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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

I. 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
eCommunity 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).
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a word to the wise...

an C POINTICSY BUSINESS | ENTERTAINMENT | INTERNATIONAL |

f|GARANCE FRANKE-RUTA - Garance Franke-Ruta is a senior editor at The Atlantic and
oversees politics coverage for TheAtlantic.com. Follow her on Twitter at
@thegarance.

ALL POSTS | i EMAIL FRANKE-RUTA |

[ PR £ Nin B « Previous Folitics | Next Politics » @ e B rrinT
The Slippery Story of the bin Laden Kill
MAY 32011, 4:34 PMET | ® 639 B Recommend - 3K

The early narrative of the assault on Osama bin Laden had him using his wife as a human shield
and firing from behind her. Now we learn he wasn't armed.

“Here 1is bin Laden, who has been
calling for thesg % tag d{ QDITIO NED
11v1pg£1n this mhitdel "&6 f e
plus compound:, living in an area
that is far removed from the
front, skiding—pehind women—-who-
wWere-put—inmfront of him-as—a-.
shield

UNARMED
~He-was—firing—pehind-hers"






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?

Federal Emergency Management Agency (FEMA)

Public Relations Society of America

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



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

AL WATES | Presented by; | |
Atedmeferiie  Jane Heisler, AICP, Communications Director,
Lake Oswego-Tigard Water Partnership

PNWS-AWWA Annual Conference
Boise, Idaho « May 6, 2011

N\ Lake Oswego - Tigard
) Water Partnership

/'  sharing water - connecting communities






Lake Oswego and Tigard, Oregon

Located just SSW of
Portland.

Population served:
Lake Oswego: 34,000
Tigard: 56,000






Why a Partnership?

- Lake Oswego’s system Is
near capacity; aging
Infrastructure lacks
reliabllity.

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

- Keep water affordable for
ratepayers.

G Lake Oswego’s water treatment
R _plant was buﬂtm’IQG&__ :





This Is a Big Project!
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. Upgrade, upsize and replace
Lake Oswego’s aging facilities

WEST LINN
 Meet needs of both cities

OREGON
arty

 Permit and construct six
facilities in four jurisdictions.






Many Interested Stakeholders

Policymakers (from four
cities)

+ Facility neighbors

* Ratepayers

- Regqulators

* Environmental advocates

* Fishers

« Park users






Public Involvement Philosophy

v’ Be transparent.

v" Be strategic: target those
most interested/affected.

v" Be clear about the
genuine opportunity for

Input.
v Be ready to adapt to Citizens from Tigard , Lake Oswego and West
prOjeCt Changes_ Linn attend a Partnership Open House.

v Keep policymakers
iInformed and on-board. ...






Benefits

Oversight Committee

- Project moves ¢ Lasting Tigard City Councli
ahead, on- partnerships | N 4
time .

» An informed |
* Achieves cost  customer Gretchen Buehner  Mayor
. base Craig Dirksen
Savings Lake Oswego City Council

* Long-term « Confident
community policymakers
trust and

support






Building Communications

Infrastructure

1. Use your existing
communications channels.

2. Create new targeted materials.






Existing Communications Channels

SPECIAL EDITION

* Newsletters: HelloLO,
| Tigard and Lake Oswego Kn OWH 2 O
"3 City Councils Endorse

-7 water Partnership ? » Water conservation
' outreach materials

PNWS N\
IDAHO « OREGON - WASHINGTON

 Consumer Confidence
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L ! L] , L !
P i 8,
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65 EGG,} . *  Replace Tigard's Bonita pump station with a new,

water, whether from rain or hose, carries pollutants to With the approved, the orgor focin.






Targeted Materia

* Project website

» Facebook / Twitter
- Water Savvy

* Videos

* Presentations

» Fact Sheet

Water € Savvy

9
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Partnership Video — Short Clip










Good Neighbor Plans

DRAFT

+ Develop Good Neighbor s el e e
Plans for key facilities

» Ensure neighbors’ concerns
are considered

« Adopt guidelines for:

— Design

— Construction

— Ongoing operations
— Communications

March 2011

e . Lake Oswego - Tigard
w Water Partnership
I r =
- : . .= z i ] S






L essons Learned

Don't forget 2t

IDAHO « OREGON - WASHINGTON

p O I I Cy m ake rS ! Tigard Average Residential Monthly Bill (9 ccf)

+4.3% —40.0%—+0.0%

$70 +4.3%
$60 RPTTRRLE M

Council Acts to Hold Down Future Rate Hikes

In& the the projecied rabe +14.0%

CH]%[EE T Even with the rate increase,  jn o acer wore cnt 350 I

that customers J drinking water will cost in half. Although $40 :

coud face armual Tigard customers only cusbomer rabes will $30

rate hikes abowe 30 ... apenny per gallon. pankinue bo rise in the $20

percent for several fianare as Tigard pays $10

e Gouncil fior its share for the %

members urged financial planners o waber partnership, the rabes are expectal to

fired wrays bo reduce the impacts. Using increase ooly ancther 14 percent anrally I T \y‘ \f’ ,\ﬁo ';\ K ,‘9
a financing method known a5 Bond in 2012and 2013 instead of 32 percent as 0&" R U O T T
Anticipation Notes, along with other tools,  coginally predicted. 0 3 3 3 3 3 3 3 3 ) )

Tigard increased water rates
34.5% and doubled SDCs — with
no public opposition.






L essons Learned

Consistent
messaging Is
key to success.

1.The partnership with Tigard is a good business
decision. It offers significant cost savings—one-time
and ongoing - for Lake Oswego water customers.
With the Partnership, Tigard customers will pay more
than half of total project costs, and contribute to
ongoing operations and maintenance.

2.Lake Oswego’s water system is worn out,
undersized and in need of reinvestment.

Lake Oswego's system is at capacity and the City must
move immediately to ensure that replacement,
upgrading and upsizing of key facilities occurs over
the next five years regardless of whether or not Lake
Oswego partners with Tigard.

3.Conservation is the first, most important water
source - but Lake Oswego can’t conserve enough
water to delay or resize the project. An enhanced
conservation program is being counted on to help
Lake Oswego’s water system keep up with demand
until new facilities come on-line in 2016. But
conservation alone won't meet Lake Oswego's future
water needs or help with system deficiencies.

4.Experts recommend Lake Oswego’s current water
treatment method be converted to conventional
filtration plus ozone. This proven treatment
technology will ensure high quality drinking water
year-round, and meet current and anticipated
regulations — all at a small increase in price. A Citizen
Sound Board of Lake Oswego and Tigard residents
appointed to review the treatment decision concurs
with the expert panel’s recommendation.

Continued on back...






L essons I_ earn ed Council briefings/emails,

Joint Councils meetings,
One-on-one briefings,
tours, Water Savvy

Policy makers

Project Team
Take steps |
Highly Interested

to reach n | )

Good Neigh. Plans Clt.lzen Sounding Board, Fguhty
the Wh()le Direct mail/email neighbors, Host communities,

I Public meetings Opponents

community.

Media Interested

Website/Social media NH assoc’s w/facilities,

Community briefings Clackamas River groups,
Videos Media, Regulators, some

Displays/exhibits ratepayers

Not Yet Interested

City newsletters, bill inserts
Most ratepayers

Consumer Confidence Reports

“Drinking Water Literacy Campaign”






It’s Your Turn...

Questions?






For more information

Lake Oswego - Tigard

@ Water Partnership

sharing water - connecting communities

lotigardwater.org - 503-697-6502
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