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JIC Mutual Aid Agreement 

The _________________County Health Department, in coordination with state and local governments, has established a joint information center (JIC) system that can be activated and operated in the event of an emergency. 

This document establishes the procedure by which the JIC will be operated. It also includes guidance and general policy for the activation, operation and deactivation of the JIC as well as checklists. 

The JIC serves as the central point for the coordination and dissemination of public information concerning an emergency. 

The designated facility for the JIC is:  (Insert address and other important information about the JIC location here).
Director of Health, Springfield-Greene County Health Department

Public Information Administrator, Springfield-Greene County Health Department

EMD, Springfield-Greene County Office of Emergency Management
Plan Revision Record

	Date of Change
	Revision Number
	Description of Change
	Pages Affected
	Signature of Person Making the Change

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Plan Distribution Record

	Revision Number
	Name of Person Distributed To
	Agency
	Date Distributed
	Format

(email, CD, hard copy)

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


JIC Activities Overview

Typically, the activities at a JIC can be divided into three phases: activation, operations and deactivation.  

ACTIVATION
· Activate JIC at the discretion of the Director of Health or their designee.

· Notify JIC staff.

· Place preliminary information about the event on outgoing voice mail.

· Notify media the JIC has been activated.

· Prepare JIC area with equipment and supplies.
· Notify EOC of JIC activation, location and point of contact.

OPERATIONS

· Hold JIC briefing and establish—

· Initial priorities

· Objectives

· Audiences

· Top 3 messages

· Restrictions

· Additional information and/or resources needed

· Organize Staff

· Give assignments

· Create JIC organizational chart

· Post JIC organizational chart in JIC

· Establish protocols—

· Communication within JIC

· Message coordination for consistency

· External communication

· Information / messaging routing

· Posting updates

· Approvals

· Information dissemination

· Launch JIC operations

· Notify media that JIC is operational and give point of contact information

· Consult with subject matter experts

· Develop and get approval for fact sheets, talking points and media releases
· Brief EOC periodically

· Attend EOC briefings

· Schedule and hold periodic briefings for staff, partners and stakeholders

· Schedule and hold periodic briefings for media
· Triage media requests

· Activate public information call center (PICC)

· Provide PICC staff with information, scripts and updates

· Monitor media

· Initiate rumor control in conjunction with PICC

· Update website

· Utilize social media

· Monitor physical and mental wellbeing of JIC staff. 

· Balance individual agency responsibilities with JIC responsibilities

DEACTIVATION

· Recommend deactivation to incident commander when JIC is no longer needed
· Notify media of JIC deactivation, including instructions for further follow up or media inquiries

· Notify EOC of JIC deactivation

· Hold JIC debriefing
· Disassemble and store equipment
· Write an after-action report
I. POLICY 

What is a JIC?

A joint information center (JIC) is a group of communications representatives from agencies and organizations located together and providing public information about a significant, large-scale event. It is designed to handle public information needs on a larger scale than could be effectively managed by a single agency. The JIC structure is designed to work equally well for large- or medium-sized situations and can expand or contract to meet the needs of the incident. The JIC is led by the lead agency public information officer (PIO) who has three primary responsibilities:

· Gather incident data: Obtain verified, up-to-date information from appropriate sources;

· Inform the public: Serve as the source of accurate, consistent and comprehensive information about the incident and the response to a specific set of audiences;

· Analyze public perceptions of the response: Employ techniques for obtaining feedback to provide response agencies with insight into community information needs, their expectations for the role to be played by the response agencies and the lessons to be learned from specific response efforts.

The JIC should be located within or nearby the emergency operations center.  There can be only one primary JIC for an incident, but satellite JICs may be established if the scale of the emergency makes it necessary.
Why a JIC?

It is critical to provide emergency information in a timely fashion.  Therefore, time spent getting organized rather than responding at the time of an event can lead to confusion and a loss of public confidence. Through a JIC, the different agencies (including federal, state, local and other entities) involved in a response can work in a cohesive manner, enabling them to speak with one voice.  By maintaining a centralized communication facility, resources can be better managed and duplication is minimized. 

Finally, the use of a JIC allows for tracking and maintaining records and information more accurately - therefore, improving the ability to conduct post-incident assessments used to improve crisis communication and general response activities during future incidents.

The JIC and Public Health

The outbreak of infectious disease will almost always be identified by local, state or federal public health agencies after public and private health care providers at the local level have diagnosed a significant number of cases of the disease. An unannounced act of bioterrorism likewise will be detected only after a significant number of symptomatic conditions have been identified at the local, state and/or federal levels. 

Initially, there will be little or no public information about the disease outbreak or the release of a biological agent.

Once an outbreak of an infectious disease has been discovered and made public, there will be a need for professional and articulate public information from a credible medical or public health source. Similarly, the overt release of a biological agent affecting the public or its water and food supply will cause an immediate need for credible public health information.

The affected area may include a local community, several communities, unincorporated areas of a state or it may cross the borders of more than one state or nation.

II. PROCEDURE

Typically, the activities at a JIC can be divided into three phases: activation, operations and deactivation.  

JIC ACTIVATION AND NOTIFICATION

The JIC will be activated during a public health emergency at the discretion of the Director of Health or their designee. Notification of the JIC staff will be made by email if during regular business hours and by telephone call if after regular business hours or if email system is unavailable. 

After the decision has been made to activate the JIC, the _____________ Public Information Officer (PIO) will become the Lead Agency PIO, unless otherwise stated by the Director of Health.  The lead agency PIO will notify partner agencies as stated in accordance with ____________County emergency response plans and/or ________County Health Department emergency response plans.

Media notification of situation before JIC activation

Because it may take a significant length of time to activate, staff and equip the JIC, information about the emergency will be provided through an initial pre-approved media advisory sent to appropriate  news media. 
Media notification of JIC activation

Once the JIC is open and has an appropriate number of staff present, a pre-approved media advisory will be issued. This advisory will announce the JIC has been activated and will provide important information for news media representatives covering the emergency.

JIC facility and equipment

Although the number of telephones needed varies with each incident, adequate lines will be necessary to handle media inquiries, government officials’ contacts, community inquiries, a fax machine and a computer/modem connection. Several phone lines should be reserved for outgoing calls. Space should be reserved for: 
· Media, government and community phone staff 
· News release writers
· Supervisors
· Work space to collate news releases, fact sheets, etc.
· Status boards/maps
· Copy machines and fax machines
Additional space outside of the command center is also needed for media briefings and a media working area. The media briefing room needs to be large enough to accommodate a large number of newspaper, television and radio reporters and photographers. 
The first person to arrive at the JIC will begin preparing the room. 

