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Abstract 
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Adopted in 2003, the National Incident Management System is the nation’s first 

standardized management system unifying the actions of all levels of governments during 

a large-scale emergency response. It sets the standard for interagency coordination and 

communication in the event of an emergency. 

This professional report seeks to produce a working, NIMS-compliant emergency 

communication plan for the City of Austin, Texas. 

The report begins with an explanation of NIMS, focusing on the national 

protocols for interagency communication and public information. It then presents a case 

study of emergency communications in practice, examining two firestorms in San Diego 
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County, California that occurred four years apart – prior to and after the County’s 

implementation of NIMS communications protocols. 

The report synthesizes best practices in emergency communications – from both 

NIMS research and the San Diego case study – to create the City of Austin Public 

Information and Emergency Communication Plan, an operational guide that fully utilizes 

the tools and organizational structure of all City departments, including the City’s 

Communications and Public Information Office.  
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NATIONAL INCIDENT MANAGEMENT SYSTEMS 

In the days and months following the terrorist attacks of September 11, 2001, multiple 

analyses of emergency response efforts demonstrated one glaring commonality: a woeful 

lack of effective interagency coordination and communication.  

In reviewing the major lessons from the attacks, the National Commission on Terrorist 

Attacks Upon the United States (the 9/11 Commission) concluded in its final report:  

The inability to communicate was a critical element at the World Trade Center, 

Pentagon, and Somerset County, Pennsylvania, crash sites, where multiple 

agencies and multiple jurisdictions responded. The occurrence of this problem at 

three very different sites is strong evidence that compatible and adequate com-

munications among public safety organizations at the local, state, and federal 

levels remains an important problem.1 

These communications and interoperability failures brought immediate and definitive 

recognition of the need for an improved system for national emergency response and 

incident management. That objective was formally recognized on February 28, 2003, 

when President George W. Bush issued Homeland Security Presidential Directive 5 

(HSPD-5) directing the Office of Homeland Security “to establish a single, 

comprehensive approach to domestic incident management…to ensure that all levels of 

government across the Nation have the capability to work efficiently and effectively 

together”…to prepare for, prevent, respond to and recover from domestic incidents, 

regardless of cause, size or complexity.2  

On March 1, 2004, in response to HSPD-5 and after close collaboration with federal, 

state, local, and private sector representatives3, Homeland Security Secretary Tom Ridge 

 
1 National Commission on Terrorist Attacks Upon the United States, The 9/11 Commission Report: Final 
Report of the National Commission on Terrorist Attacks Upon the United States. p. 397. 
2 U.S. Department of Homeland Security. Homeland Security Presidential Directive-5: Management of 
Domestic Incidents 
3 U.S. Congress House. Subcommittee on Emergency Preparedness and Response of the Select Committee 
on Homeland Security. , 2004. The National Incident Management System: Enhancing Response to 
Terrorist Attacks. 
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announced the approval of the National Incident Management System, or NIMS – the 

nation’s first standardized management system unifying the actions of all levels of 

governments during a large-scale emergency response.  

NIMS uses a systems approach to emergency management as opposed to an incident-

specific approach. A systemic approach is one that creates a framework by which various 

components can be understood in the context of their relationships with each other and as 

part of a larger, coordinated structure.  

As such, NIMS seeks to incorporate existing best practices into a comprehensive national 

approach to domestic incident management that is applicable at all jurisdictional levels 

and across all functional disciplines. It is not an operational incident management or 

resource allocation plan, but rather a core set of doctrines, principles, terminology, and 

organizational processes applicable to a broad community of NIMS users. 

NIMS provides a unified framework by which public and private organizations can 

address any form of emergency response. The NIMS core set of principles and processes 

can be effectively applied to incidents as varied as acts of terrorism, wildland and urban 

fires, floods, hazardous material spills, nuclear accidents, earthquakes, typhoons, war-

related disasters, and transportation accidents. 

HSPD–5 requires all Federal departments and agencies to adopt NIMS and use it in their 

individual incident management programs and activities and in their support of all actions 

taken to assist State, tribal, and local governments. The directive also requires that 

Federal departments and agencies make Federal preparedness assistance (through grants, 

contracts, and other activities) for State, tribal, and local organizations contingent upon 

adoption of NIMS. 

Flexibility and Standardization 

To meet its stated goal of establishing a unified national framework for interoperability 

and compatibility, the NIMS is “based on an appropriate balance of flexibility and 
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standardization.” 4 The ability of NIMS to strike a balance between flexibility and 

standardization is lauded as one of the hallmarks of the system.5 

The flexibility doctrine of NIMS accepts that the national incident management 

framework must be consistent yet adjustable to ensure that government and private 

entities at all levels can work together to manage domestic incidents, regardless of their 

cause, size, location or complexity. Flexibility allows for scalability based on the 

magnitude of the incident and applies across all phases of incident management: 

prevention, preparedness, response, recovery and mitigation. 

To allow for that level of flexibility to manage varying incidents, NIMS also dictates a 

degree of standardization among emergency management/response personnel and their 

affiliated organizations. Personnel and organizations that have adopted the common 

NIMS framework are able to work together, thereby fostering cohesion among the 

various organizations involved in all aspects of an incident.6 Standardization also 

provides a common terminology for both organization and action, which fosters more 

effective communication among agencies responding together to an incident. 

Command and Management 

NIMS operates under a specific set of organizational structures – namely the Incident 

Command System (ICS), Multiagency Coordination Systems, and Public Information 

Systems – and provides for standardized processes, requirements, procedures, and 

systems to improve interoperability among jurisdictions and disciplines in various areas.  

INCIDENT COMMAND SYSTEM 
Established as the national standard for emergency management by the National 

Commission on Terrorist Attacks Upon the United States (the “9/11 Commission”), the 

Incident Command System concept is considered the cornerstone of NIMS.  The 

 
4  U.S. Department of Homeland Security. National Emergency Communications Plan. July 2008. 
5 U.S. Congress House. Subcommittee on Emergency Preparedness and Response of the Select 
Committee on Homeland Security. , 2004. The National Incident Management System: Enhancing 
Response to Terrorist Attacks. 
6 U.S. Department of Homeland Security. National Emergency Communications Plan. July 2008. 
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Commission even recommended making homeland security funding contingent upon the 

adoption of an ICS to strengthen teamwork in a crisis.7 

Originally established in response to massive California wildfires in the 1970s, the ICS 

provides the interoperability standards among personnel, policies, facilities, resources, 

and procedures operating in an emergency situation. Following the 1970s wildfires, 

multiple studies attributed the catastrophic loss of life and property not to a lack of 

resources to fight the fires, but rather to a lack of coordination and communication among 

responding agencies. Specifically, responders lacked a universal terminology and defined 

hierarchy of command. 

