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1.0 Introduction 
 

1.1 Purpose  
Causes of Civil Unrest spans a wide variety of actions and includes but is not limited to 
social issues, working conditions, public policy, strikes, demonstrations, sports 
championships, racial tension, religious conflict, unemployment, or lack of essential needs.   
 
One preparation to monitor, manage, and control information for a civil unrest event is a 
solid plan, personnel, and proper training.  This guide can assist Public Information Officers 
(PIO’s) respond effectively, so that those concerned about public policies and practices feel 
less need to escalate their actions.  The guide can also help elected officials and community 
leaders to act wisely, respond efficiently and effectively in the early hours and days of civil 
unrest event.   

1.2 Objectives 
The objectives for effective information management for a civil unrest event include: 

• Instill public confidence in all levels of government; project partnerships, teamwork, 
and public engagement   

• Provide all audiences with equal access to timely and accurate information about 
the event;  

• Manage inaccuracies so the community has a clear understanding of issues, problem 
areas, available services, and resources; 

• Support from municipal/county official’s; and 
• Keep elected officials informed of the operation and status of the community. 

 
 

1.3 Resource Requirements 
Coordinate support and resource requirements necessary to monitor, gather, and 
disseminate clear and concise information.   
 
 

2.0 Situation and Assumptions  
 

2.1 Situation 
There will be times when social disruption may develop without warning and officials 
cannot provide advanced notice to the public about the event or hazard. For this reason, it 
is important that prior to an emergency/disaster, the Emergency Management Agency 
(EMA) continue to participate in community engagements, conduct outreach and education 
initiatives, enhance relationships, and use various communication outlets and digital media 
platforms to disseminate clear and concise emergency information to the public in a timely 
manner. 
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2.2 Assumptions 
This plan is based on the following assumptions:  

• Civil Unrest can cause many deaths and injuries, extensive damage/destruction of 
critical infrastructure, commerce, and personal property 

• Civil Unrest can occur without warning 
• Civil Unrest can cause travel bans, road closures and detours 
• Cause people to evacuate, be displaced, and to lose their homes due to vandalism 

and response actions, thus requiring shelters thereafter 
• Cause businesses to suffer temporary or permanent economic losses 
• Immobilizing a community can prevent access to:   

o Medical assistance 
o Purchasing vital commodities such as food 
o Attending their place of work and school 

 

2.3 Care, Action, Prospective (CAP) Messaging-Questions to Answer 
Initial messaging protocol for information management: 

• Care – Employ empathy and compassion.  
• Action – Outline current information; explain what we are doing 
• Prospective – Summarize Bigger/ Root Cause; i.e., Mental Health Crisis, Value 

Freedom of Speech, Call for Action, Kudos  
 
2.4 Audience and Basic Information 
Anticipate the following general information request from the public and the media: 

• Public:  Am I safe?  Can you fix this?  How will this affect me?  What should I do?  
Who Caused this? 

• Media:  Who is in charge?  How will you help?  Is it contained?  What can we expect? 
What should we do?  Why did this happen?  Who is to blame?  What aren’t you 
saying? 

 

3.0 Responsibilities  

3.1 Responsibilities  
Emergency Management Agency 
• Coordinate and maintain a working relationship with the media; particularly those 

who will disseminate emergency information to the public. 
• Establish a means to monitor media outlets and public comments and respond to 

rumors. 
• Manage media inquiries, requests, and news conferences as required. 
• Disseminate information to selected audiences. 
 
First Responders, Private Sector 
• Coordinate information with the EMA 
• Support Joint Information Center (JIC) operations as required 
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4.0 Execution 

4.1 Concept of Operations 
The Civil Unrest Standard Operations Plan outlines the information management 
procedures that includes JIC operations, Joint Information System (JIS) coordinating 
instructions, and the exchange of information between five audiences - demonstrators, the 
community, media, first responders and government officials.  
The Plan and its annexes are organized in the following manner:  

• Base Plan. The Base Plan covers public information management, the Joint 
Information System overview, functional responsibilities, initial emergency public 
information actions, information exchange, notifications, response, and joint 
information center activation conditions.  

• Annex. 
o Section 1 ɀ Daily Situation Report 
o  Section A.1 ɀ Media Relations Report 
o Section A.2 - External Affairs Report 
o SectionA.3 ɀ Additional Notes 
o Section B ɀ Action Plan 
o Section C ɀ Communication Plan 
o Section C.1 ɀ Communication Plan Template 
o Section D ɀ Digital Media Guide 
o Section E ɀ Hazard Sheet 
o Section F ɀ Job Aids  

 

4.1.1 Information Audiences 
For Civil Unrest situations, messaging will be developed and disseminated in to four 
audiences: 1) Demonstrators, 2) Community, 3) Media and 4) First Responders.   
 