Tables, chairs, phones, copy and fax machine, computer printer and office supplies will be provided by _____________________________________.  Staff responding to the JIC should bring their own laptop computers and jump drives.

The JIC facility manager will be responsible for dispersing and retrieving equipment/materials. This person should make every effort to arrive early so as to arrange equipment/materials.

JIC personnel arriving at the facility will park in the ________________________________________________.  During non-business hours, additional parking will be ______________________________________________.  Staff should enter _________________________________________.  Each JIC participant will sign a log sheet at the JIC staff registration desk and get an I.D. badge. The JIC operations manager will provide a copy of the initial sign in sheet to the facility security for subsequent check-ins.

Table 1 - Facility Rooms Used for the Joint Information Center
	JIC Use
	Location

	Administrative Support Area
	

	Meeting Room
	

	Media Briefing Room
	

	Media Monitoring
	

	Media Registration
	

	Media Workroom
	

	Spokesperson(s) Briefing Room
	

	Storage
	

	Public Information Call Center
	


JIC OPERATIONS

The overarching tasks of a JIC are to: 1) create news releases and 2) hold media briefings.  To accomplish these, the JIC operations may include the following functions: communications with the respective emergency operations centers (EOCs); preparation of information about the emergency; coordination of information between PIOs; presentation of information to the media and public; feedback and rumor control; and administrative and operational support. 

Staffing the JIC

This JIC plan’s staffing levels are large, with 27 job positions identified. Understanding that most activations of the JIC will not require every position be filled, positions may be combined or left unfilled, depending on the situation.  Included attachments diagram the JIC organization with 27 positions filled and offer suggestions how to staff the JIC with fewer positions filled.
Becoming operational

The JIC will be declared operational at the discretion of the specific event’s lead agency PIO.

Initial internal briefing

A situation briefing should take place as soon as possible.  It should, at a minimum, include the following:

· Briefing of incident status;

· Report on media notification;

· Report on partner notification and participation in JIC;

· A list of organizations or persons to whom information has been promised but calls have not returned;

· Briefing of any rumors or misinformation.

Information coordination

Each staff person at the JIC is responsible for initiating and maintaining communications with their respective EOC or agency. Each agency retains the ability to issue its own single-agency special topic news release during JIC activation. However the following process will be used for the coordination of information among agencies at the JIC:

· Each staff member is responsible for gathering information (from their respective EOC or agency) to be used in the upcoming media briefings;

· Each staff member is responsible for obtaining approval for information they release according to their agency protocols;

· Before its release, federal, state and local information will be coordinated to the maximum extent possible to ensure consistency and accuracy and will be shared with the lead agency PIO;

· Information will be relayed to the Incident Commander and other spokespersons, posted on JIC status boards and provided to telephone teams, media monitors and the media briefing room manager;

· The lead agency PIO will determine when to schedule media briefings, based on the information gathered by the agency PIOs. Prior to the scheduled media briefing, PIOs and spokespersons will meet to ensure understanding and coordination of the information to be presented to the media. 
Development and approval of media releases

The development and approval process for JIC media releases is detailed below:

· The lead agency PIO decides there is sufficient information to issue a news release;

· The lead agency PIO, working with the writer and JIC partners, drafts the news release in the approved format on lead agency or event-related news release letterhead and seeks signature approval from the following people: 

· Director of Health.

Other agencies that may be added to approval list, based on the situation:

· Mayor, City Manager and/or County Commissioner;

· Hospital partner;

· Chief of Police;

· County Sheriff;

· Fire Chief;

· State health department, as relevant

· State EOC, as relevant;

· Federal agencies, as relevant;

· Other agencies, as relevant.

Once information is reviewed and approved by all agencies, the press release is ready for distribution.

The administrative support supervisor will be responsible for duplicating, filing and distributing the press release to the JIC staff, other staff and stakeholders.   Administrative staff will post the press release on the lead agency and key response partner Web sites.

The press release will be provided as a handout to media present at the beginning of the next media briefing.  The administrative staff will fax and/or e-mail the press release to media not present at the media briefing.

Media coordination at the JIC

Media access at the JIC will be coordinated by the JIC facility manager and supported by a security officer and will be conducted as follows:

· Media will register at the entrance to the JIC;

· Media will be required to present an employer photo ID or a photo ID and employer business card.

· Once registered, media will be provided badges and an information packet if available. They will then be directed to the media briefing room or the media work area.

· Media will be required to sign out and return badges when they leave the facility.

Media briefings

The primary means of communicating to the media and the general public will be through regularly scheduled media briefings. 

For major incidents, a regular schedule of news briefings should be established by the lead agency PIO. There should be a minimum of two news media briefings each day for as long as the size of the media contingent covering the event warrants that number of briefings. Briefings should be scheduled to help reporters meet news deadlines.

Briefings should be attended by critical staff only.
Schedule

Although the specific times for news briefings will be determined by the lead agency PIO in conjunction with the incident commander, a typical daily news availability schedule may be as follows: 

· Morning media availability — technical experts and/or PIOs; 
· Afternoon media availability — incident commander with selected experts; 
· Evening media availability — end-of-day briefing by experts and/or PIOs. 
If an incident occurs during the evening or early morning, every effort should be made to hold the first news briefing by 10 a.m.  If it happens late morning or early afternoon, every effort should be made to conduct the first news briefing by 2 p.m. 
Prior to each media briefing, the briefing room manager (or assistant) will advise the media at the JIC of the briefing protocol and provide information as needed on JIC facilities/services available to reporters.

Spokespersons from the involved agencies will provide statements, updated information and answer questions.  Subject-matter experts will be available as appropriate during each media briefing to respond to questions or provide additional details as needed.

A summary of each media briefing will be prepared by the briefing room manager or assistant. This information also will be provided to all JIC managers and all spokespersons. 

Response to a rumor or incorrect information may be disseminated through a media advisory, an announcement at subsequent media briefings or direct contact with members of the public or the media.  

Briefing pre-meeting

At least 30 minutes before each news briefing, the lead agency PIO should meet with the participants.   A review of logistics, order of presenters, anticipated questions and use of graphics/props should be discussed. 