The ICS concept of the 1970s identified certain core principles designed to eliminate 

structural and communication problems and lay the foundation for proper emergency 

response in the event of a crisis. Those principles would later be integrated into the 

federally funded National Incident Management System in 2003.  

Today, the ICS is based on 14 proven management characteristics, each of which 

contributes to the strength and efficiency of the overall system.8 Those organizational 

principles are: 

 Common Terminology  

 Modular Organization 

 Management by Objective 

 Incident Action Planning 

 Manageable Span of Control 

 Incident Facilities and Locations 

 Comprehensive Resource Management 

 Integrated Communications 

 Establishment and Transfer of Command 

 
7 U.S. Congress House. Subcommittee on Emergency Preparedness and Response of the Select Committee 
on Homeland Security. , 2004. The National Incident Management System: Enhancing Response to 
Terrorist Attacks. 
8 U.S. Department of Homeland Security. National Incident Management System. December 2008. 



 Chain of Command and Unity of Command 

 Unified Command 

 Accountability 

 Dispatch/Deployment 

 Information and Intelligence Management 

The Incident Command System is led by the Incident Command, who is responsible for 

overall management of the incident, and Command Staff (Figure 1).  

 
Figure 1 Sample Incident Command Staff Organizational Chart 

Source: Emergency Management Institute IS-700.A NIMS-Course Summary  

MULTIAGENCY COORDINATION SYSTEMS 
The second organizational component of NIMS, the Multiagency Coordination Systems 

(MACS), is a process that enables individuals at all levels of government and disciplines 

to work together efficiently and effectively. In essence, it provides the architecture to 

support and coordinate the resources needed to execute the Incident Command System. 

The primary function of MACS is to coordinate activities above the field level and to 

prioritize demands for critical or competing resources, thereby assisting the coordination 

of the operations in the field. The elements of Multiagency Coordination Systems include 

facilities, equipment, personnel, procedures, protocols, business practices, and 

communications. For the purpose of coordinating resources and support between multiple 

5 
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jurisdictions, MACS can be implemented from a fixed facility – generally an Emergency 

Operations Center (EOC) – or by other arrangements outlined within the system. 

PUBLIC INFORMATION SYSTEMS 
The NIMS Public Information Systems component, application of which is the objective 

of this professional report, is defined as the “processes, procedures, and systems to 

communicate timely, accurate, and accessible information on the incident’s cause, size, 

and current situation to the public, responders, and additional stakeholders (both directly 

affected and indirectly affected).”9 An effective Public Information System will 

effectively manage and communicate information at an incident, regardless of the size 

and complexity of the situation or the number of entities involved in the response. 

The standard NIMS Public Information System includes three primary components: 

Public Information Officer, Joint Information System, and Joint Information Center. 

  Public Information Officer 
The Public Information Officer serves as a core member of and advisor to the Incident 

Command. The PIO is responsible for addressing all inquiries from the media, the public, 

and elected officials; emergency public information and warnings; rumor monitoring and 

response; media relations; and other functions required to gather, verify, coordinate, and 

disseminate accurate, accessible, and timely information related to the incident.10 

It is the responsibility of the PIO to ensure the coordination of timely, accurate, 

accessible, and consistent messaging across multiple jurisdictions and/or disciplines with 

NGOs and the private sector.  

Regardless of the size or scope of the emergency operation, the NIMS doctrine 

specifically states that “only one (lead) Public Information Officer should be designated 

per incident.”11 

 
9 U.S. Department of Homeland Security. NIMS Resource Center. Public Information Overview. 
10U.S. Department of Homeland Security. National Incident Management System. December 2008. 
11 U.S. Department of Homeland Security. National Incident Management System. December 2008. 
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  Joint Information System 
The Joint Information System (JIS) provides the mechanisms – the plans, protocols, 

procedures, and structures – to coordinate and disseminate public information. JIS 

objectives include developing, recommending, and executing public information plans; 

coordinating and delivering interagency messages; providing support for Incident 

Command and agency and governmental officials; managing media relations and rumor 

control; and correcting inaccurate information.  

  Joint Information Center 
The Joint Information Center (JIC) is the single point of coordination for all public 

information operations during emergencies and serves as the central location for 

facilitation of the JIS. It is an entity (either physical or “virtual”) by which Public 

Information personnel retrieve, process, and release information. Designed to improve 

effectiveness of response, JICs create an instant multiagency organization whose lines of 

authority are clear and supersede those of the individual organizations represented in the 

response. 

Establishing a JIC 

JICs should include Public Information Officers from all agencies and organizations 

participating in incident management operations to ensure multiagency, multijurisdiction 

coordination of all messages provided to the public. As previously stated, however, there 

will only be one lead PIO per incident. 

An incident-specific JIC should be established immediately upon the onset of an event. 

The type and scale of the incident will determine the necessity for an on-scene JIC. Under 

most circumstances, a single JIC location is preferable, but the NIMS flexibility doctrine 

allows for the accommodation of multiple physical or virtual JIC locations.  

Multiple JICs may be appropriate for incidents involving multiple jurisdictions or wide 

geographic areas. In instances when multiple JICs are activated, information must be 

coordinated among all appropriate JICs, each JIC must have procedures and protocols to 
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communicate and coordinate effectively with one another, and the final release authority 

must come from Incident Command.  

When a JIC is in place, all involved agencies speak with a single voice and the Incident 

Command has ultimate control over the information disseminated. Establishment of a 

full-scale physical JIC, however, may not be logistically possible in all situations. In 

these instances, coordinated information sharing and messaging may occur through real-

time, constant links to other sites, essentially creating a “virtual” JIC. While a virtual JIC 

may be desirable from a logistics standpoint, it is imperative that the basic, pre-

established organizational JIC framework be maintained. 

