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HEADQUARTERS 
WASHINGTON WING CIVIL AIR PATROL

United States Air Force Auxiliary

Post Office Box 4459 
McChord AFB, Washington 98438-0459

Washington Wing Crisis Communications Plan

Applicability
This plan applies to the Washington Wing.  It is the responsibility of the commanders and staff to be familiar with this plan. This plan does not apply to Emergency Services mission operations, or any routine mission operation. 
Purpose
· Ensure the flow of accurate and timely information to wing leadership, staff, the media,
and the public during a crisis.
· Provide the media with a reasonable level of access per CAP regulations and policy.
· Develop and provide unified messages in a crisis or emergency.
· Minimize unnecessary damage to the integrity and reputation of the Wing and CAP.
· Counteract inaccurate criticism by providing accurate and honest information.
A crisis situation is defined as any situation deemed by the Wing Staff and Wing Commander as having a major impact on the Wing, on CAP as an organization, or the public. Examples of a crisis situation may include incidents at CAP activities involving, but definitely not limited to, serious injury and or loss of life, terrorism, a member’s death, natural disasters, major crimes or major disruptions of operations.    Crisis situations may include police investigations or other situations that require a public response.

This plan is not intended to change the way emergencies are initially reported.  All applicable CAP regulations will be followed in these initial and subsequent reports.

It is the goal of this Crisis Communications Plan to establish guidelines for dealing with a variety of situations, and to ensure that leaders and communicators are familiar with  these procedures and their roles in the event of a crisis. The plan is designed to be used in conjunction with the normal decision-making hierarchy of the wing and does not supplant that decision-making process.

Each crisis or emergency will require a unique public information response; therefore, the purpose of this plan is to provide guidelines for incident response rather than strict rules.  The extent of the response will depend on the nature of the crisis.
Assumptions
Since the only information the public often receives about an emergency is through the media, media relations is an essential component of any crisis plan. Timing is crucial and it is essential that a response be issued as soon as possible with follow-up bulletins as required on a regular basis.
Rumors can spread quickly via email, blogs and online forums. It is therefore important that responses be issued as quickly as possible via various channels of online communication, both formal such as official news releases as well as postings to any applicable websites.
A crisis situation may be considered “breaking news” and is likely to result in more public exposure for the Wing than dozens of "good news" stories. The idea of “If it bleeds it leads” often applies in these situations.

Crisis Communications Team
A Crisis Communications Team (CCT) will be established that consists of the following members:
· Wing Commander
· Wing Vice Commander

· Legal Officer

· Inspector General
· Director of Public Affairs
· Director of Communications
· Director of Operations
· Chief of Staff

· Chaplain

Specific contact information of the WAWG CCT is not included with this CCP.  The current staff directory or E-Services system may be consulted for names and contact information of CCT members.
The PAO will annually prepare a proposed CCT list and submit it to the Wing Commander for approval.  This will be done by 31 January of each Calendar Year.

Crisis Center
It is expected that crisis teams will work virtually thru e-mail, phones and conference calls.  If the need exists to set up a crisis center, the Wing PAO will select a location with the approval of the Wing Commander.
Crisis Materials
The PAO is assigned the task of maintaining materials to assist in the management of a crisis.  As a minimum the PAO will maintain the following materials (these may be electronic):

· This Plan

· Roster of the team

· Contact information for all area vice commanders and relevant wing staff members

· Media List

· CAP fact and statistical information

Electronic Resources
The PAO will create messages and announcements as appropriate to communicate with CAP members and the public. These crisis communications will be approved by the commander before being disseminated.

Crisis Communication Team Roles

When crisis strikes, it is essential to quickly gather and confirm facts, distribute the information and prepare to address the situation. When a crisis is verified, the following steps should be taken: 
- Gather the facts
To respond to a crisis properly, PAOs/MIOs must quickly gather and double-check facts. 
- Convene the crisis communication team
The core team members should immediately convene and decide the first course of action. Because this must be done swiftly, key members should take the lead, bringing in the rest of the team as necessary. 
- Activate relevant safety plans 
The crisis communication team members should make sure all applicable safety plans and measures are implemented immediately, particularly if someone’s personal safety is at risk. 

- Develop assistance for those affected
Assistance could include counseling, support groups, memorial services, safety seminars, safety awareness campaigns, hotline numbers or Web sites that provide information to family members, etc. 

- Prepare a statement and background information
Add specific information to the template statement, and prepare background information for the media. Stick to the facts. 
- Meet with government/Air Force officials as necessary 

- Media orientation flights
As the crisis situation becomes more controlled, PAOs/MIOs need to consider providing media orientation flights.
- Determine which stakeholders need to be informed of the situation, and in what order:

· Members and employees

· Organizational governance groups 

· Unit public affairs officers

· Media, and by extension, the public

· Parents and next-of-kin
- Appoint Spokesperson: 
The Wing Commander and PAO are the spokespeople for the Wing and will be expected to work with local media. The Wing PAO is the spokesperson for CAP in the state and will work with statewide/regional media. The Wing PAO is available to assist units and can serve as a local spokesperson as needed.