For each audience, outline goals, event details, anticipated needs, and future 
communication plans.  
 

4.1.2 Protocol for Information  
• Official communications must be channeled through the Incident Command (IC) 
• Information Services/Principal Information Officer 
• Increased need to have field /on scene PIO’s that are connected to the JIC; should 

be able to deploy quickly. 
• Know and understand the environment/community 
• Remember, anyone can be a street reporter 
• Coordination between Command and the JIC.  Use the JIC as a support function to 

the Lead PIO 
• Pre-set messages will be useful 
• Establish a business communication channel i.e. Chamber of Commerce’s 
• Establish hotline or informational webpage   
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4.2  Coordinating Instructions 
 

Coordination and Clearance Procedures  
The PIO will release official information once reviewed and approved by leadership. 
It is desirable that public information representatives from other agencies, county 
and local governments assist with the releasing information through a single 
coordination point.  The PIO will coordinate all information releases with final 
approval given by the Incident Commander or the Director.   
 
Social media post and replies should be excluded.  Provide operational updates 
general communication guidance for social media monitors prior to each 
operational period.  
 
Joint Information System (JIS) Steps - Key Actions 
If the event continues to worsen, the Lead PIO will request assistance from the 
appropriate stakeholders for PIOs or a designee to work at the Joint Information 
Center (JIC) and assist with managing information. The Lead PIO, in collaboration 
with the EOC Manager and the Governor’s Communications staff, will activate the 
necessary JIC positions. The information process of monitoring, gathering, 
verification, and dissemination, also known as the JIS, will be coordinated at the JIC 
by participating public information personnel. See Figure 1, JIS Steps and Key 
Actions. 

 
 

JIS Steps and Key Actions 

Step   Key Actions  
Step 1: 
Monitor 

• Traditional outlets from radio, TV, newspaper, and 
Social media. 

• Communications from county / municipal governments. 
• List trends and rumors. 

Step 2: 
Gathering 
Information 

• Observe news media coverage for accuracy of reporting 
and rumors. 

• Have access to the scene (field PIOs and Incident 
Command) - Deploy on-scene PIOs if necessary. 

• Ask EOC staff for incident information. 
• Attend regular briefings. 
• Review reports issued by operations and planning. 
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Step 3: 
Verifying 
Information 

• Consult with Incident Command, County / Municipal 
EMA Directors, ESF Leads, agency, or organization 
representatives and subject matter experts. 

• Consult with other PIOs in the JIC. 
• Consult with other sources in the EOC. 
• Consult with PIOs in the field. 
• Consult other PIOs involved in the JIS but not working 

out of the JIC. 
 

Step 4: 
Coordinating 
Information 

• Get approval from Incident Command (verbal OK), SEOC 
leadership, SEOC manager and the Lead PIO. 

• Coordinate with other PIOs in the JIS to identify key 
messages. 

• Use prescribed protocol; use additional review process 
as needed and as time allows. 

• Document the process. 
Step 5: 
Disseminating 
Information 

• Respond to reporters. 
• Distribute pre-scripted information such as background 

information or fact sheets, if possible. 
• Schedule regular media briefings. 
• Give interviews (face-to-face; and phone). 
• Arrange news conferences with multiple spokespersons. 
• Issue news releases, based on templates and unique to 

the incident. 
• Post information on social media and agency website. 

Figure 1, JIS Steps and Key Actions 
 

4.2.1. Information Exchange  
The following list mediums to exchange information 

 

4.2.1.1 Social Media 
Develop a social media strategy along with policies and procedures. Proactively 
build, develop, and strengthen their social media capacities before an incident 
occurs 

 

4.2.1.2 Traditional Media 
Establish a media credentialing process and a well-publicized staging area for 
frequent briefings during times of crisis. Maintain relationships; organize bi-annual 
meetings with local media outlets 
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4.2.1.3 Alert & Notification System 
Emergency information sharing with the public. Example include: Code Red, 
Reverse 911, IPAWS, Everbridge, Omnilert, etc.…    

4.2.1.4 Pre-scripted Information Bulletins  
Pre-scripted information bulletins about hazards, preparedness measures, and 
protective actions 

4.2.1.5 Press Releases 
There are three (3) types of press releases:  
(1) Emergency Status Release,  
(2) Public Advisory Release, and  
(3) Public Awareness Release.  

 
Samples of a press releases can be found in Job Aid 12, Draft Press Release.  
 

5.0 Command & Control 
Official Information Release Authority 

Figure 2, Information Release Authority, lists the individuals authorized to release 
information.  Employ this procedure for press releases, talking points, and interviews.   
 