JIC Process 
According to NIMS, the process by which the JIC informs stakeholders and the public 

during an incident should be an ongoing cycle that includes four steps: gathering 

information, verifying information, coordinating information, and disseminating 

information.  

Releases of information should be cleared through the Incident Command (and/or Federal 

officials in the case of federally coordinated incidents) to ensure consistent messages, 

avoid release of conflicting information, and prevent negative impact on operations. This 

formal process for disseminating information ensures both the protection of incident-

sensitive information and the prevention of releasing inaccurate or conflicting 

information.  

Agencies represented as part of the JIC may issue separate releases related to their 

policies, procedures, programs, and capabilities; however, any releases of information 

should be coordinated with the incident-specific JIC and cleared by Incident Command. 
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CASE STUDY: SAN DIEGO COUNTY FIRESTORMS  

On October 25, 2003, the worst series of wildfires in San Diego County history began. 

The firestorm, which included three individual fires – the Cedar, Paradise and Otay fires 

– burned for seven days, consumed 376,237 acres (approximately 13 percent of San 

Diego’s total land mass), destroyed 3,241 structures, and claimed the lives of 17 civilians 

and firefighters.12  

The same week, four years later, San Diego County experienced another firestorm, far 

exceeding the 2003 fires in both intensity and duration. At the height of the 2007 

firestorms, there were seven separate fires burning in the county, including the Harris, 

Witch Creek, Rice Canyon and Poomacha fires. More than 6,200 fire personnel fought 

the blazes, which consumed approximately 369,000 acres.13 Total estimated damages 

from the 2007 firestorms exceeded $1.5 billion.  

During the course of the 2007 fires, more than 515,000 residents received voluntary or 

mandatory evacuation notices – more than the number of residents evacuated from New 

Orleans during Hurricane Katrina.14 

The following case study provides analysis of the San Diego area Public Information 

response during both incidences, focusing on lessons learned from the 2003 response and 

the resulting implementation of improvements for the 2007 fires.  

The 2003 Firestorms: Operational Response 

Operating under the “Unified San Diego County Emergency Services Organization 

Operational Area Emergency Plan, March 2000,” the Director of the San Diego County 

Emergency Services is responsible for activating the Emergency Operations Center. Prior 

to the October 26, 2003 activation, the San Diego EOC had never been activated for an 

 
12 California Department of Forestry and Fire Protection and U.S. Forest Service Department of 
Agriculture. The 2003 San Diego Fire Siege Fire Safety Review. 2004. 
13 San Diego County Office of Emergency Services. 2007 San Diego County Firestorms After Action 
Report. 
14 Ibid. 
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event of the scope of the firestorm, nor had it ever been activated in response to wildfires. 

Prior activations had only occurred as precautionary measures for such events as Y2K, 

the Republican National Convention and the Super Bowl.15 

LACK OF COORDINATED PUBLIC INFORMATION 
Per the Emergency Operations Plan, the San Diego EOC activation did not include the 

formation of a Joint Information Center. The absence of a formal Joint Information 

Center and the resulting lack of regional coordination among all involved agencies 

contributed to a breakdown in consistent public information dissemination. 

An independent investigation by a San Diego County Grand Jury found that “there were 

few internal mechanisms in place to gather and disseminate current and accurate 

information to the public.”16 Specifically, the Grand Jury cited a lack of public 

information regarding paths of the fires, evacuations, road closures, contamination of 

water supplies, and safety information regarding returning to the area after the fires. 

Additionally, the information that was released was highly fragmented and often 

contradictory. Lacking a formal JIC, each involved agency released their individual 

information as it became available. In multiple post-operation evaluations, the media 

advised that competing news conferences between City and County officials hindered the 

media’s ability to provide the public with consistent, vital information.  

Not having a JIC also contributed to the lack of available informational resources. For 

example, no wildland/urban interface subject matter experts were available to assist with 

media interviews. Similarly, PIO staff lacked updated contact lists for their regional 

counterparts, making it difficult to coordinate messaging or request expert information. 

FACILITIES AND TRAINING 
The physical lack of a singular location for the Joint Information Center produced an 

entire separate series of problems for the Public Information efforts. The San Diego 

County Fire Communication Center, which houses all internal and external emergency 

 
15 San Diego County Grand Jury, Report 2003/4-08. 
16 ibid. 
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communication equipment and dispatch staff, was established as the site for all news 

conferences. The heavy media presence created a number of problems that ultimately 

impacted EOC and emergency fire and rescue functions. In addition to the obvious 

elevated security issues generated by the influx of media, the constant foot traffic of 

media personnel and equipment in and out of the facility even contributed to excessive 

smoke entering the building.  

PIOs did not have a designated area to work in the EOC, resulting in insufficient 

workspace and resources, nor did their badges allow them access to the entire building, 

including the locker rooms and break areas. Likewise, PIOs did not have access to the 

Sheriff’s Office computer network, a vital hub of information used by the EOC Incident 

Command staff, nor could they log on to their email systems because the two systems did 

not have a “Trusted Domain” agreement.17  

According to County officials, San Diego County did have a media plan in place at the 

time of the Cedar fires. It is not clear why the plan was not implemented, although 

multiple post-operational reports point to the lack of training of Public Information 

personnel on the need for and use of standardized emergency communication protocols. 

Report recommendations also include the need for regional agencies that would be 

participants in a JIC to meet regularly to pre-plan for large-scale incidents like the 

firestorms and for City and County PIOs to be trained on JIC operational procedures. 

ROLE OF THE PUBLIC INFORMATION OFFICER 
To a large extent, the entire Public Information component of the emergency operation 

was dismissed. Public Information Officers were not included in the EOC Incident 

Command, nor were PIOs immediately called into the EOC to perform even basic media 

relations activities.  

PIO staffing levels were insufficient throughout the incident. At the height of the fires, 

there were two trained Public Information Officers available. The demands for interviews 

and general information from local, national and international media was overwhelming 
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and the lack of trained staff made it impossible to continually staff the media desk. PIO 

staff was inundated with rumor control calls from both the public and the media.18 

Additionally, the lack of media-trained PIO staff made it impossible to support City 

management and elected officials for even basic Public Information operations. The 

Planning Section of the Emergency Command, for example, was forced to prepare 

speaking points for the Fire Chief for the first three days of the operation.  