Between briefings, a list of anticipated questions should be developed by the lead agency PIO in conjunction with the JIC staff, especially the media phone staff. Suggested responses should be discussed during the pre-briefing meeting. 
Elected officials and other VIPs

There will be times when elected officials and other VIPs will be available for news briefings. It is very important that the lead agency PIO and the incident commander meet in advance to discuss the logistics, messages and other issues regarding the inclusion of these individuals. The JIC operations manager and deputy manager can be assigned the protocol task of coordinating the VIP visit.
After the media briefing

During each news briefing, the briefing room assistant or other staff should take notes of responses to reporter questions and note any unanswered questions. It is suggested a video recording be made of each briefing (for playback to the JIC staff and others). As soon as possible after the news briefing, the lead agency PIO or designee should provide a briefing to the JIC staff of any new information or policy statements that were presented. The lead PIO should also ensure information is obtained to address any unanswered questions. As appropriate, the JIC staff should debrief with their respective EOC or agency regarding the effectiveness of the news briefing.
Public, medical professional and media telephone operations
The goals of the public and medical professional hotline teams are to answer individual questions, address concerns and to detect, track and nullify rumors or incorrect information during an emergency.

The primary goal of the media hotline is to gather questions from the media and instruct them as to the next scheduled news briefing.  All media inquiries should be logged and a message passed to the lead agency PIO for response.  

The public hotline and professional hotline team will respond to questions about the emergency through the use of fact sheets, prepared statements and media advisories. Team members will maintain a log of citizen, professional and media queries. The team will provide (at least daily) feedback to the JIC on the flow of emergency public information.

The hotline coordinator attends all meetings and media briefings to gather information on the emergency and provide this to team members. Information provided through the phone bank will be consistent with information provided to the media.

When a telephone team member cannot respond to a citizen or professional question, they should obtain the caller's name and telephone number for the inquiry form.
The team member will submit the inquiry form to the hotline coordinator who will distribute it to the appropriate staff for follow up.

Communications feedback and rumor control

During any emergency there is always the possibility for rumors or incorrect information to be generated. 

Media monitoring will be performed to detect the broadcast of incorrect emergency information. This involves monitoring and/or taping local television and radio news programs and viewing media Web sites. Media monitoring will be conducted at the JIC as a rumor control function, but may also be conducted at the EOC or individual agencies.

When incorrect information is detected through media monitoring or other means, this information is provided on an inquiry form  to the lead agency PIO, who notifies the appropriate JIC staff member to prepare a response. JIC personnel are responsible for advising their respective EOCs of rumors and incorrect information and the proposed response. To manage rumors, all JIC staff members are responsible for reporting rumors to the lead agency PIO. Generally, the phone bank team members and media monitors will have the best opportunity to detect rumors and incorrect information from individual citizens and the media.

JIC security

Security for the JIC during operations will be provided by the __________ Police Department and/or the__________ County Sheriff’s Office. Officers are responsible to the JIC facility manager for security within the JIC, but they report directly to their normal supervisor.

JIC shift change

Depending upon the level of the emergency and the extent of media interest, the lead agency PIO and JIC operations manager, in coordination with the participating agencies, may elect to suspend JIC operations during non-business hours, typically overnight. A voice mail system will be used during the overnight suspension to receive media or public calls. Follow-up will be handled when JIC operation resumes.

However, under normal operations, the JIC will operate on the same operational period as the EOC, typically 12-hour shifts until the emergency moves from the response to recovery phase. 

Informing JIC staff of shift change

The JIC operations manager will be responsible for coordinating communications with the JIC staff on shift changes. The administrative support supervisor will assist by calling shift members to inform them of the time the shift changes.

JIC staff shift-change duties

JIC members arriving on the next shift will:

· Arrive 30 minutes prior to shift change for briefing;

· Sign in and receive badges;

· Participate in briefing prior to shift change;

· Brief incoming shift member (if going off-shift);

· Turn over logs, notes and other pertinent data;

· Sign out and turn in badges if going off-shift.

JIC DEACTIVATION

When to deactivate the JIC

Following the conclusion of the emergency and at the point where there is diminishing media or public interest, the JIC will enter a deactivation phase. The decision to deactivate is a joint decision by the lead agency PIO and JIC operations manager in consultation with appropriate management.

Media notification of JIC deactivation

Media will be notified the JIC is being deactivated in the final JIC news briefing. A media advisory will be issued to area media. Media will be referred to the appropriate public affairs representatives for follow-up queries.

JIC staff all-hands meeting

Once operations have ceased, the JIC operations manager will chair a brief all-hands meeting for the purpose of identifying problems or concerns that occurred during JIC operations.

Following deactivation, each manager will provide a report stating his individual perspective of the emergency to the JIC operations manager.

The JIC operations manager will submit a final report to the participating agencies and partners.

Disassembly and storage of equipment

All JIC staff members are responsible for assisting in the disassembly and storage of JIC equipment.

The JIC facility manager is responsible for coordinating equipment disassembly and storage with JIC staff.

Missing materials or equipment requiring replacement or repair will be noted by the JIC facility manager and replaced or repaired.

III. ATTACHMENTS

	Item
	Document Name
	Page

	1. 
	JIC Support Staff Contact List 
	--

	2. 
	Initial Media Advisory on Emergency - Template
	

	3. 
	Media Advisory on JIC Activation - Template
	

	4. 
	Media Advisory on JIC Operational - Template
	

	5. 
	Phone Call Information Sheet
	

	6. 
	JIC Equipment List
	

	7. 
	JIC Set-Up Procedures
	

	8. 
	Media Notification List (see PIO Plan, Appendix B)
	

	9. 
	Message Preparation Template
	

	10. 
	News Briefing Planning
	

	11. 
	Media Advisory on Upcoming News Briefing
	

	12. 
	News Briefing Checklist and Script (for Moderator)
	

	13. 
	News Briefing Introduction Script (for Moderator)
	

	14. 
	Town Meeting Planning
	

	15. 
	JIC Staff Meeting Checklist
	

	16. 
	JIC Manager Log Sheet
	

	17. 
	JIC Staff Log Sheet
	

	18. 
	Media Monitoring Worksheet
	

	19. 
	JIC Organizational Chart
	

	20. 
	JIC Job Overviews – Table of Contents
	

	
	
	


INITIAL MEDIA ADVISORY ON EMERGENCY 

(To be issued while JIC is being activated; can be read as an outgoing voice mail message)

Contact:

Name
Title
Agency Name
e-mail address
phone:

 office

phone:

 cell

fax:
NEWS MEDIA ADVISORY

At about (time) today, the (your agency) received reports of (nature of the incident).  