Information Release Authority 
 

Title During Steady-
State/Normal 
Monitoring 

During SEOC 
Activation  

During JIC 
Activation  

Governor’s 
Communications 
Office 

   

EMA Director    
EMA Administrative 
Executive Officer 

   

Operations Section 
Chief 

   

EMA PIO     
EOC Deputy 
Operations Chief 

   

JIC Manager    
State Agency 
Directors 

   

State Agency PIOs    
EMA Duty Officer    
    
Figure 2, Information Release Authority 
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6.0 References 

Resources used to develop the Civil Unrest Standard Operation Plan includes state, federal, 
regional, and local documents, as well as items from non-governmental organizations and 
other jurisdictions.  

• Baltimore City Fraternal Order of Police Lodge #3 After Action Review, Basic 
Guidance for Public Information Officers (PIOs), FEMA 517, November 2007  

• Field Force Operations: Managing Civil Actions in Threat Incidents Basic Course, 
April 2007, Center for Domestic Preparedness, FEMA 

• Independent Review Report to the Chief of Police Seattle Police Response to May 
Day 2012 Michael R. Hillman, March 2013 
http://www.seattle.gov/police/publications/MayDay/Hillmann_After_Action_May_
Day_2012.pdf  

• Urban Fire Forum / Civil Unrest, September 2016 
• Crowd Management and Civil Disobedience Guidelines, March 2003 
• Cover Page Photos, from top to bottom 

o http://www.businessinsider.com/seattle-celebration-photos-2014-2 - 
Seahawks Fans Went Nuts In The Streets Of Seattle After The Super Bowl 

o https://www.dhs.gov/gallery/ice - HSI Using Armored Vehicles for Training 
(ICE) 

o http://www.washingtontimes.com/news/2017/jan/25/6-journalists-
arrested-in-dc-while-covering-donald/ - Six journalists arrested in D.C. while 
covering Trump protests: Report 

o http://www.cnn.com/2016/09/06/us/chicago-homicides-visual-
guide/index.html - WHAT 500 MEANS 

 
 

 

7.0   Acronyms  
 

7.1 Acronyms   
 

Abbreviation Meaning 
EMA Emergency Management Agency 
EOC Emergency Operations Center 

FEMA Federal Emergency Management Agency 

IC Incident Commander 

ICS Incident Command System 

JIC Joint Information Center 

JIS Joint Information System 

PIO Public Information Officer 

 

http://www.seattle.gov/police/publications/MayDay/Hillmann_After_Action_May_Day_2012.pdf
http://www.seattle.gov/police/publications/MayDay/Hillmann_After_Action_May_Day_2012.pdf
http://www.businessinsider.com/seattle-celebration-photos-2014-2
https://www.dhs.gov/gallery/ice
http://www.washingtontimes.com/news/2017/jan/25/6-journalists-arrested-in-dc-while-covering-donald/
http://www.washingtontimes.com/news/2017/jan/25/6-journalists-arrested-in-dc-while-covering-donald/
http://www.cnn.com/2016/09/06/us/chicago-homicides-visual-guide/index.html
http://www.cnn.com/2016/09/06/us/chicago-homicides-visual-guide/index.html
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Section A –Daily JIC Situation Report  
 

Daily JIC Situation Report 

Event  

Operation Period  

JIC Level  

Lead PIO  

Prepared By  

Date  

 

Deaths ____________ Injuries ____________ Missing ____________ 

Response Actions  

Affected Areas  

Evacuation          (Y)                                      (N) 

- Number Evacuated  

- Area Evacuated  

Special Needs 
Population 

 

Resource Request  

Notes  
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Section A.1 – Media Relations Report 
 

Media Relations Report 

Media Highlights 

 

 

 

 
 

Rumors  

 
 

 
 

 
 

 

Social Media Trends 
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Section A.2 – External Affairs Report 
 

External Affairs Report 

Press Releases (Titles) 

 

 

 

 

Outreach Activities  

 

 

 

 

Public Speaking 
Engagement(s) 

Speaker Location 

  

  

  

  

  

Media Interviews 
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Section A.3 – Additional Notes Form 
 

Additional Notes Form 

Subject Discussion 
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Section B – Action Plan  
 

Action Plan  

Name of Event  

Date o Day, Month, Year 

Event Hashtag o Develop hashtag 

Media 
1. Inquiries 
2. Press Event 

 

o Station / Reporter / Inquiry 
o Time / Date / Location 

 

Social Media 
1. Post Date – Month DD, YYYY 

o Draft Message 

o Example: ȰIf possible, conduct holiday 

travel sooner than later as tomorrowȭÓ 

weather will create hazardous 

conditions. #riot -dntwnȱ 

Tasks  

1. Conference calls 

 

o Provide Time / Audience / Phone 
Number / PIN number 

2. JIC Activation Level  

(If necessary) 

o Level 

o Position(s) 

3. Press Releases 

 

o Release date and time 

o Media or Non-Media 

4. Speaking Points o Develop speaking points 

5. Miscellaneous Information o Information 
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Section C – Communication Plan  

 

Communication Plan 

Outline 
Section Suggested Details 
Communication Goals  • Outline Goals 

Target Audience • Outline Strategic Messages 

Research • Issues 
o What information is publicly known 

about the situation? 
o Who is affected by the situation? 
o What conflicts, controversies, or 

problems exist within the situation? 
• Audience characteristics 
o What are this audience’s current 

attitudes and concerns about the 
situation? 

o How has/will the situation 
impact this audience? 

o What challenges does this audience face 
in the situation? 

o What communication variables exist 
within this audience? 