Exacerbating the insufficient staffing levels, the PIOs who were available were 

continually called upon to perform duties outside the purview of their Public Information 

responsibilities. SDFD PIOs, for example, were contacted by the American Red Cross to 

establish the first evacuation center at an area high school, while City PIOs were called 

upon to act as personal assistants to visiting dignitaries throughout the course of the 

incident.19 

Lack of trained technical personnel was also a problem. An After Action Report timeline 

shows that the EOC Policy Group did not even discuss updating the County’s Web page 

to provide current information on the fire until 1 p.m. Monday, day three of the fires. The 

same report recommends that the County Chief Technology Officer assign a full-time 

Webmaster to all future EOC activations. 

Post-operation briefings with regional media correspondents demonstrated, however, that 

Public Information efforts did benefit from well-managed media relations stemming 

primarily from prior good relationships between media and PIO staff.  

Four Years Later: Lessons Learned 

In the years immediately following the 2003 fires, San Diego County officials engaged in 

a number of activities to build upon the lessons learned during the firestorms.20 Their 

actions, funded by the County in conjunction with federal homeland security grants, 

 
17 San Diego County Office of Emergency Services. The San Diego County Firestorms 2003 After Action 
Report. 
18 Ibid. 
19 City of San Diego. Fire-Rescue Department. Cedar Fire 2003 After Action Report. June 2004. 
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encompassed improvements in all areas of emergency management, including Public 

Information. 

CREATION OF 211 SAN DIEGO 
In July 2000, the Federal Communications Commission established the 2-1-1 dial code as 

a community-based information hotline. The FCC intended the 2-1-1 code as an easy-to-

remember and universally recognizable number that would enable a critical connection 

between individuals and families in need and the appropriate community-based 

organizations and government agencies.21   

2-1-1 operates a lot like 9-1-1. Calls made to 2-1-1 are routed by the local telephone 

company to a local or regional calling center. The 2-1-1 center’s call takers receive the 

questions, access up to thousands of databases of available resources, match the callers’ 

needs to available resources, and link or refer the caller directly to an agency or 

organization that can help.  

211 San Diego, a nonprofit organization established in 2005 under authority of the Public 

Utility Commission, provides free, 24-hour access to community, health and disaster 

information in the San Diego area. Originally created as INFO LINE, a 1-800 telephone 

service established by the United Way on the 1980s, the system was converted to 211 San 

Diego in an effort to simplify knowledge of the system by giving it a more recognizable 

number, and to expand the system to include additional agencies.  

During a disaster, 211 San Diego works with the San Diego County OES to provide 

public information to the community from over 3,000 government agencies and non-

governmental organizations. They also provide trend analysis and report back to County 

officials about community needs that are not being met. 

Throughout the 2007 firestorms, 211 San Diego functioned as an interactive 

communication asset with personnel routinely gathering information to disseminate to 

 
20 San Diego County Office of Emergency Services. 2007 San Diego County Firestorms After Action 
Report. 
21 “Dial 211 for Essential Community Facts,”  FCC Consumer Facts. 
http://www.fcc.gov/cgb/consumerfacts/211.html 
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officials and the public in a timely manner. 211 also eased the workload for dispatchers 

and first responders by lessening the call volume on the 911 system. 

During a typical workweek in 2007, 211 San Diego operators an estimated 500 calls in a 

24-hour period. In the first day of operation during the firestorm, 211 received 

approximately 6,000 calls, reaching its daily peak of 44,000 calls on October 23 (day 

three of the fires). By the end of the operational period, 35 staffers and approximately 

1,200 volunteers had answered more than 140,000 calls.22  

211 San Diego employed the services of a full-time volunteer coordinator to manage the 

influx and ensure the training of volunteers. Approximately 80 percent of the volunteers 

were bilingual and all call takers had access to 156 languages through the use of a 

translation assistance group.23 

IMPLEMENTATION OF WEB EOC 
Technology played a crucial role in the 2007 operational response to the firestorms. The 

most successful technological advancement from 2003 to 2007 was the implementation 

and use of WebEOC, a crisis management information management system.   

WebEOC served as the catalyst for information sharing throughout the County, allowing 

authorized individuals to access emergency operations information, including status 

boards and reports, GIS maps and press releases, from any Internet-connected computer. 

One San Diego Water Authority employee even monitored the ongoing situation and 

provided collaboration while on vacation in Italy.24 

WebEOC proved especially useful for Public Information efforts to create and 

disseminate a unified message among multiple agencies. PIOs from regional partners at 

all levels were able to upload their information to WebEOC where it was used by JIC 

personnel to compose a single-message press release for dissemination to media and the 

public. 

 
22 San Diego County Office of Emergency Services. 2007 San Diego County Firestorms After Action 
Report. 
23 Ibid. 
24 Ibid. 
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ESTABLISHMENT OF JOINT INFORMATION CENTER 
The 2006 update of the San Diego County Operational Area Emergency Plan included a 

public information component, Annex L, that dictated the creation of a Joint Information 

Center as part of the Incident Command structure.  

While public information efforts faltered in early days of the 2003 firestorm, in 2007, the 

JIC and 211 San Diego began emergency operations on Sunday, October 21, the first day 

of the fires, with around-the-clock operational coverage for the duration of the incident.25 

In its 11 days of operation, the JIC, comprised of a 8 to 11 County PIOs and a 211 San 

Diego liaison, created and distributed approximately 210 news releases (as contrasted 

with the 31 news releases and/or media advisories and press briefings26 in 2003). 

Information for release was primarily gathered from WebEOC “significant events” 

boards and from County emergency personnel within the EOC (in 2003, PIO staff did not 

have immediate access to emergency information from within the EOC). Assimilated 

from WebEOC-posted information by multiple agencies, news releases were drafted and 

then posted back to the JIC WebEOC board before being e-mailed to appropriate media 

outlets. The efficient flow of information allowed the JIC to distribute more than 200 fire 

updates to the media, ensuring the release of timely, accurate and consistent information. 