We have a (system, plan, procedure, operation) in place for just such an (emergency, event) and we are being assisted by (other health officials, police, FBI, EOC) as part of that plan.

We are working with (local, state, federal) authorities to (contain this situation, determine how this happened, determine what actions may be needed by individuals and the community to prevent this from happening again).

Additional information will be provided as soon as possible.

###

MEDIA ADVISORY ON JIC ACTIVATION 

NEWS MEDIA ADVISORY

MEDIA ADVISORY: NOT FOR PUBLICATION OR BROADCAST

CONTACT: 

PHONE: 

office  



  cell
Date:   (date)
________________ County Joint Information Center Activated 

(Two or three sentences describing current situation)

At about (time) today, the (your agency) received reports of (nature of the incident).  Although details are still being uncovered, the (agency) has activated the joint information center (JIC) in an effort to communicate with the public and the media more effectively.

A second notice will be sent to media with point of contact information and a media briefing schedule once the JIC is operational.  All media briefings will be held in media briefing room, located at: ___________________________________.  Media may park_____________________________, then enter ____________________________and sign in.  Required credentials include a business photo ID card, or a business card and a photo ID.  A JIC representative will be available for assistance.

 (Provide address, phone number for media and directions or a map to JIC).

###

MEDIA ADVISORY ON JIC NOW OPERATIONAL 

NEWS MEDIA ADVISORY

MEDIA ADVISORY: NOT FOR PUBLICATION OR BROADCAST

CONTACT: _______________
PHONE:_____________________ office  ______________________ cell
Date:   (date)

______________________ County JIC Now Operational 

(Two or three sentences describing current situation)

As a result of the (event), the (agency) has activated the joint information center (JIC) in an effort to communicate with the public and the media more effectively.

At this time, all media requests should be directed to (name)(title)(agency) at (email, phone, cell, pager).
A press conference is scheduled for (date)(time) at the media briefing room (provide location) __________________.  This and all media briefings will be held in media briefing room, located at: ___________________________________.  Media may park_____________________________, then enter ____________________________and sign in.  Required credentials include a business photo ID card, or a business card and a photo ID.  A JIC representative will be available for assistance.

Fact sheets, flyers, backgrounders and other supporting information will be posted online at (web address).

NOTE TO EDITORS, ASSIGNMENT DESKS:

For automated information updates by telephone, please call (number).  This number is FOR MEDIA USE ONLY.  Please do not release this number to the public. The public will be given a separate number for information.

###

PHONE CALL INFORMATION SHEET 

Check which inquiry:

· Citizen Inquiry

· Media Inquiry  (If so, deadline is: _________________________________________________)

· Professional Inquiry 

Caller*   ___________________________________________________________________________

Telephone Number*    _______________________________________________________

Received By: Date/Time: ________________/_______________________________

Inquiry: _____________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

Response: ___________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

Time Completed: _______________   Your Name ___________________________________________

Remarks: ___________________________________________________________________________

____________________________________________________________________________________

Distribution: 

Rumor Control
Lead PIO

JIC Manager
	JIC EQUIPMENT LIST 



	Media Briefing Room

· Overhead/laptop projector 

· Easels

· JIC podium sign

· Public address system, microphone 

· Lectern, table/chairs for panel

· Computer, monitor laser printer

· Table for computer

· Large map of area

Spokesperson Workroom

· Chairs 

· Tables 

· Status boards

· Area maps

Public Information Call Center Area

· Computers (____)

· Telephones (____)

· Phone inquiry forms

· Approved information

Media Registration Area

· Desk with ___ chairs (___)

· Badges for media representatives

· Sign-in log/registration sheet

· Extra pens

Media Monitoring Room

· Computers (___)

· Emergency Telephone Directory (__)

· TV monitors and video recorders (__)

· Radios (__)

· Audio recorders

Administrative Support Area

· Computers (___)

· Telephone, fax, copier, printer, laptop 

· Office supplies

· Time stamp machine

· Extra JIC procedure manuals

· Fax/E-mail distribution list

· Name tags

· Clip boards

· 3-ring binders and dividers for JIC staff

· Message forms
	
	Other

· Pens, pencils, magic markers

· Note paper

· Stapler

· Poster board for signs

· Flip chart pad or dry erase board

· Photo copier, fax paper

· Scissors

· JPIC letterhead / news release letterhead 

· Fact sheet letterhead

· Paper clips

· Highlighter pens

· Rulers

· Post-It notes

· Power strips with surge protectors

· AP Style Book

· Dictionary

· Thesaurus

· CD-ROM with agency crisis communication plan and news release templates
· AA and AAA batteries

· Flashlight

· Digital camera

· Video camera and supplies

· Phone answering machine or access to voice mail for JIC media phone (when JIC is closed overnight)

· File folders, labels

· Bulletin board

· Time sheets

· Legal pads

· Rubber bands

· Weather radio

· AC extension cords

· Extra printer ink and laser cartridges

· Steno pads

· Inter-office envelopes

· U.S. Mail / Fed Ex envelopes




JIC SET-UP PROCEDURES 

The first person(s) to arrive in the JIC should:
· Set up tables, chairs other furnishings according to needs;

· Determine equipment/materials needs and prepare list for EOC (logistics);

· Connect and test telephones;

· Connect and test fax machines;

· Connect and test computers, printers and modems;

· Connect and test copiers and other machines;

· Place materials/supplies (pens, paper, forms and so forth) at each workstation;

· Contact counterparts (where necessary) and advise them your section/function is operational;

· Solicit assistance from the facility manager if any equipment is found inoperable or if materials or supplies are needed;

· Brief incoming co-workers.

MESSAGE PREPARATION TEMPLATE 

1. Prepare a statement of commitment, empathy or concern to use as an introduction. Put yourself into the shoes of your audience and address what they are most concerned about.

Example: “Before I give you an update of the incident, I’d like to say our number one concern is the safety of the community.” or “The most important objective in our operation is ensuring a resolution to this situation as soon as possible.”
NOTE: Sound bites should be short  (e.g., 3 main points, 27 words, delivered in 9 seconds).

