
X County Local Health Department
Public Information and Communications (PIC)
Standard Operating Guide
Introduction
Mission Statement
This operating guide will provide X County with a framework for public information and communications (PIC) activities during an emergency.
Purpose
This operating guide will be used during an emergency to guide health department PIC procedures. This document will contain information and templates to manage crisis emergency public information and communications including job actions sheets, contact information, and checklists.
Scope
The X County Health Department has developed this standard operating guide (SOG) for management of health department public information/communications activities. This SOG may be used in preparation and/or response to all emergencies including, but not limited to, mass prophylaxis dispensing, disease outbreaks and acts of terrorism. 
A copy of this guide will be maintained at the X County Health Department. In accordance with Centers for Disease Control and Prevention (CDC) and Kansas Department of Health and Environment (KDHE) requirements, this guide will be reviewed quarterly to ensure accurate and updated information. 
Record of Review Update

Changes and reviews will be posted on the “Record of Review and Update” found below. 
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Activation
Elements of this SOG will be activated as needed based upon identified response needs. 
Public Information and Communications
Command and Control
The Public Information Officer (PIO) for X County is the (insert title here); the back-up PIO for X County is the (insert title here). The PIO will be activated by the X County Incident Commander. A Job Action Sheet for the PIO can be found in Annex C3. A list of the equipment to be used by the PIO to establish or participate in a Joint Information Center (JIC) can be found in Annex A3. 
Point-of-contact information for the PIO and their backup(s) can be found in Annex D5. Training records for these individuals can be found in Annex T2. Individuals designated to serve as PIOs will maintain current registration information on the Kansas Health Alert Network, to ensure they receive updates on issues from KDHE.  This individual will participate in a Strategic National Stockpile (SNS)-focused PIC training at least once per year. Refresher training is available on the KS-TRAIN website at http://ks.train.org, course #1025419. This training can also be utilized as just-in-time training. 
Notification
In the event of an emergency, the PIO for X County will make necessary notifications, coordinate with staff, make media contact and gather resources necessary to perform their duties.
In the event of an emergency, the (insert title here) or his or her designee will notify local and county government officials and state officials using the point-of-contact information found in the local response plan. Contact information for these officials can be found in Annex D4. This notification procedure will be tested at least quarterly, and documentation of these tests is kept on file at the X County Health Department. The following hierarchy will be used to provide initial notification of the incident to local and county government officials.

1) Work phone (during business hours)

2) Work mobile device

3) Personal mobile device

4) Home phone

Attempts to notify these officials will continue until successful. The (insert title here) will note the dates, times and success of each contact attempt per individual. A form for documenting notifications can be found in Annex D5.
The health department’s Government Emergency Telecommunications (GETS) Card facilitates phone access during emergencies and is maintained by the (insert title here). A description of the storage location for the card and instructions for its use are contained in Annex E3. 
Media Relations
The contact list for primary media outlets serving the population of X County is located in the media tab of Annex D4. The media contact list will be updated as needed and include a revision date. News releases will be distributed via email and website to contacts on the media contact list found in Annex D4.  In addition, the point-of-contact information for pre-identified subject matter experts can be found in Annex D4. 
During an emergency, the PIO will coordinate with other affected entities and KDHE, as applicable, to release news statements to media serving X County as needed to keep the public informed of events as they occur. Pre-scripted message maps with media messages can be found in Annex F. Examples of questions that the media may ask can be found in Annex F. 
Before any information is released to the media, it must be cleared and approved by the Incident Commander.  At such time that a Joint Information Center (JIC) is established, the JIC will perform the Approval and Clearance function as directed by the EOC Manager at the Emergency Operations Center. 
The PIO will schedule news briefings as determined based upon the incident, and as directed by the Incident Commander. Memoranda of agreement for the locations of news conferences, if applicable, can be found in Annex P3.
Health Education
Fact sheets and links to public service announcements on various hazards and agents can be found in Annex F. In the event of a public health emergency, these items will be used to educate the media and public about the hazard or agent. The PIO will work with subject matter experts to develop health education materials and presentations as needed.  The X County Health Department will print health education materials specific to the incident, and/or utilize such materials in this SOG. An agreement with a vendor for reproducing and storing surge quantities of printed materials for emergency use can be found in Annex P2 if needed. 
The PIO will oversee the distribution of these materials and presentations to local facilities and institutions. Locations that will be offered health education materials for distribution are listed in Annex D4.  If POD operations are being conducted, please see the Mass Dispensing section below for specific information on health education activities at the POD.

Joint Information Center (JIC)
A JIC is a central location usually co-located with an Emergency Operations Center (EOC) used for communicating consistent messages to the public. A JIC allows responding agencies the opportunity to coordinate outgoing messages, and gives the media a single point of contact for information about the emergency.
The X County Emergency Manager has primary responsibility of establishing a JIC for X County in response to an emergency.  The X County JIC will coordinate with the state JIC to ensure that outgoing messages to the media are consistent.
Phone Bank
In the event of an emergency, X County Health Department will receive phone calls and questions about the incident. If additional staff are available, the health department will designate individuals to serve as local phone operators to respond to incoming calls. Protocols for local phone operators can be found in Annex F. The phone operator will answer this number using a standardized script. Pre-developed phone scripts and the Call Tracking Form are housed in Annex F. Operators will furnish completed Call Tracking Forms to the Public Information Officer to help determine what information should be included in news releases. The PIO will also coordinate with the Planning Section to develop response messages. Operators will refer questions to other agencies as appropriate. A list of these agencies can be found on the Call Referral List in Annex D4.  
The health department will create automated phone greeting messages to direct callers to contact the KDHE phone bank at 1-877-427-7317 if it is confirmed that KDHE is operating its phone bank. X County Health Department will obtain TTY and TDD phone services for phone bank operations by calling Relay Services at 7-1-1 or 800-766-3777, if these services are not already provided by X County. 