Operation 
 

o Audience 
o Key Messages 
o Message Delivery 

 
Evaluation o Did you get your message across? 

o Did you present your main points? 
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Section C.1 – Communication Plan Template 
 

Communication Plan Template  

Section   
Communication 
Goals 

1)  
 

 
2)  

 
 

3)  
 
 

Target 
Audience 
 
 
 
 
 
 

 Audience 1 
 
Demonstrators 

Audience 2 
 
Community 

Audience 3 
 
Media 

Audience 4 
 
First Responders 

Current 
attitudes 
and/or 
concerns 

 
 
 
 

   

Impact on the 
Public 

 
 
 
 

   

Public 
Challenges  

 
 
 
 

   

Communication 
Barriers/ 
Limitations 

 
 
 
 

   

Research 
1) What is known about the event? 
 

 
2) What is unknown about the event? 

 
 

 

3) What are the characteristics of the audience? 
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Operation 
 

 Key Messages Delivery Mediums 
Audience 1 
 
Demonstrators 

1. 
 
2. 
 
3. 
 

 

Audience 2 
 
Community 

1. 
 
2. 
 
3. 
 

 

Audience 3 
 
Media 

1. 
 
2. 
 
3. 
 

 

Audience 4 
 
First 
Responders 

1. 
 
2. 
 
3. 
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Section D – Digital Media Guidance 
 

1. Social Media platforms include: 
o List Social Media platforms 
 

2. Social Media Monitoring 
o Ensure disaster information is updated and accurate for websites and 

social media outlets. 
o Review and respond to social media inquiries and comments in a timely 

manner. 
o Request event information and provide updates to the public and JIC 

Operations. 
o Monitor social media outlets for accuracy and trends, review public video 

and photo uploads, and prepare a daily social media analysis report. 
 

3. Social Media Monitoring Reporting Criteria 
o Rare and unusual comments/posts 
o Threatening language 
o Invitation to participate/join in a mass protest, meeting, etc. 
o Reported damages, emergency, injuries, and fatalities 
o Request for medical assistance 
o Searching event-relative and/or trending keywords, hashtags, and geo-

located information 
o Identification of rumors 

 
4. Primary Topics to Monitor 

o Transportation issues, road closures and conditions  

o Power outage, utility disruptions  

o Trapped individuals 

o Evacuation problems 

o Shortage of resources – water, food, fuel 

o Parking bans 

o School, business, and government closures or delays 

o Medical 

 
5. Replies and Direct Messages 

o Welcome feedback and ideas from the public 
o Read all replies and direct messages and ensure that any emerging themes or 

helpful suggestions are forwarded to the relevant people within the 
operation 

o If not able to reply individually to messages received and where common 
topics and requests exist, speak with the IC to issue a general notification to 
all parties 

o Don’t engage in issues of politics 
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6. Reactive Re-Posting 
o You may occasionally be asked to re-post content from other social media 

users. Consider these requests on a case-by-case basis but generally aim to 
honor such requests from: 
Á Elected officials 
Á Federal Government agencies 
Á State, county, local government agencies 
Á Stakeholders 
Á Non-profit organizations (Red Cross, United Way, Rubicon, etc...)  

o In the interests of commercial propriety and competitiveness, do not re-post 
content from profit-making organizations unless the information is related to 
an emergency and the protection of life and property. 

o Occasionally, re-posts from private citizens may occur if post includes 
vetted/verified photo(s) of flooded roads, closed roads, damages, 
destruction, etc. 

 
7. Proactive Re-Messaging 

o Re-post content that contributes to the dissemination and exchange of useful 
information about the event. Content includes, but is not limited to: 
Á Relevant disaster/emergency information 
Á Closings and delays stemming from an emergency or disaster 
Á Traffic issues 
Á Travel restrictions in the area, such as those related to bridges, 

highways, roads, waterways, etc. 
Á Closures and/or disruption of travel outlets, such as ports, trains, 

flights, ferries, local bus service, etc. 
Á Availability of resources 
 

 

 
 
 
 
 
 
 
 
 
 
 
 



 

22 | P a g e  
 

Section E – Guidance Sheet 

CIVIL UNREST / DISTURBANCE 

General Communication  

• Alert the community in the immediate vicinity of the situation 

• Evacuation initiatives, follow directions from first responders and government 

• Which area(s) to avoid 

• Investigation activities of the civil unrest 

• Communicate information using news releases, social media, schedule media 
interviews and public notifications systems 

 

Coordination  
• Governor’s Office, Law Enforcement, county and municipal EMAs, National Guard 

 

Overall communication goal(s): What do you want the public to think or feel based 
on your communication? 