The creation of the JIC and increased systems integration also allowed for routine and 

frequent joint press conferences among City, County and State personnel, thus 

eliminating the confusion caused by multiple single agencies’ news conferences as 

occurred during and immediately following the 2003 firestorms. 

Public Information efforts also benefited from the upgrade of the County emergency 

operations Web site (www.sdcountyemergency.com), which housed all critical public 

emergency information including news releases, field reports, incident maps, health 

information, power outages and evacuation orders.  

                                                 
25 Ibid. 
26 San Diego County Office of Emergency Services. The San Diego County Firestorms 2003 After Action 
Report. 

http://www.sdcountyemergency.com/
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Prior to the fires, the site averaged 300,000 to 600,000 hits per day. Beginning Monday, 

October 22, spurred in part by direct links from such external news agencies as CNN, hits 

skyrocketed to 10 million per day. The surge in Web activity caused the site’s response to 

slow significantly, prompting the County Technology Office to move the Web site from 

the main County server to larger servers throughout the week, eventually reaching eight 

times the original capacity of the initial County server.27 

STAFFING AND TRAINING 
Through homeland security grant funding assistance, San Diego OES staffing as a whole 

doubled from 2003 to 2007. The increased staffing included the creation of a full-time 

OES-dedicated Public Information Officer position and several student interns who could 

be temporarily assigned to PIO duties as needed. 

Approximately 200 County OES personnel were trained as shelter managers, thus 

removing the burden of those the tasks inappropriately falling on PIO staff as they did in 

2003.  

Staffing needs were further augmented through a memorandum of understanding between 

San Diego OES and 211 San Diego ensuring that 211 liaison personnel would be 

provided to the Joint Information Center, when implemented, to assist with public 

inquiries and rumor control.   

The County made a commitment to training exercises in the wake of 2003 as well, 

conducting more than 40 preparedness exercises. These exercises, which included 

regional response agencies and Public information representatives, were vital to the 

identification of gaps and deficiencies in the planning operations.28 Twenty regional PIOs 

took part on a two-day training on JIC systems and roles and responsibilities in early 

2007. This type of regional JIC training is vital not only for ensuring that all potential JIC 

members understand the systems and protocols, but also for introducing individuals who 

will be forced to work closely and effectively in an emergency situation. 

 
27 San Diego County Office of Emergency Services. 2007 San Diego County Firestorms After Action 
Report. 
28 Ibid. 
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To ensure that all individuals were comfortable with basic EOC operations, the County 

created “position binders.” The binders included position checklists, seating charts, 

telephone contact lists, and instructions on WebEOC, telephone use, and how to log on to 

the computers. 

INCREASED PUBLIC OUTREACH AND EDUCATION 
In July 2006, the San Diego County of Emergency Services launched a large-scale public 

outreach campaign to foster emergency preparedness efforts among area residents.  

The County began by encouraging residents to complete a family disaster plan. The 

County began the campaign by creating and sending 1.2 million copies of the Family 

Disaster Plan and Survival Guide, a comprehensive, all-hazards disaster-preparedness 

guide that included information pertaining to a wildfire scenario.  

The guides were followed by a media campaign to emphasize the plan’s importance in 

disaster preparation and to encourage residents to put it to use as needed. The guides were 

available in four languages – English, Spanish, Vietnamese, and Tagalog – and 

distributed in Braille and via audio recordings. 

The County created www.ReadySanDiego.org, a Web site that included all forms of 

media designed to spread the word on preparedness. The site also included interactive 

pages with games and puzzles to encourage kids to become involved in family 

emergency preparedness. To further involve kids, the County created a “Preparedness 

Starts with You” school campaign, which included a poster contest to encourage children 

to bring preparedness materials home. 

Public Service Announcements (PSAs) were produced and distributed through both 

traditional media and a number of creative outlets, including billboards, professional 

sports scoreboards, highway department signs, museum handbills, and city buses. 

Targeted campaigns were designed for multiple special populations, including military 

personnel and pet owners.  

http://www.readysandiego.org/
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AREAS FOR CONTINUED IMPROVEMENT 
Despite the significant advancements in the period between the 2003 and 2007 

firestorms, there remained significant room for continued improvements in Public 

Information emergency communication practices. Specific findings for improvements 

from After-Action Reports and internal and external reviews include: 

 The JIC still required additional PIOs to fully support communication efforts. 29  

Specifically, the JIC lacked a media monitoring position to identify and address 

media inaccuracies.  

 Additional, year-round training is needed for all PIOs on WebEOC. 

 The JIC needed additional Internet connections for all PIOs. 

 The 12-hour operational periods were too long to allow PIOs to be effective all 

day. 

 While PIOs were trained in JIC protocols, key PIO personnel should also receive 

FEMA’s advanced NIMS training. 

 First responders needed to receive media relations training. Lack of a JIC field 

coordinator exasperated this deficiency. 

 Checklists need to be created dictating check-in, check-out, and shift-change 

procedures.  

 The JIC and 211 San Diego needed a master list of evacuated communities, boil 

water ordered, repopulated communities, and shelters.30 

 More specific plans need to be in place for emergency outreach to special-needs 

populations. 

 A lead PIO was never established.  

Assessment 

Where the Public Information response to the 2003 fires was fragmented and largely 

ineffective, the lessons learned and changes implemented in the years that followed 

greatly improved the emergency communications efforts.  

 
29 Ibid.  
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Positive lessons can be discerned from San Diego County’s preparedness efforts, 

especially those concerning public outreach and education efforts. Their use of alternative 

media and innovative outreach strategies gained national recognition and should serve as 

a model for effective communication campaigns. 

While the establishment of an effective JIC was the key to the success of the entire Public 

Information efforts during the firestorms, there continued to be some identifiable 

deficiencies within the JIC system, most notably the lack of a defined JIC management 

structure. 

JIC officials never appointed a single Lead PIO to the Incident Command, resulting in a 

lack of coordination among multiple JICs. The City of San Diego After-Action Report 

recommended that for all future Countywide emergency activations, the City’s Director 

of Communications should automatically be considered the JIC Lead PIO.31 This single 

directive will eliminate ambiguity in management planning and ensure the identification 

of an immediate single point of contact for all Public Information tasks. 

