Crisis Communications plans
What to ask & what to include


What to ask 
1. What Communications plans does your agency have? 
a. Do you have a general communications plan that covers how your agency communicates in nonemergency situations?
b. Do you have a specific emergency communication plan? 
c. What department owns or updates those plans? 
d. How often are they reviewed and/or updated?
2. Is emergency communication referenced in ANY of your agency’s communications plans?
a. If so, what do each of the communications plans say about how you’ll communicate during an emergency?
b. Are there expectations of what communications products will be disseminated?
c. Do the plans specify what methods or tools you can/should use to communicate during an emergency?
3. Who is impacted by emergency communications plans?
a. For example, do these plans call on you, your staff, or your department/division to fill a specific emergency role?
b. Are you assigned a role in the Emergency Operations Center (EOC)? The Joint Information Center (JIC)?
c. Who do you report to in an emergency (e.g. Who is your supervisor)? Who approves your content?
d. With whom do you communicate and share information? Who in your agency would you need to coordinate with? Who outside your agency would you need to coordinate with? 
4. How are these plans implemented?
a. Who notifies you of an emergency? How? (Email? Text? Phone call?)
b. Do you supervise any staff? How will you notify them?
c. Under what circumstances do you start following the procedures in an emergency communications plan? (e.g. You follow the plan when the EOC is activated.)
d. Does the emergency communications plan have to be activated (or do you) before you can start putting emergency messaging out?


What to include (if it’s not already there)
1. Roles and Responsibilities: 
a. Be very specific about what roles communications staffers at your agency will fill in an emergency and what their job duties will be.
b. Focus on positions vs. individuals. Your plan should reference the Communications Director, not Jane Smith. 
c. Explain what JIC role (if known) each Agency staff member should fill (e.g. the Communications Director will be the JIC manager)
d. List the responsibilities for each JIC position
i. Be specific about what authority each position has in the JIC.
ii. Be specific about what responsibilities they have during an emergency. (Can this position arrange for JIC staffing? Can it make resource requests?)
iii. For example, “The Agency Communications Director will be the Lead PIO and chief spokesperson for Agency. The Communications Director is responsible for setting up and activating the JIC, and coordinating with partner agencies and stakeholders. The Agency Communications Director and/or Lead PIO may designate individuals to serve as additional PIOs.”
e. Specify where the JIC is located (and a backup location), what its primary phone number is, and what a general JIC/ECC/EOC org chart looks like.
i. That org chart should include the individual roles and responsibilities of each person in the JIC.
2. Access: 
a. Clarify who can and should access specific social media accounts and webpages
b. What JIC positions OR Agency positions have access to publish to social media, websites, reverse 911, or WEA?
c. Who can share access to social media accounts?
i. Also: What is the agency position on sharing passwords with other staff?
d. Which social media account(s) should your agency primarily use during an emergency?
e. What webpages are you responsible for updating in an emergency?
f. Who approves or sends reverse 911 or WEA messages?
3. Records retention: How are you tracking and retaining content posted to social media?
a. Do you have archiving software in place?
b. Is it connected to the accounts you’re using in an emergency?
c. Does your agency social media policy talk about deleting content? Deleting comments? Under what circumstances can you delete?
d. How are those records retained if you can delete comments or content?
4. Approval process: 
a. Who has the final authority for verifying and approving messaging?
b. Does your emergency communications plan and/r JIC org chart clearly show who approves messaging going out via social media?
c. Does your Emergency Management organization understand the immediacy of social media and can they prioritize approval processes for that information?
d. What does your plan say about sharing pre-approved messaging? (Holding statements, information that’s been previously approved for release, etc.)
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