• The State is committed to protecting the community  

• First responders responded to the event competently 

• The community feels safe and secure 

 

Five likely questions 

1. What caused the civil disturbance? Is the situation under control? 

2. What are you advising people to do? What can the State, and the community do to 
protect themselves and their families – now and in the future – from harm? 

3. What is being done in response to the civil unrest? 

4. When will the community return to normal? 

5. What is the State going to do after the investigation? 
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Section F – Job Aids 
 

Job Aid Title 
Job Aid 1 Lead PIO Initial Response Checklist 
Job Aid 2 On-Scene PIO Incident Checklist 
Job Aid 3 PIO JIC Checklist 
Job Aid 4 Media Briefing / Meeting Support Checklist 
Job Aid 5 Conducting Community Meeting Checklist 
Job Aid 6a Spokesperson Pre-Engagement Checklist 
Job Aid 6b Spokesperson Post-Engagement Checklist 
Job Aid 7 Immediate Response to Inquiries  
Job Aid 8 Phone Call Tracking Form 
Job Aid 9 Media Analysis Worksheet 
Job Aid 10 Media Briefing/Town Meeting Worksheet 
Job Aid 11  Outreach Request Worksheet 
Job Aid 12  Draft Press Release 
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This section provides a general checklist for PIOs during emergency incidents.  More 
specific checklists pertaining to other aspects of a PIO's role in an emergency management 
system are provided elsewhere in this manual. 

Job Aid 1 – Lead PIO Initial Response Checklist 

STEP ACTION  

1. 
 
Check in and obtain initial briefing from leadership or external partner.  δ

 
2. Establish and publish a dedicated phone line and website for providing 

information and managing telephone and e-mail inquiries from the 
media, stakeholders, and the public. 

 δ

 
3. 

 
Gather basic facts about the incident—who, what, where, when, why, and how.  δ

 
4. 

 
Use gathered facts to answer inquiries and brief leadership.  δ

5. Additional tasks:  
a. Activate a call center.  Provide phone scripts and required operational 

information to the phone operators.  
b. Publish call center number for public calls. 
c. Use separate phone number for stakeholders and the media. 
d. Record name, phone number, and organization of each caller; also, 

note date time of call, nature of inquiry, and deadline for receiving 
additional information. 

e. Use approved news releases and gathered facts to answer media calls. 

f. Gather incident information from social media outlets. Use Digital Media 
Guidance, Section D. 

g. Assemble gathered facts. NOTE: Answering the ȰwÈÙȱ and Ȱhowȱ at many 
incidents is difficult or impossible to accomplish (e.g., these facts may only 
come out after an investigation). 

h. List remaining facts and information in bullet form. (List responding 
agencies, type, and amount of equipment, etc.)  NOTE: News releases 
should be only one page in length. If there is a need for additional 
information, produce separate fact sheet.  

i. Spell check and edit news releases; route to leadership for final 
approval. 

j. Forward approved news release to the IC. 
k. Develop three key messages as soon as information is gathered; use the 

Communication Guide, Section C. 

 δ

 

6.   Select a location for the JIC. The location should meet the following criteria: 
a. Reasonable space  
b. A/C outlets and/or power strips, used within fire codes 
c. Access to a multi-purpose printer 
d. Access to a computer and the Internet 
e. Access to phone lines 
f. Located near the EOC 

 δ

 
7. 

Request assistance, preferably from those trained in public information, JIC, 
and ICS operations.   δ
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 Job Aid 2 – On-Scene PIO Incident Checklist 
 

Step Action  
1 Maintain updated media contact list. Media and other contact lists must be 

updated for use during emergency incidents. 
 δ

2 Make sure enough staff is on-scene at the incident to handle media requests. 
Any PIO may be called to assist with the information function at the scene of 
an emergency. PIOs must be prepared to function in the field when directed 
to do so! 

 δ

3 The Incident Commander oversees the incident. Take your directions from 
the Incident Commander. Establish quickly what information you can release 
on your own. 

 δ

4 Maintain contact with the Incident Commander, even when PIOs are briefing 
the media. 

 δ

5 Be prepared to brief the media as soon as the Information Officer function is 
established. The media will more than likely already be on-scene when you 
arrive. 

 δ

6 Establish a media staging area that is: (1) safe, (2) near the action, (3) 
provides a backdrop for interesting video (e.g., emergency equipment), and 
(4) respects the privacy of any victims. 