JIC management also suffered from the lack of a PIO Field Operations Liaison and a JIC 

Manager at the EOC. The NIMS-established JIC structure does not necessitate these two 

positions, however, multiple after-action assessments indicate that the large-scale 

operations faltered as a result of their deficiency. 

To a lesser degree, staffing was also inadequate for effective media monitoring. The 

County EOC had purchased multiple flat-screen televisions prior to the fires; JIC 

management, however, did not establish a methodical system for monitoring those 

televisions or alternative forms of media. 

 
30 Ibid 
31 City of San Diego. City of San Diego Response. After Action Report – October 2007 Wildfires.  
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CITY OF AUSTIN PUBLIC INFORMATION AND EMERGENCY 
COMMUNICATIONS PLAN 

Introduction 

The City of Austin Public Information Emergency and Communications Plan provides a 

framework for the collection and dissemination of information to the media and the 

public in the event of an emergency situation in or around the City of Austin, Texas. It 

provides for the conduct and coordination of Public Information activities and establishes 

a mutual understanding of responsibilities, functions, and operations. 

The City of Austin makes a clear distinction between Public Information and Emergency 

Public Information. Emergency Public Information is defined as information needed 

immediately by the public and/or stakeholder groups to protect lives or property. Policies 

for receipt and release of Emergency Public Information, or public warning information, 

can be found in Annex A of the City of Austin Emergency Operations Basic Plan. 

Public information, which is the subject of this detailed action plan, encompasses the 

processes for the management and release of the most efficient, accurate, and complete 

information available.  

PURPOSE AND SCOPE 
The City of Austin Public Information Emergency Communications Plan is written in 

compliance with National Incident Management Systems protocols. An all-hazards 

document, it contains concepts, policies, and procedures that apply regardless of the 

nature or origin of the emergency or disaster.  

It is meant to provide the framework for effectively communicating vital information to 

the public in the event of an emergency. It does not prescribe individual, incident-specific 

action plans, but rather establishes guidelines by which multi-agency, regional Public 

Information and communication efforts should be executed.  
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JOINT INFORMATION CENTER CONCEPT 
Emergencies, by their very nature, will always involve more than one – and in most cases 

multiple – departments, agencies, or divisions. A Joint Information Center, or JIC, is a 

temporary organization established during emergency events to serve as a centralized 

source of information from multiple entities in an emergency situation. A JIC serves as a 

means to pool communication resources to ensure that consistent and accurate 

information is released as quickly as possible to the general public and the news media. 

The mission of the JIC is to provide a structure and system for developing and delivering 

coordinated interagency messages. By coordinating messaging and response, the JIC 

provides a single voice for affected departments and agencies. Because the JIC is 

established within the Emergency Operations Center structure, the Incident Command 

has greater control over the information disseminated and the media receives consistent 

answers to inquiries made to multiple response agencies. 

In most cases, a JIC involves the assembly of the communications team in one 

centralized physical location, usually the EOC Incident Command location. For the City 

of Austin and Central Texas region, most JIC activations will be coordinated at the 

Combined Transportation and Emergency Communications Center (CTECC), located at 

5010 Old Manor Road in North Austin.  

In the event of a major airline crash or similar aviation-related incident involving Austin-

Bergstrom International Airport, all JIC operations will be conducted from the Airport 

Planning and Engineering Building, 2716 Spirit of Texas Drive. This will be the only site 

from which incident-related information will be released. 

The City of Austin Public Information Emergency Communications Plan operates wholly 

under the JIC operational structure, the assumption being that any emergency operation 

will involve and impact, at the very least, multiple agencies within the City of Austin, and 

in most cases, multiple agencies and entities outside the City. The initial reference to any 

emergency communications operation as a JIC will provide immediate coordination of 

information through one centralized source.  
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Defining Operational Structure 
Regardless of the scale of JIC operations, the City of Austin Corporate Public 

Information Office will automatically be considered the lead department, with the Chief 

Communications Director serving as Lead Public Information Officer.  

Per a 2010 City of Austin Administrative Bulletin, immediately upon JIC activation, all 

departmental Public Information Officers and City employees performing Public 

Information duties, will be considered members of the JIC and report directly to the Chief 

Communications Officer if so directed. All members of the JIC will be expected to 

provide staffing and logistics assistance as directed by the Lead PIO. 

Phases of Emergency Management 

Emergency management activities are organized into four federally defined phases, 

namely preparedness, response, recovery, and mitigation. This Public Information 

Emergency Communications Plan is rooted in the same principles.  

PREPAREDNESS  
Preparedness is defined as the ongoing planning and preparations undertaken in advance 

of an emergency or disaster. These activities will provide enhanced operational 

capabilities and improve effective response to disasters when they occur. 

Public Information preparedness efforts will include developing and maintaining plans, 

procedures, checklists, contacts lists, and marketing collateral; producing public 

education and outreach campaigns; and creating and following a training and education 

routine. 

Public Education Campaigns 
 The City of Austin’s Corporate Public Information Office should coordinate and assist 

with public education and outreach campaigns, many of which are created and managed 

on the departmental level. Plans and resource material should be designed to educate the 

public about local hazards, prevention and preparedness, and response-level activities. 

They should be appropriate for and readily available to target audiences including 

children, pet owners, special needs populations, or specific communities. 
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Campaigns should be comprehensive, multimedia in format, and multilingual, and 

include public service announcements and print collateral, including fliers, brochures, 

posters, and activity guides. CPIO should maintain an inventory of the available public 

education resources. 

Examples of public education campaigns at the City of Austin include the Family 

Preparedness Kit designed by the Office of Homeland Security and Emergency 

Management and the ongoing “Turn Around, Don’t Drown” flood awareness campaign 

managed by the Watershed Department. Similar programs should be created, evaluated, 

and implemented on a regular basis – prior to the occurrence of a disaster.  

Training and Exercises 

Public Information personnel – at both the corporate and departmental levels – should 

undergo ongoing emergency management and emergency communication training. 

Training should include an introduction to National Incident Management Systems and 

the Incident Command System, as well as a course in NIMS Public Information Systems. 