- Guide the public
If a crisis involves a possible evacuation, officials should let the public know what areas should be evacuated, timelines for evacuations and where to obtain more information—radio, TV, Web sites etc.
 - Activate a crisis hotline number (as necessary)
Depending on the magnitude of a crisis, activate and publicize a crisis hotline number. Hotline should include a detailed message or be configured to allow the taking of calls from concerned people. 
- Cooperate with affected agencies
Stay in contact with applicable governmental or other agencies. Issue joint or complementary press releases with those officials, if necessary. 
- Keep track of media calls, requests
The PAO should maintain a list of all the reporters associated with the crisis so news clippings of the coverage can be tracked and evaluated. 
- Identify best methods of communication
For internal audiences, use broadcast e-mail, the Web site, and/or the crisis hotline.  Always make sure internal audiences are the first to be informed.  For external audiences, hold press briefings or issue official statements.  The first press briefing or statement should come out within five hours of the event or crisis.  The time of day, day of the week, whether it's a holiday and infrastructure availability will help determine the preferred methods of communication. 
- Prepare for tough questions
To prepare the spokesperson for interviews and press briefings, the crisis team should make a list of all possible tough questions the media or the public might ask and compose responses.
- Respond to the media quickly and fairly
The media provides a way for the organization to publicize its message and also helps shape public opinion. Cooperate with the media, be mindful of their deadlines, and show no favoritism of one media outlet over another. 
Phases of Response

Immediate 
The Wing Commander and the PAO will determine if an official statement should be prepared and released. If warranted, they and the CCT will develop answers to specific questions that may be asked by the media.

CAP is not afraid to tell the truth, we must be able to relay it and move on. You will build a better long term relationship if you are candid in bad or rough times. Never say “No comment” - always be fully honest.  If you do not know an answer, say so and tell media you will find out and get back to them.

The PAO will brief staff and the area vice commanders who may have to answer questions from local media.

As part of this phase talking points should be developed. They should be agreed to by the crisis team and delivered to all members authorized to speak to the media.

The PAO will obtain basic information (type of crisis/emergency; time of emergency; actions taken; areas and number of people involved; injuries or fatalities; extent of damage) and prepare an official news release for approval by the Wing Commander.  For crisis that are directly associated with an incident with an assigned Incident Commander (IC), the IC is the representative of the Wing Commander and, therefore,  must approve all press releases and other media contact.

Key PAO Tasks
· The PA staff will verify all sources of information.

· The PAO will clear news releases with the Commander as quickly as possible before releasing to the media.

· The PAO will log and document all media inquiries.

Ongoing Period 
In an ongoing crisis, the PAO (with the help of the CCT) as appropriate will:

· Provide the public and constituents with basic information about a crisis via the news media and on the web
· Provide the membership with basic information about the crisis via electronic mail or other means such as radio. Ensure that copies of all updates are sent to higher echelon authority as soon as possible. 
· Keep the public, media and constituents informed of the situation and provide advice on what they should or should not do to prevent further damage or loss of life, panic or interference with emergency response efforts. Information will be provided via the wing website and press releases to any related media 
· Instruct the public on how to obtain further advice or information

Recovery Period 
The PAO will issue media updates for as long as necessary, then scale back activities as warranted. Such updates will be posted online. Upon termination of the crisis situation, the PAO will schedule a meeting of all key players to review all actions taken and lessons learned. These will be included in an after-action report to be forwarded to the Commander and other appropriate leaders and/or departments.
Updates
This plan will be reviewed and updated every year in the month of January.

The PAO will send an updated plan electronically to the commander for approval. It will also be available for download on the wing's intranet.

The CCT should be assembled periodically to discuss the plan and any updates. The Commander will convene these meetings. Results of the meetings and revisions of the plan are to be documented and filed with the plan. Copies of this plan should be addressed to all members listed in the plan and any other personnel who might play a role in the event of a crisis.
Training
Unit leaders and CCT members will be required to view the "Crisis Communication Presentation", during the month of January. After viewing the presentation the member will sign a register that indicates he/she has reviewed the presentation. This register will be filed with the plan and record of plan review/updates.