 δ

7 Do not use danger as an excuse for keeping the media away from a scene. In 
most cases, you can arrange for footage and pictures to be taken near the 
actual scene of the incident. Strongly consider a press pool. 

 δ

8 Know which media you have on the scene with you; this can prove to be 
beneficial later in the event. 

 δ

9 Remember that normal procedures change during emergency situations.  
Media outlets that have worked with you previously, might question aspects 
of policy decisions made during the incident. Mistakes are often magnified 
during emergency situations.  

 δ

10 Be prepared!  Attend all on-scene briefings for emergency personnel and stay 
close to the Incident Commander. Do not release any information without 
verification and approval from the IC. Remember that due to the nature of 
emergencies, the first information you receive is often wrong. 

 δ

11 The media may want to talk to the Incident Commander and/or on-scene 
officials at some point in the operation. Arrange to make this happen at 
regular intervals. 

 δ

12 Emergency incidents are dynamic and can often evolve into major 
emergencies or disasters. Remain flexible and be prepared to change modes 
of operation when necessary. 

 δ

13 When working as an on-scene PIO, remember to keep other members of the 
Emergency Information organization informed. 

 δ
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Job Aid 3 – PIO JIC Checklist 

 
 
 
  

Step Action  

1 Sign in; report to the JIC.  δ

2 Review updates, situation reports from PIOs on scene and in the JIC.  δ

3 Report to work space and test equipment.  δ

4 
Establish protocol, and assign positions. Contact on-scene PIOs in your 
discipline for an update.  

 δ

5 Contact personnel in SEOC for an update if applicable.  δ

6 
Assist in the internal coordination within the State working PIO’s room and 
keep the Lead PIO informed of any problems. 

 δ

7 
Respond to media inquiries and disseminate media releases and fact sheets 
relative to your agency. 

 δ

8 Assist in arranging news conferences, interviews, tours, etc.  δ

9 
Provide background information to the media on such things as handouts, 
special requests, videotape, special briefings, and press kits. 

 δ

10 Answer inquiries from the media, either in person or by telephone.  δ

11 
Disseminate media releases and fact sheets via news wires, media contacts, 
mail, and automatic broadcast feed. 

 δ

12 
Monitor media reports and public perception of the event to ensure accuracy 
of reporting and public understanding. 

 δ

13 Correct erroneous information.  δ

14 Distribute information copies of releases and materials to other PIOs.  δ

15 Assist the rumor control room if activated.  δ

16 Maintain a log of media inquiries.  δ

17 Coordinate information with the Lead PIO Office whenever appropriate.   δ
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Job Aid 4 – Media Briefing / Meeting Support Checklist 
 

Step Action  

1 
 
Secure a space for the event.  δ

 
2 

 
Provide and set up chairs, tables, and lectern.  δ

 
3 

 
Set up microphone and public address system, if necessary.  δ

 
4 

 
Set up support graphic material near spokespersons.  δ

 
5 

 
Set up projector, televisions/tripod, and/or computers to support visuals.  δ

 
6 

 
Provide separate entrance / exit for spokespersons.  δ

 

Job Aid 5 – Conducting Community Meetings Checklist 
 

Step Action  
 

1 
Select the appropriate time for the exhibit/community meeting. 
NOTE: The end of the working day is best. Tuesday and Thursday have 
proven to generate greater attendance. 

 δ

 
2 

Select an appropriate meeting format (e.g., open house, audiovisual 
presentation, or panel discussion).   δ

 
3 

 
Select and schedule an appropriate location.  δ

 
4 NOTE: The location should be easily accessible, contain plenty of parking, 

power, and minimal background noise.  It should also accommodate special 
needs (ADA and LEP) of attendees. 

 δ

 
5 

 
Notify the community of the event.  δ

 
6 Identify exhibitors, schedule, and conduct speaker preparation, and 

help with materials for exhibits. 
 δ
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Job Aid 6a – Spokesperson Pre-Engagement Checklist 
Checklist for personnel participating in public speaking engagements, and media 
interviews.   Review to the checklist after composing remarks, speeches, and talking points. 

Spokesperson Checklist 

Message Preparation Yes No 

1. Did you mobilize resources and staff quickly?   

2. Did you recognize that public perceptions matter more than facts?   

3. Did you seek outside help, including volunteers?   

4. Did you coordinate efforts with other emergency response 
organizations? 

  

5. Did you enlist support from credible third parties?   

6. Did you monitor and listen closely to what the news media, public 
officials, and other important players were saying and questions they are 
asking? 

