup:


the help:


phone and fax lines:


websites and social media:







test your crisis communications plan







update your crisis communications plan







comments and questions?


jennifer jones
public affairs specialist


usda forest service, washington office
fire and aviation management


national interagency fire center
(208) 387-5437


jejones@fs.fed.us


Federal Emergency Management Agency (FEMA)


Public Relations Society of America



http://www.fema.gov/emergency/nims/PublicInformation.shtm�

http://www.prsa.org/�

http://www.prsa.org/�

http://www.prsa.org/�
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Customers First! 
Modern Communications
Strategies Reap Rewards


Presented by:
Jane Heisler, AICP, Communications Director, 


Lake Oswego-Tigard Water Partnership


PNWS-AWWA Annual Conference
Boise, Idaho • May 6, 2011
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Lake Oswego and Tigard, Oregon


Located just SSW of 
Portland.


Population served:
Lake Oswego: 34,000
Tigard: 56,000
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Why a Partnership?


• Lake Oswego’s system is 
near capacity; aging 
infrastructure lacks 
reliability.


• Tigard needs secure, 
dependable water; and 
desires ownership share.


• Keep water affordable for 
ratepayers.


Lake Oswego’s water treatment 
plant was built in 1968.
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This is a Big Project!


• Upgrade, upsize and replace 
Lake Oswego’s aging facilities


• Meet needs of both cities


• Permit and construct six 
facilities in four jurisdictions.
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Many Interested Stakeholders


• Policymakers (from four 
cities)


• Facility neighbors 
• Ratepayers
• Regulators
• Environmental advocates
• Fishers
• Park users
• Many others
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Public Involvement Philosophy


 Be transparent.
 Be strategic: target those 


most interested/affected.


 Be clear about the 
genuine opportunity for 
input.


 Be ready to adapt to 
project changes.


 Keep policymakers 
informed and on-board. 


Citizens from Tigard , Lake Oswego and West 
Linn attend a Partnership Open House.
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Benefits


• Project moves 
ahead, on-
time


• Achieves cost 
savings


• Long-term 
community 
trust and 
support 


• Lasting 
partnerships 


• An informed 
customer 
base 


• Confident 
policymakers


Oversight Committee


Gretchen Buehner Mayor 
Craig Dirksen


Bill Tierney Mary Olson


Tigard City Council


Lake Oswego City Council
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Building Communications 
Infrastructure


1. Use your existing 
communications channels.


2. Create new targeted materials.
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• Newsletters: HelloLO, 
KnowH2O


• Water conservation 
outreach materials


Existing Communications Channels


• Consumer Confidence 
Reports 


• Weekly / monthly 
Council updates


• Cities’ websites
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Targeted Materials


• Project website 
• Facebook / Twitter
• Water Savvy
• Videos
• Presentations
• Fact Sheet
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Partnership Video – Short Clip







1212


Partnership Video – Short Clip
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Good Neighbor Plans


• Develop Good Neighbor 
Plans for key facilities


• Ensure neighbors’ concerns 
are considered


• Adopt guidelines for:
– Design
– Construction
– Ongoing operations
– Communications
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Lessons Learned


Don’t forget 
policymakers!


+34.5%
+14.0%


+14.0%
+14.0% +4.3% +4.3% +4.3% +4.3% +0.0% +0.0%
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Tigard Average Residential Monthly Bill (9 ccf)


Tigard increased water rates 
34.5% and doubled SDCs – with 
no public opposition.
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Lessons Learned


Consistent 
messaging is 
key to success.
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Take steps 
to reach
the whole 
community.


Lessons Learned Council briefings/emails,
Joint Councils meetings,
One-on-one briefings, 
tours, Water Savvy


Policy makers
Project Team


Highly Interested


Interested


Not Yet Interested


Citizen Sounding Board, Facility 
neighbors, Host communities, 
Opponents


NH assoc’s w/facilities, 
Clackamas River groups, 
Media, Regulators, some 
ratepayers


Most ratepayers


Good Neigh. Plans
Direct mail/email
Public meetings


Media
Website/Social media
Community briefings


Videos
Displays/exhibits


City newsletters, bill inserts
Consumer Confidence Reports


“Drinking Water Literacy Campaign”
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It’s Your Turn…


Questions?
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For more information
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