APPROVED:

//E-Signed//                                                                             //E-Signed//
Ruth A. Peterson, 1st Lt CAP




David E. Maxwell, Colonel, CAP                  PAO, Lewis County Composite Squadron


Commander, Washington Wing
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 Commander's Initials

  Media Contact Information

Seattle


Seattle Times


P.O. Box 70 Seattle, WA 98111


206-464-2111

http://seattletimes.nwsource.com/html/home/index.html
KOMO TV


Keith Eldridge



keithe@komotv.com
KIRO TV







newstips@kirotv.com
Vancouver  

The Columbian


P.O. Box 180 Vancouver, WA 98666-0180
360-694-3391
http://www.columbian.com/ 

Spokane  

The Spokesman-Review
P.O. Box 2160Spokane, WA 99210

509-459-5000

http://www.spokesmanreview.com/
Tacoma  

The News Tribune 

P.O. Box 11000Tacoma, WA 98411-0008
253-597-8742
http://www.thenewstribune.com/
Guiding Principles

· Be Straightforward and factual

· Stick to your immediate role and assigned responsibilities.  Keep it basic.

· If you don’t know, say so.

· Tell them you will get the answer, and make sure you follow up.  Do not speculate.

· Let leadership know you’ve talked to the media.

· Get the name of the reporter and the media outlet.  Let others know whom you’ve talked with.

Transitional Phrases

· Suggested phrases to help you keep control of an interview

· Before I forget, I wanted to say…

· Let me put that into perspective…

· It is important to remember, however…

· That’s an interesting question, but to finish what I was saying…

· What I’m really here to talk to you about is…

· Let me just add…

· Another thing to remember is….

· What people really need to hear is….

· I don’t have any details on that, but what I can tell you is…

· That’s a good point, but I think your audience would be interested in knowing that….

· Let me give you some background on that…

· As I said…

Interview Tips and Techniques

DO….

· Know what you are going to say

· Prepare and gather your thoughts

· Always stay composed & in control

· Convey your message clearly

· Think before explaining complicated issues

· Speak in complete sentences

· Stay on message

· Assume you are always “on the record”

· Use proper body language & eye contact

· Ask for their name and media outlet (here’s my card…may I have yours?)

· Let other people know who you’ve talked to
DON’T….

· Get led astray

· Offer your  opinion or personal beliefs

· Use hypothetical guesses, lies, or exaggerations

· Make things up or speculate

· Use acronyms or long answers

· Use highly technical terms

· Say “No Comment”

· Start by addressing the negative question

· Get lured into friendly conversation

· Be overtly defensive or sarcastic

· Apologize or attack

· Lose your cool or promise things

· Hem & haw or talk on & on

· Fold your arms or use wild hand gestures

· Wear sunglasses

Attachment D: Sample Press Release

For immediate release

March 18, 2006  Time:1537

Incident Commander – Maj J.F. Vallee  Mission Base Phone Number 360-28-9079

Information Officer – 2Lt Ruth A. Peterson  I.O. phone number 360-880-4553

Over 40 Civil Air Patrol (CAP) cadets and senior members (members over the age of 21) from Group 3 of Washington State Wing spent the weekend training for a possible major disaster in Western Washington.  The scenario that was presented for the exercise was a major earthquake, and CAP was given the job of discovering simulated damage to major structures and roads.  Cadet and Senior members arrived at the Toledo Airport on Friday evening and worked through many tasks before they went home on Sunday afternoon.  

Crews of up to 15 individuals were sent out in CAP Vans to photograph area bridges, roads, and dams.  The cadets were taught observation skills and photography techniques prior to tasking.  Six aircraft with CAP pilots, observers, and scanners were also sent out to take aerial photos of airport runways, highways, and dams.  Not only were they looking for potential damage, they were also looking for possible traffic bottlenecks that would make it difficult for area fire and police to respond to calls from citizens.  They also identified alternate routes that could be used to move local citizens in the event of an evacuation.

While this exercise was based on a fictional scenario, it was an excellent way for the local Civil Air Patrol to hone their emergency services skills.  The pictures taken during this exercise will be used as a baseline should an emergency event such as a natural disaster actually take place.  Engineers will be able to look at the photographs taken this weekend and compare them to pictures after an actual event, allowing them to quickly identify problems and create solutions.

With the memory of Hurricane Katrina, the Southeast Asia Tsunami, and the eruption of Mt. St. Helens on our minds, the Civil Air Patrol units in Western Washington are determined to train their members to respond quickly and efficiently during disasters.  

     The U.S. Civil Air Patrol, the official auxiliary of the U.S. Air Force, was founded on Dec. 1, 1941, less than a week before the Japanese attack on Pearl Harbor brought the U.S. into World War II. CAP is a nonprofit organization with more than 55,000 members nationwide. The organization's members perform 95 percent of continental U.S. inland search and rescue missions, as tasked by the Air Force's Rescue Coordination Center and was credited by the AFRCC with saving 58 lives in 2006. Its volunteers also perform homeland security, disaster relief and counterdrug missions at the request of federal, state and local agencies. Members play a leading role in aerospace education and serve as mentors to the more than 22,000 young people currently participating in the CAP cadet program.  For more information about Civil Air Patrol programs, call 1-800-FLY-2338.