At-Risk Populations
Before, during, and after an incident, members of at-risk populations may have additional needs in one or more of the following functional areas: communication, medical care, maintaining independence, supervision, and transportation. In addition to those individuals specifically recognized as at-risk in the Pandemic and All-Hazards Preparedness Act (i.e., children, senior citizens, and pregnant women), individuals who may need additional response assistance include those who have disabilities; live in institutionalized settings; are from diverse cultures; have limited English proficiency or are non-English speaking; are transportation disadvantaged; have chronic medical disorders; and have pharmacological dependency. Types of impairments which have to be considered include, but are not limited to, having cognitive impairments, physical disabilities, being deaf or hard of hearing, or totally or legally blind. Members of at-risk populations may live independently, in community based/assisted living settings, in long term care facilities, or may be homeless. Disabilities may be permanent or temporary, visible or not readily identified, chronic, episodic, psychiatric, physical, mental, or psychological.

The PIO is responsible for developing messages in formats specific to at-risk populations residing in X County, including coordination with a language translation service vendor and/or KDHE to obtain translation /interpretation services as needed. Health education materials will be produced at a reading level between third to sixth grade where possible to address the needs of individuals whose reading proficiency is limited. Text contained in materials will be tested in Microsoft Word, using the Show Readability Statistics option found within the Spelling and Grammar dialog that is located under the Review main menu heading or the Word Options dialog. Materials will be produced in English, Spanish, American Sign Language, Braille, pictograms and certain Web-based formats designed for accessibility. 
X County Health Department will obtain TTY and TDD phone services for phone bank operations by calling Relay Services at 7-1-1 or 800-766-3777, if these services are not already provided by X County. 

The language service vendor for X County is (insert company name and contact information). The PIO will deliver emergency-related information to organizations specifically serving members of at-risk populations, in appropriate languages and formats.  Organizations are responsible for distributing this information to members of the populations they serve and to their own personnel. 

Point-of-contact information for community agencies, institutions and organizations that serve members of at-risk populations can be found in Annex D4. Memoranda of understanding (MOUs) with these organizations to conduct emergency communications activities with members of the populations they serve (as well as their own personnel) can be found in Annex P4. 
Whenever possible, X County Health Department will provide interpreter/translator services for languages commonly spoken or read in the community. Public service announcements (PSAs) may be distributed by KDHE in response to the incident. Radio and television stations that serve audiences whose primary language is other than English will broadcast these PSAs in those languages. PSAs will also be posted to the KDHE website as audio or video files in multiple languages, developed by an interpretation contractor. Broadcasters will be encouraged to download and use these files.
Public Information Activities in Absence of Electricity or Internet Access, if Media Access is Unavailable to the Public, or as Deemed Necessary by Command Staff.
The PIO might need to distribute information without the benefit of electrical power or Internet access. If the public does not have access to television, radio, newspapers or the Internet due to catastrophic physical damage in the community, or for other reasons, methods that will be used to provide information to the public, include:
· Posting of handwritten signs at Disaster Recovery Centers, points of dispensing, mass care or community shelters, food distribution sites, and checkpoints (these can be electronically produced as more response resources arrive in the community).  See the Health Education section above for a list of sites identified to distribute information.
· Verbal instructions and announcements delivered by authorities at these locations (these can also be broadcast or posted electronically as more response resources arrive), or through vehicle-mounted loudspeaker public address systems.
The PIO may enlist the aid of operations personnel, volunteers and others in distributing these messages, with the approval of the Incident Commander.
Mass Dispensing
If the Mass Dispensing SOG is activated by the Incident Commander, the procedures outlined in this section will be implemented.

Health education materials about various diseases and medications (provided by the PIO) will also be distributed to the public at PODs. The (POD Education/Mental Health Branch Director, Public Information Liaison, POD Operations Section personnel) (is/are) responsible for distributing health education materials at PODs. Specific information about POD education operations can be found in the Mass Dispensing Standard Operating Guide for X County Health Department.  Tools for informing the public about mass dispensing/POD operations can be found Annex F3.
The PIO will be responsible for distributing messages to the community about PODs. Such messages will include the location, operating hours and other details relevant for community members to successfully receive vaccinations or other medications offered at PODs. The PIO will interact with the (Public Information Liaison, POD Operations Section personnel) regarding consistent messaging. It may also become necessary for the PIO to oversee educational campaigns to fully communicate these messages to the community, and to perform ongoing evaluations of these efforts. The PIO may use the tools in Annex F to ensure these activities are successfully performed. 
In the event of POD operations, all media will be directed to a designated area located at (insert location here). Media briefings and tours will be coordinated at this area by (Public Information Liaison, POD Operations Section personnel) in coordination with the PIO. If a JIC has been established, activities at the media area will be coordinated with the JIC. 

Social Media

Whether in preparation for, in response to, or recovery from an emergency event, conversations are occurring on social media networks. Social media is a means by which authorities can provide a service to the public, achieving a successful mutual outcome of protecting the public and mitigating the impact of disasters. The participation in social media is the bridge between the means and the end when the emergency management community and the public work together. Social media should be used in addition to SMS messages, radio, TV, internet, newspapers and online emergency information. A social media guide can be found in Annex F5.

X County Health Department utilizes the following social media accounts: 

· Facebook

· Twitter

· YouTube

· Real Time Community Maps