Trainings should include a tour of CTECC and a comprehensive explanation of this City 

of Public Information and Emergency Communications Plan. PIOs should be trained in 

operation of all Emergency Public Information tools, including WebEOC, Austin 

Warning and Communication Systems, and SnapStream, all which are described in detail 

later in this plan.  

Additionally, PIOs should be routinely trained on proper operation of two-way radios, 

which should be charged and readily available at all times. Unless otherwise noted, the 

radios should be charged and stored in the office of the Director of Communications, 

third floor, City Hall. 

Public Information personnel should participate in state and local exercises to improve 

interagency communication and coordination, familiarize personnel with roles and 

responsibilities, and ensure that appropriate PIO-related plans and procedures are 

regularly tested.  
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Similarly, the City of Austin Communications and Public Information Office should 

conduct a regional JIC activation simulation exercise at CTECC every two years. PIO 

and JIC partner agency contacts should be included in simulation. 

Media and Contact Lists 
CPIO should maintain a current inventory of resources, including trained/qualified 

personnel and contact lists, necessary for emergency JIC operations.  

The JIC Regional Partners contact list, which includes Public Information contacts for 

regional municipal, educational, and social agencies that may participate in a JIC, should 

be updated and confirmed every six months. To ensure a six-month maintenance 

schedule, the lists should be updated by the CPIO Media Relations team in January and 

July annually. The lists reside in the CPIO public folder: G:\PIO\Emergency 

Communications Plans\JIC Contacts.  

A current list of media contacts, including after-hours and direct contact numbers, should 

also be constantly maintained. All PIOs and individuals who may be called upon to 

perform Public Information functions in a JIC activation should be familiar with the use 

of and access to the media lists.  

Maintenance of strong relationships with the Austin media is a fundamental part of daily 

City of Austin CPIO operations and a necessity in emergency communications situations. 

Maintaining strong positive media relations should be considered a vital component of 

the Emergency Communication and Public Information Plan Preparedness Phase. 

RESPONSE  
The Response Phase of emergency operations is defined as the actual actions taken to 

save lives and prevent further damage in a disaster or emergency situation. Response 

Phase Public Information operations involves four steps to informing the public: 

gathering information verifying information, coordinating information, and disseminating 

information. All four of these steps should be executed as part of the JIC operations 

(detailed later in this plan).  
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Sources for information gathering should include, but not be limited to, Incident 

Command, field operations liaisons, JIC Public Information contacts from partner 

agencies, 311, the public and the media. JIC operatives, presumably based at the 

EOC/CTECC, should verify the information gathered through consultation with EOC 

sources and technical specialists, other PIOs and JIC agency liaisons. 

Information coordination will include the vital components of messaging and receiving 

Incident Command approval of all information to be released to the public. Coordinating 

information should include discussions among EOC participants and JIC agency partners. 

Initial incident information should include: 

 Actions the public should take, 

 Impact of incident, 

 Actions the response agencies are taking, 

 Actions businesses and industries should take, 

 A summary of the incident, and 

 Overall steps to be taken by the City and residents to return to normal after the 

incident.32 

Information – once it has been approved by the Lead PIO – should be disseminated 

through every available channel. Sources of information dissemination include: media 

releases, social media, WebEOC, AWACS paging system, Channel 6, HSEM Web site, 

volunteer groups, JIC partners, City listserves, and City of Austin Official Distribution. 

RECOVERY 
Recovery involves both short-term activities intended to return vital City systems to 

operation, and long-term activities designed to return infrastructure systems to pre-

disaster conditions. Proactive dissemination of public information plays a critical role in 

the recovery process and begins at the onset of a crisis.  
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Regular communication about recovery efforts, even though response efforts may not be 

over, reassures the public that government agencies are working together to resolve the 

situation and bring assistance to those who need it.33 

Public Information recovery efforts will focus heavily on media relations and community 

outreach. Media relations recovery efforts will include: 

 Reporting of damage assessment statistics and estimates, as appropriate, to the 

media. 

 Publicizing the status of disaster declarations, types of assistance available to 

disaster victims and recovery center locations. 

 Facilitating media tours of affected areas, highlighting both damage and 

remediation efforts. 

Community Outreach activities will be largely coordinated through recovery programs or 

efforts with local, State and Federal agencies.  

MITIGATION  
Often considered the cornerstone of emergency management, mitigation involves an 

organization’s continuing efforts to lessen the impact disasters have on people and 

property.  Mitigation efforts occur before, during and after emergencies or disasters.  

Pre-disaster mitigation involves activities designed to reduce the damaging impact of a 

disaster should it strike. Post-disaster mitigation is actually part of the recovery process 

and involves activities designed to reduce the damaging impact of a disaster should it 

occur. 

Public Information mitigation efforts should include:  

 Supporting requests and directives from the Governor and/or FEMA concerning 

mitigation and/or redevelopment efforts. 

 
32 U.S. Department of Homeland Security. Federal Emergency Management Agency. Basic Guidance for 
Public Information Officer (PIOs); National Incident Management System (NIMS). 
33 Ibid.  
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 Documenting matters for inclusion in and draft incident-specific after-action 

reports.  

 Publicizing significant accomplishments (success stories) highlighting emergency 

preparedness, response, and recovery efforts by the City of Austin and its regional 

partners.  

Joint Information Center Organization 

The following section is intended to provide guidance for the formation and execution of 

a Joint Information Center. It identifies the key members of the JIC and provides 

delineated job descriptions with identified roles and responsibilities.  

With minimal exceptions, JICs will be established in the Emergency Operations Center 

of CTECC. 

The magnitude of any given situation will dictate the level to which the JIC will need to 

be activated. The following job descriptions and organizational chart are based on a full-

scale JIC activation and should be adjusted down as appropriate based on incident scale, 

scope, and duration.  

JIC COMMAND STAFF 
The JIC Command Staff serves as the executive body of all JIC operations.  

Lead Public Information Officer 
The City of Austin Chief Communications Director will automatically be deemed Lead 

Public Information Officer in the event of any JIC/EOC activation. Under a JIC 

activation, all City PIOs report to the Lead PIO/Chief Communications Director. 

