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Prepared by

Sandi Duran,

Santa Fe Trails Marketing Administrator

The First Hour:

Evaluate the situation. Is it a local and county, state and/or regional crisis? Organize response, issue initial statement when warranted. Notify staff of the crises and hold an initial briefing.

Activating the Crisis Team

· The Public Works Director and the Transit Director will serve as the team leaders and use a notification tree (To be developed) to contact the PR team and to execute relocation plan, if necessary.

· Hold initial staff briefing

Media Communications

· Activate holding statements (see page 3) for media calls.

· Begin monitoring news coverage, TV, radio and internet. 1.) Is information correct?

· Prepare first news release or response statement. 1) Confirm what is known at this time. 2) Position department as responsive to the situation. 3) Use additional information from backgrounders.

· Secure news release or statement approvals.

· Determine news release distribution.

· Issue first news release or use holding statement in response to media inquiries.

· Respond to media calls in priority order.

· PR Officer, Transit official, Public Works Director, and CM collaborate who will go to scene of incident (see “At the Scene”) and who will take calls that come to the City Manager’s/Mayors/PR’s office

Administrative Activities

· Answer phones, complete media log sheets (see telephone log sheet) and give to media spokesperson

· Assist in monitoring internet and other sources for news coverage

· Distribute news release to PR media list – email, fax, internet posting

Web Site Communications

· Post press release and other key information on the web site.

· Post special icon or “Special Notice” to call attention to crisis information

Customer Communications

· Provide press release or Rider Alerts to press and post on buses (if still operational)

Holding Statement

Until a formal news release or response statement can be prepared, we can use a “holding” statement to respond to inquiries from the media. Such as:

“We are in the process of preparing a statement based on the information that we have at this time. We expect it to be issued shortly. We also will schedule a briefing for the news media (if applicable)

Standby statement in response to questions about the cause of an accident:

“It is too early to talk about the cause of this incident. It will take a thorough investigation to determine what happened. The investigation will be conducted by (___________________) and (__________________) and we will cooperate fully with all authorities. At this time, we will not speculate about the cause, and we encourage others not to speculate as well.”

When we have no more information to release:

“We have released all of the confirmed information that we have. As soon as we have additional facts, we will share them with you.”

In response to questions about victims:

“Confirming the identities of victims is a difficult and sensitive matter. We are working as quickly and as accurately as we can. We are working closely with the families. As names are confirmed, relatives will be notified first before we release any names to the public. This can be a time-consuming process, but we want to avoid errors.”

An expression of sympathy:

“All of us at the city of Santa Fe and Santa Fe Trails extend our sympathies to the families and friends of those co-workers injured /killed (Should come from appropriate operations personnel or City Administration, may require vetting by law.)

Spokesperson To-Go Bag

· Appropriate clothing (Outerwear, rain gear, sweaters, safety shoes, hardhat, eye, hearing protection, if applicable)

· Crisis communication manual

· Cell phone

· Point-and-shoot camera

· Laptop

· Portable printer

· Stationery (press releases and extra supplies)

· Press kits (prepared in advance)

· Business cards

At the Scene

· Get briefing from senior transportation officer

· Meet on-site media

· Contact local media not present

· Touch base with reps of investigative agencies

· Discuss with Transportation and Safety setting up periodic meeting with community leaders and responders to share status and assess community impact

· Attend brief meetings by agencies and authorities

· Be available to media at times dictated by news cycles.

The Second Hour:

Ensure we speak with one voice by limiting the number of spokespeople. Evaluate the unfolding nature of the crisis to determine the next steps. Conduct an initial media briefing, if the situation warrants. Determine whether media coverage is expanding beyond a given locale and whether communications should be adjusted.

Media Communications

· Determine whether to conduct an initial media briefing.  If a briefing is not warranted, provide periodic updates, press releases or interviews to the media.

· Notify outside PR firm (if necessary)

· If the decision is made to hold a media briefing, creating a list of anticipated questions and answers. (See questions from media)

· Write press release or statement 

· Secure press release and statement approvals.

· Issue press release or updated statement in response to inquiries, if no media is warranted.

· Arrange media interviews or conference calls with spokesperson

· Continue monitoring TV, radio and internet

· Correct erroneous reporting

· Create a work schedule for PR crisis communications team.

· Establish contact with other public information officers and other crisis participants such as hospitals, police and fire departments and other county or state officials involved in the response.

Administrative Activities

· Order additional cell phones, telephone lines in necessary

· Continue media and internet monitoring

· Send press release to designated media outlets

· Arrange telephone conference calls

· Reserve the media briefing facility (City Hall Chambers or other city facility) Make sure media room is setup properly (see setup)

· Order food and beverage for media. (depending on time)

· Arrange for a video crew to record briefing and supply audio/visual equipment for briefing room with speaker’s microphone with mult-box for TV and radio microphones and TV lighting.

· Assemble media kits

· Post directional signage

· Staff sign-in desk at briefing

· Collect and maintain a file of all telephone log sheets and all final versions of press releases.

· Start binder to collect and maintain a file of all media coverage.

· Order food and beverages for PR and crisis team and staff (depends of length of time working)

· Advise police of any special access or control needs

Employee communications

· Prepare and distribute press releases or statements from Mayor/City Manager to employees

Web Site Communications

· Post press releases or statements 

Customer Communications

· Provide press releases or statements to riders

Visual Communications

· Gather team to assist in upcoming preparation of print materials for use by media and others.

Employee Communication needs during a crisis

Some of these employee-related issues may need to be addressed:

· Building Security: Explain security precautions being taken at facilities. Provide instructions for employees if a facility must be closed.