2. Prepare one to three key messages you want to address and incorporate them into a bridge between the sentence above and the body of your statement.

Ex: “Precautionary vaccination is the best course of events.  We’re starting clinics later today.”

3. Clarify facts and give a call for action.

Who


What


Where


When


Why


How


4. What we don’t know: 


5. Explain process to get answers: 


6. Repeat statement of commitment: 


7. Give referrals: 


For more information


Next scheduled update


8. Finally, check your message for the following:

	· Positive action steps

· Honest/open tone

· Applied risk communication principles

· Clarity

· Simple words, short sentences 
	· No jargon

· No judgmental phrases

· No humor

· No extreme speculation


NEWS BRIEFING PLANNING 

	Action
	Assigned to

	1. Select the appropriate time for the news briefing.

NOTE: If possible, should be no less than two hours before the majority of news deadlines or as soon as possible after a major development;
	Lead PIO

JIC Manager

Media Relations Lead

Media Liaison



	2. Select and schedule an appropriate location and set up space (audiovisual, chairs, public address system, name plates for participants, flags, etc.).

NOTE: The location should be easily accessible, with plenty of parking, power, phones and phone lines, minimal background noise and a good visual back drop if possible; also a clear exit for speakers
	Lead PIO

Media Logistics



	3. Send a media advisory to notify media of place and time for the news briefing;
	Lead PIO

JIC Manager

Media Relations Lead

Media Liaison

Media Logistics



	4. Produce briefing packets for distribution to the media;


	Lead PIO

JIC Manager

Media Relations Lead

Research and Writing Lead

Content Development

Graphics

Media Logistics



	5. Identify spokespeople, schedule and conduct speaker preparation for as much time as possible before the news briefing starts;
	Lead PIO

JIC Manager

Media Relations Lead

Research and Writing Lead



	6. Appoint a news briefing moderator who will:

• Set the agenda – discuss format;

• Greet the assembly;

• Explain the purpose of the news briefing;

• Introduce the speakers;

• Provide sources for additional information;

• Control the amount of time spent on any given subject;

• End the conference on time.
	Lead PIO

Media Relations Lead



	7. Assist reporters with any additional needs immediately following the news briefing;
	Lead PIO

Media Relations Lead

Media Liaison

Media Logistics

	8. Videotape news briefings.
	Photo/Video

	9. Provide post information to media and other audiences.
	Lead PIO

Media Relations Lead

Research and Writing Lead

Media Liaison

Graphics

Photo/Video

Web Master

Key Partners Liaison

Special Need Liaison

	10. Monitor media reports of briefing.
	Lead PIO

Media Relations Lead

Media Monitoring


MEDIA ADVISORY ON UPCOMING NEWS BRIEFING 

NEWS MEDIA ADVISORY

MEDIA ADVISORY: NOT FOR PUBLICATION OR BROADCAST

CONTACT: ________________PHONE: _______________ office  _________________cell
Date:   (date)

PRESS BRIEFING TO BE HELD ON (EVENT) 

	WHAT:
	Officials from the (your department) and (other agencies and partners) will hold a news briefing to discuss the local response to the (event) and answer media questions.



	WHEN:
	(Time), (Day and date)



	WHERE:
	Building Name 
Room Location
Street Address
City, State, ZIP
(JIC media phone number)

	PARTICIPANTS:
	(List all)


	BACKGROUND: 
	Provide one or two sentences explaining the situation.  



All media briefings will be held in media briefing room, located at: ___________________________________.  Media may park_____________________________, then enter ____________________________and sign in.  Required credentials include a business photo ID card, or a business card and a photo ID.  A JIC representative will be available for assistance.

NOTE TO EDITORS, ASSIGNMENT DESKS:

For automated information updates by telephone, please call (number).

This number is FOR MEDIA USE ONLY.  Please do not release this number to the public. 

The public will be given a separate number for information.

###

NEWS BRIEFING INTRODUCTION CHECKLIST 

(For Moderator)

General Guidelines:

1. As the moderator it is your responsibility to set the tone for the news briefing.

2. Have a predetermined message for each news briefing. If you do not have a message, you do not need a news briefing.

3. Greet the media individually on arrival to note who is present and collect any unanticipated questions.

4. Provide correct spelling, title and affiliation for all speakers.

5. Have a clear entrance and exit.

6. Set a time limit with your speakers prior to starting the news briefing. Stick to that time. Do not let any one person dominate the time during the news briefing. Take charge and use time as your authority.

7. Make yourself available to media at the end of the news briefing. This will build relationships and your trust and credibility with the members of the media who attend.

8. Provide a summary and follow up information within 15 – 30 minutes of the briefing.

Checklist

· Introduce yourself;

· Explain the format of the news briefing;

· Provide the time frame (usually 20 - 30 minutes);

· Introduce the speakers;

· Moderate the question and answer period;

· End the news briefing and announce the time for the next news briefing.
· Collect any unanswered questions to be addressed later.
· Provide a post report and follow up information.
NEWS BRIEFING INTRODUCTION SCRIPT 

Moderator Script:

Welcome, ladies and gentlemen to today’s (this morning’s, tonight’s) news briefing.  We appreciate the work that you do to help us get credible, timely, accurate information to the public.
We will be presenting information on_______________ today.

With us today is (NAME, TITLE, AGENCY) for each.

(Title) will begin with opening statements, followed by (list order).

The speakers will take your questions after all statements have been made.  

Please state your name and agency before asking questions, and keep your questions concise to allow time for everyone to ask questions.

Because of the ongoing operations we will be available for _____ minutes today. 

Following the news briefing, the joint information center staff and I will be available to help you with any further needs.

The press conference will begin in __ minute.

TOWN MEETING PLANNING
The following checklist should be used in setting up town meetings. Personnel from several units of the JIC (e.g., lead agency PIO, briefing room manager, audiovisual production and support) will play some role in conducting this activity. Risk communication principles note exhibit hall-type town meetings are far more successful than traditional question and answer-type sessions. The lead agency PIO, with input from others, should coordinate for displays, as well as speakers to staff them. The media should be invited to town meetings.

1. Select the appropriate time for the exhibit/town meeting.

NOTE: The end of the working day is best. Tuesday and Thursday have proven to generate greater attendance.

2. Select an appropriate meeting format, i.e., open house, audio/visual presentation, panel discussion.

3. Select and schedule an appropriate location.

NOTE: The location should be easily accessible, with plenty of parking, power and minimal background noise.

