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Coordinating information 
•  Message creation  

›  Convey empathy 
›  Build confidence 
›  Promote life safety 

•  Message approval 
›  Clear 
›  Streamlined 
›  Delegated 
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Creative Services 
•  Web designers/developers 
•  Graphics specialists 
•  Photographers 
•  Videographers 
•  Editors 
•  Other electronic, printed products (maps, etc.) 
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Keep in mind… 
•  Information is rapidly changing during 

emergencies.  

›  What information has to be right the first 
time?  

›  What information can be release on an 
“as-available” basis? 
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Don’t wait for the full picture 
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Production 
•  News releases/media advisories 
•  Talking points 
•  Backgrounders 
•  Web content 
•  Social media 
•  Other? 
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Messaging Approval – Best Practices 
•  Streamlined and require approval from as few 

people as possible 
•  Delegate authority to the JIC whenever 

possible – the Lead PIO should be able to 
approve most messages  

•  Seek input from policy directors and subject 
matter experts when necessary 
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Messaging for the Whole Community 
 •  “Whole community includes private sector, 

nongovernmental organizations (NGOs), 
general public including individuals with 
disabilities and access and functional needs, 
disability services and organizations, and all 
levels of government.” (National Response Framework) 
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Messaging for the Whole Community 
 •  “Participation of the Whole Community requires 

equal access to national preparedness activities 
and programs without discrimination. [Everyone 
should] strive to provide accurate, coordinated, 
and timely information through the use of 
accessible, culturally and linguistically 
appropriate formats.” (National Response Framework) 
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Access and Functional Needs 
 •  Those who are deaf, hard of hearing or blind 

may need to make special arrangements to 
receive emergency warnings. 

•  People who speak a primary language other 
than English--Community, faith-based and 
cultural groups may be able to help keep 
people informed. 
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Access and Functional Needs 
 •  Single working parents and anyone with young 

children may need help planning for disasters and 
emergencies.  

•  People without vehicles may need to make 
arrangements for transportation. 

•  People who use wheel chairs, walkers or other 
equipment may need to make additional planning 
allowances.  

Emergency and Crisis Communications ®

Messages should be Simple, Clear, 
and Easy to understand 
Irrespective of 
education level, the 
cognitive abilities of 
individuals under stress 
are dramatically 
diminished.  
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The Jargon Challenge . . . 
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Overarching Communication Goals 
1. Convey empathy and compassion 

2. Provide actionable information to promote 
public safety and wellbeing 

3.  Instill confidence in the response and the 
achievability of recovery 
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Do they trust you? 



6/11/15

6

Emergency and Crisis Communications ®

What do they want to know? 
Immediately following a crisis, the public and 
your stakeholders will want to know: 

1. What happened? 
2. What does it mean to me? 
3. What are you doing about it? 
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In other words… 

W
ha

t?
 So what? 

Now what? 
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What Do These Phrases Have in 
Common? 
•  “Blood, sweat and tears” 

•  “Life, liberty and the pursuit of happiness” 

•  “...of the people, by the people, for the people” 

•  “I came, I saw, I conquered” 

•  “Duty, honor, country” 
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What is a Message Map? 
•  Message mapping can 

help sort through the 
information and focus on 
key messages 

•  What is your experience 
with message mapping?  
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What Is a Message Map? 
 •  A message map is... 

›  A roadmap for displaying 
responses to anticipated 
questions or concerns 

›  A visual aid that provides 
messages for high concern or 
controversial issues 
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Key Goals of a Message Map 
 1. To anticipate questions 

and concerns 

2. To educate and inform 
the public 

3. To ensure consistent 
messages 
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Structure of a Message Map 
•  Three tiers of information 

›  Audience/question (9 seconds) 
›  Three key messages (27 words) 
›  Supporting facts (3) 
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Example of a Message Map 
Stakeholder:  The Public
Question or Concern:  How can I stay safe during a tornado? 

Key Message 1: 
Be Informed 

Key Message 2: 
Seek Shelter 

Key Message 3: 
Have A Preparedness Kit 

Supporting information 1-1: 
Outdoor weather sirens 

Supporting information 2-1: 
Below ground 

Supporting information 3-1: 
Flashlight and batteries 

Supporting information 1-2: 
Local media (TV and radio) 

Supporting information 2-2: 
In an interior room 

Supporting information 3-2: 
Food and water 

Supporting information 1-3: 
NOAA weather radio 

Supporting information 2-3: 
Away from glass 

Supporting information 3-3: 
Protective clothing 
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The Bottom Line... 
 •  Message mapping may be more important as 

a process rather than an end product 

•  Use message maps to give focus to and 
develop speaker- and media-friendly products 

•  Follow the “rule of three” 
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Emergency and Crisis Communications ®

Your Turn 
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The Heat Is on! 
 Step 1 

•  Fill in key messages 
and supporting facts 
into message map 
template 

Stakeholder/Question or Concern 

Key Message 1: Key Message 2: Key Message 3: 

Supporting information 1-1: Supporting information 2-1: Supporting information 3-1: 

Supporting information 1-2: Supporting information 2-2: Supporting information 3-2: 

Supporting information 1-3: Supporting information 2-3: Supporting information 3-3:  
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Start Writing! 
 Step 2  

•  Use the message 
map table to draft 
your talking points 

Stakeholder/Question or Concern 

Key Message 1: Key Message 2: Key Message 3: 

Supporting information 1-1: Supporting information 2-1: Supporting information 3-1: 

Supporting information 1-2: Supporting information 2-2: Supporting information 3-2: 

Supporting information 1-3: Supporting information 2-3: Supporting information 3-3:  
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You are on in 3…2…1… 
 Step 3 
•  Identify three 

messages you 
believe are solid 
enough for the 
6:00 news. 

Stakeholder/Question or Concern 

Key Message 1: Key Message 2: Key Message 3: 

Supporting information 
1-1: 

Supporting information 
2-1: 

Supporting information 
3-1: 

Supporting information 
1-2: 

Supporting information 
2-2: 

Supporting information 
3-2: 

Supporting information 
1-3: 

Supporting information 
2-3: 

Supporting information 
3-3:  
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Sample anticipated questions 
•  What is the county doing? 

•  Are my loved ones safe? 

•  How do I take care of my pets? 

•  What do I tell my constituents? 

•  How do I stay safe? 

•  Where can I shelter overnight? 

•  Is the water safe to drink? 

•  Is the weather a threat? 

•  What resources are available to help? 
•  How do I communicate with loved 

ones? 
•  How can I volunteer to help the 

victims? 
•  Could you have done anything to 

prevent this from happening? 
•  How do I get my medication? 
•  When can I go back home? 
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Lunch and Networking 