· Internet and e-mail use: Communicate any special short-term changes to regular internet and e-mail policies.

· Time off: Communicate any crisis-related exceptions to all employees. If a crisis result in military reserve call-up, recommunicate company policies and programs.

· Donations: Communicate options for employees to add their personal donations if there are fatalities.

· Provide regular messages from the City Manager or Transit Director regarding the city’s actions to help during the crisis as well as anticipated effects on the public transportation system.

· Communicate with the marketing staff any messages or stop/start actions to take with customers.

· Media relations: Recommunicate policy to media relations

· Customer relations: Provide employees in customer-facing frontline roles with information on the crisis. (statements of facts, no opinions)

· Manager responsibilities: Provide key messages for managers to send to employees

· Additional Employee support: Communicate information about employee assistance programs and provide links to emergency support organizations (EAP). 

Media Briefings/Press conference

Media briefing/press conferences are an effective way to give one set of answers to many questions and reporters at one time. A briefing conveys openness and accountability. On the other hand, control can be lost to overly aggressive reporters who can put the spokes person and the city on the defensive. Consider holding a briefing when:

· There has been loss of life, serious injuries or significant property damage.

· There has been significant inconvenience to or endangerment to the public, employees and customers

· There are damaging accusations or question about the company’s integrity or workplace practices.

· The situation demands an in-person response

· The designated spokesperson has the skills and demeanor to conduct a briefing

The keys to a successful press conference are to notify the greatest number of media and to hold it at a time that allows the media to meet their publication/broadcast deadlines.  Location is another important factor in making attendance convenient. Scheduling the first press conference to meet the most immediate “news cycle” is important. The more stories that appear without the city’s/Santa Fe Trails viewpoints, the more likely it is that miscommunication will result.

Guidelines for Conducting a Press Conference 

Conduct a media briefing in person, by radio or TV or telephone conference call.  A briefing should include new information and key message.

Before the conference:

Personnel involved in handling the emergency, spokespersons and technical advisors should gather to determine who will speak on specific issues and discuss potential questions and answers.

Leading the press conference

The PR representative should open the briefing and:

· Bring the room or conference call to order

· Set ground rules (length of conference, time for Q&A)

· Give TV crews time to prepare (ask if everyone is ready and wait before proceeding)

· The speaker should begin with a prepared statement containing key messages.

· Following presentation, the floor will be opened for questions. The PR representative should moderate the Q&A session by receiving each questions and referring it to the appropriate person.

· Ensure someone from the support team is making notes about the session and keeping a list of items that need to be followed up on.

Examples of Opening Statements

· “I want to share the most up-to-date information we have pertaining to this accident/event.

· “Our goal is to keep you informed with the latest confirmed information regarding this incident.”

· “I know that you are interested in … and we will do everything we can to keep you informed …”

· “I have been in contact with the (incident commander, police dept. fire, etc.) attempting to get the most up-to-date information about the incident.”

After the Press Conference

Conclude the news conference by thanking participants and letting them know that another press conference will be held when new information becomes available.  Provide an approximate time, if possible. Follow up with reporters requesting additional information.

Press Conference Checklist

· Secure an easily accessible location as close to the incident site as possible (a room at the command center or closest hotel)

· Conference room with tables and chairs to accommodate 25 people.

· Use a neutral background curtain behind lectern. 

· If possible, have tow entrances to the room. If there is only one arrange the room so the speaker can leave the room without having to pass by the media.

· Provide adequate parking for “live” satellite trucks.

· Fax media advisory with key information to media

· Draft an opening statement for primary spokesperson

· Obtain and test equipment including: podium, microphone/sound system – multibox for TV and radio, tables and chairs arranged classroom style, lighting, video equipment

· Develop visuals (charts, graphs, photos, maps of accident area.) Make sure graphics will be used with TV lights and uses nonglossy finish. Camera-ready copies should be included in press kits.

· Develop background information kits for distributions at the news conference

· Identify specific team members who can handle more in-depth questions.

· Develop a sign-in sheet to track attendance.

Press conference advisory

Media advisory

Month/date/year

The city of Santa Fe and Santa Fe Trails schedules a press conference to discuss (crisis event)

What

Santa Fe Trails will conduct a press conference regarding (insert 


nature of event)

Who

Name, title of spokesperson

When

Time/date

Where
Location and parking information, driving instructions, if appropriate, or how to participate by conference call.

Contact
Name, location, phone

Website
www.santafenm.gov

Public Relations Checklist:

Date of incident: ____________

Location:  ______________________________________________________

Time of incidents: _______am/pm

What happened: _________________________________________________

_______________________________________________________________

Bus traveling to/from/direction:

Bus empty:

Bus weight: ____ tons

length:______feet

Speed mph:



(Do not release bus’s actual speed.)

St./rail crossing accident (protection at crossing)

Hazardous materials involved: Yes___   No___

Name(s):

Potential effects:

Amount released:

Remediation:

Estimated clean-up time:

Evacuation/impact on community:

Injuries:

Road to reopen:

Traffic detoured through:

Cause (always advise under investigation)

Damages: (do not release)

Prepared by: ______________   Time:  _____   Date: _______

Contacts for more information: _______________________

Telephone log sheet

Priority:

· Regional

· Local

· Employees

· International

· Other: _____________________________________

Date: ________ Time:_______________

Call received from:

Name:

News Organization:

Location:

Phone:

Fax:

E-mail:

Deadline:

Message:

Call returned by/date/time:

Follow-up:

Notes:

Transit Bus Safety and Security Program

FTA, AASHTO, APTA, CTAA