4. Notify the community of the event. 
5. Set up exhibits, schedule and conduct speaker preparation and give any assistance with materials for exhibits.

6. Appoint a town meeting moderator, usually the lead agency PIO.

JIC STAFF MEETING CHECKLIST 

Incident Name:



Date: ____/_____/_____ 







Time: _____:_____

Staff member




Tasks or accomplishments mentioned in meeting 

	1. Lead PIO
	

	2. JIC Manager
	

	3. Media Relations Lead
	

	4. Research and Writing Lead
	

	5. Communications Lead
	

	6. Incident Commander
	


JIC MANAGER LOG SHEET

	Incident Name

	Date



	

	Personnel Roster

	Name

JIC Position

Location




	Activity Log

	Time

Major Events



	JIC Operations Manager _______________________________________________________


JIC STAFF LOG SHEET

	Activity Log

	Date/Time

Major Events



	JIC Position and Name:  _______________________________________________________


MEDIA MONITORING WORKSHEET 

Incident Name:

Date:  

Names of TV/radio stations/newspapers/Web sites monitored 

Name of monitor/analyst: 

Number of most current news release issued # 

Date(s)/Time period monitored: 

Daily coverage synopses: _________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________Issues:  _________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________Inaccuracies: _____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 
(more on page 2)

MEDIA MONITORING WORKSHEET (continued)
View points: ____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

____________________________________________________________________________________

Recommended Corrective Action: ____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Media person contacted (name, title, organization, phone/email, date, time): ____________________________________________________________________________________

____________________________________________________________________________________

Results:

________________________________________________________________________________________________________________________________________________________________________

Media log sheet: _____________________________________________________________________

___________________________________________________________________________________

JIC JOB ACTION SHEETS

	
	Job Title (in alphabetical order)
	Page

	
	Communications Lead
	

	
	Content Development
	

	
	Field PIO
	

	
	Graphics
	

	
	JIC Lead PIO
	

	
	JIC Manager
	

	
	Key Partners Liaison
	

	
	Media Liaison
	

	
	Media Logistics
	

	
	Media Monitoring
	

	
	Media Relations Lead
	

	
	Photo/Video
	

	
	Rapid Response
	

	
	Research and Writing Lead
	

	
	Rumor Control
	

	
	Special Needs Liaison
	

	
	Web Master
	


(see Job Action Sheets)

JIC JOB OVERVIEWS

Lead PIO

The JIC PIO Lead reports to the Incident Commander and is responsible for overall JIC operations and providing prompt and organized responses to the news media as well as coordinating all public information efforts out of the JIC

Roles and Responsibilities:

· Activates the Risk Communication plan

· Ensures risk communication protocol is followed 

· Attends Command Briefings and obtains/ provides updated information to his boss, EOC command, and state/ federal responders in accordance with NIMS protocols 

· Clears through the Incident Commander information to be released

· Shares with the EOC information being released 

· Coordinates with state and local communication partners to ensure that messages are consistent and within the scope of the organization’s responsibility 

· Ensures that communications are consistent with organization’s role in response  

· Directs the work related to the release of information 

· Researches, gathers and verifies situation information  

· Determines need for PIO field operations  

· Reviews materials before release to media, public and partners 

· Obtains required clearance for release of materials 

JIC Manager

The JIC Manager reports to the Lead PIO and is responsible for managing overall JIC staff and JIC operations. This includes oversight of functional units and ensuring information is shared among units. The JIC manager is also charged with managing JIC operations and acts as the Lead PIO when the Lead PIO attends EOC command briefings.

Roles and Responsibilities:

· Supports Lead PIO by maintaining managerial oversight of JIC staff and operations while Lead PIO is in command meetings 

· Ensures risk communication protocol is followed 

· Assesses PIO staff needs and organizes resources to fulfill those needs  

· Ensures that human, technical, and mechanical supply resources are available to provide information to the public 

· Ensures that administrative support staff is assigned to assist with clerical/administrative tasks such as making copies of materials, faxing, technical support, running messages and taking notes. 

· Provides guidance and support to JIC staff and clarification on roles / responsibilities when needed 

· Obtains regular reports from each JIC Unit Lead 

· Briefs and shares key information with the Lead PIO from Unit Leads 

· Ensures that regular announcements with any new information, progress updates and key issues are shared with each group 

· Summarizes and posts on whiteboards any new key information and critical issues as updated
· Serves as the documentation unit for JIC operations and maintains records, paperwork and files and copies of all versions of communications materials 

· Submits requests to the incident EOC logistics to secure the necessary JIC equipment, infrastructure and office supplies needed for JIC operations 

· Submits requests to EOC logistics for water, food and other supplies for staff 

· Serves as a scribe to update general operational status boards 

· Maintains rapid response status boards with rumors, misinformation, issues, concerns, and problems as well as corrective actions taken, including corrected information 

· Works with IT support to provide technical support for JIC units as needed 

· Assists with distributing final approved materials to JIC units and to EOC PIO 

· Assists with answering main JIC lines and routing them to appropriate unit leads, take messages and return calls 

· Clarifies issues with Lead PIO and provide direction to staff as needed 

· Assesses flow of operations and determines if staff reassignments need to be made based upon unit productivity 

Media Relations Lead

The Media Relations Lead reports to the Lead PIO.  She oversees the media relations unit and is responsible for responding to all media calls and inquiries, scheduling and preparing the appropriate spokespersons, planning /scheduling news conferences and interviews and managing on-scene media and crews conducting live feeds.  She is also responsible for monitoring media to review content, ensure accuracy and address misinformation

Roles and Responsibilities:

· Assesses news media needs and organizes resources to fulfill those needs  

· Prioritizes media requests and inquiries; assists in responding to media requests/inquiries 

· Activates PIO field operations and assigns staff to field locations as needed 

· Reviews and obtains Lead PIO approval on all media advisories, releases, statements, talking points and other related media materials prior to dissemination 

· Establishes media liaison and media line to ensure rapid response to all media calls and inquiries. 