  

7. Did you refrain from trying to control the flow of information?   

8. Did you withhold names of injured or deceased until next-of-kin were 
properly notified?  

  

Message Content 

1. Did you express and show concern, empathy, and compassion 
consistently for damages, injuries, and any inconvenience? 

  

2. Did you emphasize dedication, commitment, and social responsibility?   

3. Did you provide an early or immediate apology?   

4. Did you provide a list of facts and an action plan?    

5. Where you open and honest about capabilities, needs, and problems?   

6. Did you know exactly what you wanted to say to the media and did you 
use two key messages? 

  

7. Did you acknowledge responsibility but avoid placing blame?   

8. Did you indicate that investigations are under way to determine the 
cause? 

  

9. Did you tell the truth as best you knew it?   

10. Did you use examples, human-interest stories, and concrete analogies to 
establish a common understanding? 

  

11. Did you use simple visuals and graphics as much as possible?   

12. Did you test your message content prior to delivery?   

13. Did you refrain from going “off the record?”   

14. Did you avoid saying “no comment?”   

15. Did you avoid evading statements and shifting responsibility?   

16. Did you avoid statements that imply that cost is more important than 
public safety, health, or environment? 

  

17. Did you avoid the use of technical and legal jargon?   
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Job Aid 6b – Spokesperson Post-Engagement Checklist 
Review to the checklist after participating in a public engagement and/ or media interview.  
 

Message Delivery 

1. Was leadership involved and visible?   

2. Did you go immediately to the scene?   

3. Were you easily accessible to the media?   

4. Did you stay calm (not lose your temper)?   

5. Did you practice what you planned to say to the media aloud and did you 
test it? 

  

6. Did you indicate that you would get back by a time with an answer if you 
did not know an answer to a question? 

  

7. Did you avoid conjecture and speculation (“what if” questions)?    

Nonverbal Communication** 

1. Were you sensitive to the non-verbal messages you were 
communicating? 

  

2. Did you sit up straight, showing that you are paying attention and 
respecting your audience? 

  

3. Did you make eye contact? (Avoiding eye contact can make you look 
deceitful. If it is very difficult to make eye contact, focus on the back of 
the room, not on your notes or the floor.) 

  

4. Did you avoid defensive, argumentative, and unreceptive body language 
(e.g., arms crossed)? Did you stand with your arms straight at your sides? 

  

5. Did you avoid fidgeting, shuffling papers, or playing with your pen? 
(Keeping your feet planted on the ground, sitting, or standing will make 
you look more controlled and confident.) 

  

**This material is based largely on the ATSDR Handbook 8-01. 
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Job Aid 7 – Immediate Response to Inquires  
 

By Phone to Media 
• “We’ve just learned about the situation and are trying to get more complete 

information now. How can I reach you when I have more information?” 
• “All our efforts are directed at bringing the situation under control, so I’m not going 

to speculate about the cause of the incident. How can I reach you when I have more 
information?” 

• “I’m not the authority on this subject. Let me have ____    minutes/hour(s) to call you 
back.” 

• “We’re preparing a statement on that now. Can I forward it to you in about one 
hour?” 

• “You may check our web site for background information and I will contact you with 
the time of our next update.” 

• “We are using hashtag _______ to post regular updates on Twitter and have activated 
our (website, blog, Facebook page) to post public safety information.” 

 
At Incident Site or Press Conference 
Response to Inquiries (you are authorized to give out the following information):  
 
Date: _________ Time: __________  
 
Approved by: _______________________________ 
 
This is an evolving emergency and I know that you, just like we do, want as much 
information as possible right now. While we work to get, your questions answered as 
quickly as possible, I want to tell you what we can confirm right now: 
 
At approximately, ________ (time), a (brief description of what happened) 
_________________________________________________________________________________________________________
_________________________________________________________________________________________________________
_________________________________________________________________________________________________________ 
 
At this point, we do not know the (impact, number of injuries, deaths, etc.). 
 
We have a system (plan, procedure, operation) in place for just such an emergency and we 
are being assisted with our partners (FEMA, county/local EMA, first responders, etc.)   
 
The situation is (under) (not yet under) control and we are working with (local, State, 
federal) authorities to (e.g., contain this situation, determine how this happened, determine 
what actions may be needed by individuals and the community to prevent this from 
happening again). 
 
We will continue to gather information and release it to you as soon as possible. I will be 
back to you within (amount of time, two hours or less) to give you an update. As soon as we 
have more confirmed information, it will be provided. We ask for your patience as we 
respond to this emergency. 
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Scripts for Frontline Staff 
Use when answering the phone or in-person customer service  
 
If NO Information Is Being Released to the Public 
Currently, we are preparing a statement to the press. Please tune into the county/local 
media ________________ and social media outlets (i.e. Twitter, Facebook, Instagram) for further 
information about this situation. 
 
Even when situation calls for “silence”, a general statement should be prepared, such as, 
“First responders are on scene and doing everything in their power to.... Until more 
information is available, we are asking the public to….” 
 