· Ensures media monitoring to review for content and accuracy and correct rumors or misinformation

· Ensures that Field PIO is kept informed and receives copies of all approved JIC materials 

· Oversees the scheduling and briefing of appropriate spokespersons

· Note pertinent media questions during press conferences or interviews that will need follow up  

Media Liaison

The Media Liaison reports to the Media Relations Lead and is primarily responsible for receiving and responding to all basic media calls and inquiries

Roles and Responsibilities:

· Receives and responds to initial media inquires 

· Releases approved information provided by Media Relations Lead that has already been approved by the Lead PIO

· Monitors media activity and keep media log of all media calls, inquiries and actions taken 

· Handles simple media requests for information and disseminates approved media statements and talking points as needed 

· Responds to requests for phone interviews and/or schedules interview with a designated spokesperson working with the Media Relations Lead

· Schedules press conferences at the direction of Media Relations Lead  

· Makes initial contact with media that show up on-site at the EOC, JIC or press briefing location

· Schedules subject matter experts for media interview requests in conjunction with the Media Relations Lead

· Develops list of media inquiries and questions for Research and Writing Unit to update  

· Reports all media rumors to Rapid Response team to verify and correct 

· Works with Rapid Response team to receive updated and verified information 

· Obtains approval from Media Relations Lead before releasing any new verified information 

Media Logistics

The Media Logistics staff reports to the Media Relations Lead. Media Logistics staff is responsible for coordinating logistics for media press conferences, briefings and other needs as determined.  The Media Logistics staff works with the Media Liaison.

Roles and Responsibilities:

· Coordinates and manages logistics for news conferences, media tours, media staging areas, news briefings and media centers 

· Coordinates with EOC Liaison to send logistics requests to the EOC Logistics Section 

· Identifies and secures site locations for news conferences and other media events 

· Identifies and secures equipment needs (stage, podium, sound system, mult box, etc.) 

· Addresses traffic/ transportation issues as needed 

· Notifies Safety Officer and security personnel as needed 

· Posts signage and media parking signs 

· Greets and escorts media that show up for media briefings and ensures they follow credentialing process 

· Assembles press packet materials for news conferences

· Assist Media Liaison with distributing press materials to on-site media as requested 

· Ensures that all media and press materials are distributed to all JIC unit leads, including Deputy/ Field PIOs 

· Works with Photo/Video, Graphics and Webmaster to ensure visual aids are available for media briefings as requested 

· Provides support to spokespersons as needed

· Tears down briefing room and returns all equipment to its designated location

· Works with Photo/Video staff to ensure video of briefing is provided to Webmaster for posting

· Works with Photo/Video staff to ensure press briefing photos are made available to media

· Works with Photo/Video staff to ensure video of briefing is provided to Media Liaison

· Ensures transcript of media briefing is provided to Research and Writing Lead

· Posts time, date and location of the next press briefing as directed by Media Liaison

· Works with Field PIO as requested to provide logistics support for on-site media tours 

Media Monitoring

Media Monitoring staff report to the Media Relations Lead.  Media Monitoring staff is responsible for monitoring all news media outlets and providing reports to the Rapid Response Unit regarding media trends, misinformation, rumors and accuracy

Roles and Responsibilities:

· Monitors all news media, including TV, Radio, Newspapers, and news Internet, 

· Provides reports that address: 

· is the information being reported accurate with regard to message materials, 

· what questions are not being answered with the messaging materials,  

· most frequent concerns, 

· most frequent items of misinformation,  

· unconfirmed rumors needing attention,  

· is the information reaching the public quickly enough 

· Works with Special Needs Liaison to obtain ethnic media monitoring reports 

· Works with webmaster to monitor tickers/alerts using search engines, major and local news websites regarding the situation 

· Creates a news log to document all news media regarding situation

· Shares reports with Rapid Response staff and provides updates to all appropriate functional units
Field PIO

The Field PIO reports to the Media Relations Lead. The Field PIO is stationed in the field (incident command /evacuation center or other designated location) to handle on-site media inquiries and requests. The Field PIO coordinates with the JIC and the incident commander in the field and reports information back to the JIC.

Roles and Responsibilities:

· Serves as a point-of-contact for onsite media

· Assesses media needs and organizes resources to fulfill on-site media needs 

· Coordinates with incident commander on site and with JIC to handle media requests 

· Prioritizes and tracks on-site media requests and inquiries 

· Communicates regularly and provides reports to Lead PIO and Media Relations Lead

· Provides approved media messages on-site 

· Acts as or supports on-site designated spokesperson 

· Sets up on-site media briefing areas as needed 

· Distributes all media materials and public information materials on site

Research and Writing Lead
The Research and Writing Lead reports to the Lead PIO and is responsible for overseeing the gathering of information, the verifying and updating of information, and the final content development of materials. Content development includes materials for the media, general public and other audiences via communication vehicles such as Web, call center scripts and other non-traditional communications.

Roles and Responsibilities:

· Works with Lead PIO to develop message objectives throughout different phases of event

· Works with Lead PIO to obtain verified information to use in material development 

· Works closely with Media Relations Unit to assess media information needs  

· Identifies additional content requirements and material development from other unit leads 

· Obtains status reports from Rapid Response on rumors and misinformation and consults with Lead PIO on how to best resolve rumors and misinformation

· Assigns and delegates staff to develop content for three areas: media materials, general public materials and other communication outlets such as Web and call centers 

· Obtains information from Rapid Response staff to update verified information, correct misinformation and rumors 

· Obtains final approval from Lead PIO on all communication materials before distributing 

· Disseminates all final and approved materials to functional and unit leads per approval of Lead PIO
Content Development
Content development staff report to the Research and Writing Lead. Content Development staff works closely with both the Media Relations and Communications units to consult on media and public information materials that need to be developed. Writing staff is responsible for keeping track of updated information that has been verified and making revisions as appropriate.

Roles and Responsibilities:

· Reviews message objectives with Research and Writing Lead 

· Conducts in-depth research on emergency topic 

· Works with subject matter experts to gather additional information 

· Develops key messages/ talking points for media relations liaison, field PIO and call center for rapid and accurate release of information 

· Develops content that is appropriate for different communication vehicles: the media, general public and other communication vehicles such as Web, call center, and other non-traditional communications: 

· Develops all media related materials: media advisories, media releases, media statements and talking points 

· Develops all general public materials: situation-specific materials such as fact sheets, FAQs, Q&A’s, flyers, notices, emergency alert messages 

· Develops all other communication materials: Web content, Call center scripts and other non-traditional communications

· Works with Web Master to ensure website is updated

· Adapts/ revises messages based on input from Rapid Response and other functional unit leads

· Coordinates and works with Special Needs Liaisons to ensure materials are culturally sensitive and accessible to special population groups or individuals

Rapid Response

Rapid response staff report to the Research and Writing Lead and work closely with the Media Relations and Communications units to collect rumors, misinformation, issues and problems that need to be resolved. Rapid Response is also responsible for maintaining a rapid response board with all rumors, misinformation, issues, problems and corrective actions and corrected information.

Roles and Responsibilities:

· Develops brief messages when immediate response is necessary

· Works with content development team to ensure brief messages are followed up with more detailed information

· Collects reports of rumors and misinformation from all JIC units 

· Verifies information with Lead PIO and ensures that all rumors and misinformation are responded to in a timely manner with factual information 

· Handles immediate issues, concerns and problems that arise and resolves them quickly

· Assists other functional units in external distribution of corrected information when possible

Graphics

The Graphics staff report to the Research and Writing Lead and is responsible for creating graphics that enhance and support print and Web materials.

Roles and Responsibilities:

· Locates, develops or creates graphic materials that support and enhance Web and print materials

· Ensures all copyright laws are followed

· Ensures developed graphics meet health literacy standards

· Logs graphics sources, uses and restrictions for future reference

Photo/Video

The Photo/Video staff reports to the Research and Writing Lead and is responsible for collecting still photos and videography that enhances and supports JIC messages.

Roles and Responsibilities:

· Captures still photography or videography that supports and enhances JIC messaging

· Ensures all copyright laws are followed

· Ensures photo/video permission forms are filled out by individuals when applicable

· Ensures still photography and videography meet health literacy standards

· Documents sources, uses and restrictions for future use 

Communications Lead
The Communications Lead reports to the Lead PIO and is responsible for handling and disseminating information to non-media partners. The Communications Lead is responsible for managing key partner information, stakeholder information, special needs populations, rumor control and ensuring that accurate information is posted on all Web pages and distributed to the call center.

Roles and Responsibilities:

· Assess communication needs and organizes resources to meet those needs

· Oversees and manages staff assigned to different communication areas  

· Ensures communications information is accurate, current, and consistent with the information that the Research and Writing and Media Relations staff is providing 

· Provides information to key partner contacts on a regular and timely basis

· Provides information to stakeholders on a regular and timely basis 

· Works with special needs liaisons to ensure messages are culturally sensitive, accessible, understandable and able to be acted upon

· Disseminates information to special needs groups on a regular and timely basis

· Keeps legislative and local elected officials informed and conducts briefings as necessary

· Responds rapidly to rumors and coordinates response between functions

· Shares information on type of calls, rumors and other information from call center staff with other functions in the JIC 

· Maintains incident Web site and monitors other emergency Web sites 

· Coordinates information needs with other PIO functional areas to ensure needs are met

Key Partners Liaison

The Key Partners Liaison staff is responsible for providing prompt and organized information, reports and updates to key partners and stakeholders.

Roles and Responsibilities:

· Distributes information (news releases, fact sheets, Q&As, etc.) to key partners and stakeholders, including businesses, hospitals, community based organizations, American Red Cross, Elected Officials, etc. via email or fax 

· Assists with providing information for the public alert system and e-mail distribution lists 

· Assists in coordinating and may participate in public community meetings 

· Responds to inquiries from community partners

· Distributes information internally to employees, officials, etc.

Web Master

The Web Master reports to the Communications Lead and is responsible for posting and updating information on the incident Web site. The position should be filled by a person with strong technical skills in creating, formatting and posting Web pages and working with digital images.

Roles and Responsibilities:

· Works with Research and Writing staff to obtain approved written information and materials for Web 

· Formats and posts all incident information approved by the Lead PIO, including news briefs, news releases, fact sheets, Q&As, etc. 

· Utilizes e-marketing, social Web sites and other new media methods when appropriate to reach various Web audiences

· Ensures that all information posted on the incident web site is timely, accurate, continuously updated, and approved by the Lead PIO 

· Provides and distributes updated information for all emergency response Web sites and works with IS staff to post Web content when needed 

· Provides material to other organizations for Web posting and, if practical, monitors those web sites.

· Coordinates with Key Partners staff to ensure information is available to partners and stakeholders via Web when applicable

· Establishes and maintains links to other emergency response Web sites 

· Monitors emergency response Web sites and Web-based information (except news media sites) to determine availability and accuracy of information

· Monitors for rumors, misinformation, issues and concerns on all key emergency and community Web sites, including blogs 

Rumor Control
The Rumor Control staff report to Communications Lead and are responsible for staffing and managing the call center or information line.  Staff are responsible for activating, monitoring, reporting on and managing Call Center information and for providing phone scripts and information to other Call Center/ Hotlines as necessary.

Roles and Responsibilities:

· Works with Communications Lead to identify an “incident information line”

· Works with Rapid Response team to ensure information line number is widely distributed to public through media  

· Records accurate, timely, consistent scripted messages on recorded information line

· Staffs call center

· Provides phone scripts to call center staff

· Provides phone scripts to other agency call centers as requested 

· Works with Special Needs Liaison staff to translate phone scripts into other languages as needed 

· Develops a call log system to monitor call volume, key issues, misinformation and rumors 

· Monitors call logs to determine frequently asked questions, most frequent concerns, questions that are not being answered with the messaging materials, and what are the most frequent items of misinformation

· Provides reports on key issues, misinformation and rumors to the Communications Lead and the Rapid Response team 

· Secures additional staffing for call center as necessary

· When appropriate, conducts call center training for staff and volunteers

Special Needs Liaison

The Special Needs Liaison reports to the Communications Lead and provides prompt and organized information, reports and updates to special needs populations in a format they can access, understand and act upon.

Roles and Responsibilities:

· Identifies and communicates with special needs populations to assess their needs

· Coordinates with translators to ensure public information materials are available in appropriate languages in an efficient and timely manner

· Reads and proofs translated materials as requested

· Coordinates with Media Liaison to fulfill requests for information and interviews from media that serve special needs audiences

· Ensures information is culturally sensitive, at an appropriate health literacy level, accessible, understandable and able to be acted upon before it is released

· Distributes information (news releases, fact sheets, Q&As, etc.) to special populations
· Participates in public community meetings as appropriate

· Responds to inquiries from special needs populations 
· Monitors special needs media outlets for rumors, misinformation and concerns
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