If Information Has Been Released to the Public 
This is an evolving emergency and I know that you, just like we do, want as much 
information as possible right now. This is what we can confirm at this point: 
 
At approximately _______ (time), a (brief description of what happened)  

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

_________________________________________________________________________________________________________ 

 
At this point, we do not know the number of (persons ill, persons exposed, injuries, deaths, 
etc.) 
 
We have a system (plan, procedure, operation) in place for just such an emergency and we 
are being assisted by (FEMA, County/Local EMA, First Responders, etc.) as part of that plan. 
 
The situation is (under, not yet under) control and we are working with (local, county, 
state, federal) authorities to (e.g., contain this situation, determine how this happened, 
determine what actions may be needed by individuals and the community to prevent this 
from happening again). 
 
We will continue to gather information and release it to the media as soon as possible. 
Please tune in to the local media _____________ for further information about this situation. 
We ask for your patience as we respond to this emergency. 
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Job Aid 8 – Phone Call Tracking Form  
 

Call Tracking Form 
 
Call Taken By 
 

 

Date of Call 
 

 

Time of Call 
 

 

Caller’s Name  
 

 
 
First                                                    Last 

Gender  
M                              F 
 

Caller’s Contact 
Information 

Phone: 

 

Cell: 

Fax: 

 

E-mail: 

 
 
Call Urgency 
 

Level A ___ (Extremely / Urgent) - Immediately forward to leadership (IC or Director and  
                                                                              Lead PIO) 
Level B ___ (Moderately / Urgent) - Immediately forward to Lead PIO 

Level C ___ (Not Urgent) - Forward to branch lead 

Media Call 
Y                              N 

Deadline ASAP  Hours Today a.m. Today p.m. Other 
Media Outlet  

Local TV Radio Magazine Other 
Regional TV Radio Magazine Other 
National TV Radio Magazine Other 
Rumor or 
misinformation 
verification  

 
 

Action 
Required 
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 Job Aid 9 – Media Analysis Worksheet 
 

Media Analysis Worksheet 
 
Date  

 
Media Outlet Name   

 
 

 δRadio 
 

 

 δ     TV 

 

 δPrint 

 

 δWebsite 

 

 δOther 

Current Press Release #  
 

Daily Broadcast Times Time Recorded 
 Y   or   N 
 Y   or   N 
 Y   or   N 

Daily Cover Synopses  
 
 
 

Issue(s)  
 
 
 

Inaccuracies  
 
 
 

View Points  
 
 
 

Solution(s)  
 
 
 

Who Replied?    
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Job Aid 10 – Media Briefing/Town Meeting Worksheet 
 

Media Briefing/Town Meeting Worksheet 

Date  

Time  

Location  

Duration  

Moderator  

Speakers  

 

 

Exhibits 

 

 

 

 

No. Presenter Handout(s) 

1   

2   

3   

Special Needs 
Arrangements 

- e.g. interpreters, 
cart services, sign 
language, devices 
for the deaf. 

 

 
Notes 
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Job Aid 11 – Outreach Request Worksheet 
 

Outreach Request Worksheet 
 
Date  
Requestor Information 
Name  
Affiliation  
Phone Number  
Email  
Event Information 
Name of Event  
Event Location  
Date  
Time  
Event Type (Circle One) 
 
Presentation 
 

Outreach Conference Meeting Workshop 

 
Training 
 

Trade Show Other   

Event Details 

Staff requested  

Program requested  

Speaking time (if applicable)   

Estimated audience size  

Target audience description  

Special Needs Arrangements 
- e.g. interpreters, cart services, sign language, 
devices for the deaf. 

 

Will media be present? 
Y                   N 

If so, what type?  

Other logistical concerns the JIC 
staff should be aware of? 

 

If you are giving a presentation, please provide the JIC with any information/ 
documentation that you intend to use (e.g., talking points, PowerPoints, publications, 
etc.) List each item below and attach a hard copy of each item listed. 
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Job Aid 12 – Draft Press Release 
 
 

(INSERT LOGO) 
 
 

 

 

Press Release  

Contact: Name  
(XXX) XXX-XXXX 
(INSERT WEBSITE) 
  
***************************************************************************** 

EMERGENCY STATUS RELEASE - General 
 
News Release Number: ______________________ 
 
Date/Time: ________________________________ 
 
Subject: General Emergency 
 

FOR IMMEDIATE RELEASE 
 
This is __________________ from the (INSERT AGENCY/DEPARTMENT). The ______________________ 
has caused traffic problems/hazards in the area of ____________________ bounded by 
__________________________________________________________________________________________ . 
 
Please avoid these roads/streets. If you must travel, please avoid the areas affected by this 
situation. 
 
Other comments: 
_____________________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 

_____________________________________________________________________________________________________ 
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