The Lead PIO is a member of the management section of the Emergency Operations 

Center Incident Command, and will provide management oversight of all JIC operations, 

most importantly message coordination. The Lead PIO will advise the EOC Incident 

Commander concerning public affairs issues that could affect response and recovery 

efforts, and control rumors and inaccurate information that could undermine public 

confidence in the emergency response effort. 



 
Figure 2 Full-Scale JIC Activation Organizational Chart 

28 
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Duties of the Lead Public Information Officer include: 

 Attend Incident Command briefings. 

 Serve as City representative and JIC liaison to any established national JIC. 

 Participate in National Incident Communications Conference Line (NICCL) 

or State Incident Communications Conference Line (SICCL) calls should they 

occur. 

 Develop, and communicate to JIC Manager, coordinated message and media 

strategy for the upcoming operational period or day. 

 Advise the EOC and City leadership on all public affairs matters associated 

with disaster response, recovery and mitigation programs, policies and issues. 

 Monitor, and communicate to JIC department managers, all information 

disseminated through Emergency Public Information efforts.  

 Coordinate after-incident debriefing sessions and mitigation efforts. 

 Approve and disseminate as appropriate official incident after-action reports. 

JIC Manager 
The JIC Manager oversees the day-to-day operations of the JIC. The JIC manager will set 

up operations in the EOC at CTECC whenever activated. The JIC Manager’s primary 

responsibilities include: 

 Serve as primary contact between Lead PIO and JIC personnel. 

 Coordinate level of JIC activation with Lead PIO and schedule all personnel as 

needed. 

 Ensure adherence to communications policies and protocols as set forth in this 

Emergency Operations Plan and additional protocols as deemed appropriate by 

Incident Command and HSEM Director. 

 Ensure that all costs related to Public Information activities are captured and 

appropriate records maintained and reported throughout the incident. 

 Provide direction for JIC department managers to ensure that all functions are 

well organized and operating efficiently. 
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 Immediately report all rumors/inaccuracies, and steps taken to remediate, to Lead 

PIO. 

 Assist in all areas of JIC operations as needed. 

Field Operations Coordinator 
In the event of a site-specific emergency, a structure collapse for example, a senior PIO 

should immediately be dispatched to the incident location. The Field Operations 

Coordinator will be responsible for managing efforts to gather and disseminate 

information on scene. The Field Ops Coordinator’s responsibilities include: 

 Gather and distribute two-way radios to appropriate field PIOs.  

 Immediately establish a media staging area in a safe, secure location near the 

scene of the incident. Coordinate media access with appropriate public safety 

personnel.  

 Establish a media briefing schedule and arrange for appropriate spokesperson to 

brief media at regular intervals. Serve as spokesperson when appropriate. 

 Serve as Public Information single point of contact (SPOC) for on-site Incident 

Command. 

 Coordinate information gathering among field PIOs.  

 Establish, with support from Logistics Coordinator, media credentialing protocol. 

 Immediately and continually relay emergency response information to JIC 

Manager/Incident Command. 

 Arrange for tours and media briefings as appropriate. 

Communications and Technology Management Coordinator 
In a full-scale JIC activation, it will be necessary to identify a CTM coordinator to 

provide IT support to members of the JIC, including the Field Operations team. The CTM 

coordinator will assist with: 

 Installing GoToMyPC on various computers, and training personnel as needed. 
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 Procuring and servicing field office equipment, including, laptops, radios, cell 

phones, pagers, etc. 

 Resolve networking issues between the CTECC EOC and remote City of Austin 

computers.  

MEDIA RELATIONS UNIT 
The Media Relations Unit is responsible for both proactive and reactive media affairs. 

News Desk 
The News Desk is primarily responsible for receiving and responding to all incoming 

media calls and inquiries on the EOC Main Media Line. The News Desk’s primary 

responsibility is to receive and respond to all incoming media calls on the main EOC 

media line at CTECC. The phone number for media to call is: (512) 974- . Additional 

responsibilities of the News Desk include: 

 Develop, update, and maintain all disaster media lists. 

 Provide approved information on latest developments, as provided by JIC 

Manager/Lead PIO. 

 Maintain log of all incoming media calls, including inquiry and response. 

 Immediately report new questions to Research and Writing Unit for update. 

 Immediately report all rumors to Media Monitoring/Research and Writing Unit 

for verification and correction.  

 Coordinate with Media Monitoring to determine issues or stories that may have 

negative impact on response or recovery operations. 

 Work closely with Media Logistics staff and Field Operations Coordinator to alert 

media of scheduled press events. 

JIC Partner Agency Liaison 
The JIC Partner Agency Liaison is primarily responsible for ensuring a coordinated 

response among all JIC Public Information contacts. 

 Maintain list of JIC Regional Partners contact list. 
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 Receive all calls on interagency internal media line. The designated internal PIO 

information line at CTECC is (512) 974- . 

 Review key message points with JIC Regional Partners. 

 Coordinate JIC media requests for interviews with Media Logistics staff. 

 Disseminate all approved information, as approved by Lead PIO, to JIC Regional 

Partners contacts to ensure uniformity of key messages and facts about the 

incident, emergency response, and recovery efforts. 

 Work with Media Logistics staff and Field Operations Coordinator to 

immediately alert JIC Regional Partners of upcoming media availability events. 

 Immediately report all rumors received by JIC Regional Partners to Media 

Monitoring. 

 Work with JIC Regional Partners to identify activities and information to pitch to 

the media. Encourage targeted media coverage of identified activities and 

information and assists in scheduling media interviews. 

Media Monitoring 
The Media Monitoring Desk is responsible for review of all daily news reports and 

provides an analysis of main stories that affect response, recovery, and mitigation 

operations. As part of the review process they also identify trends in media coverage, 

problem areas to be addressed and make recommendations for action to the JIC Manager. 

 Immediately notify Channel 6/CTM staff to request 24-hour recording of all local 

and major national news channels on Snapstream server. 

 Monitor disaster coverage on all news media, including TV, radio, newspaper 

(print and online editions), and social media sites, to ensure that media is 

providing the most factual, timely information available. 

 Monitor disaster coverage to ensure that key messages, as provided by Lead PIO, 

are being reported. 

 Immediately report all rumors/inaccuracies to the JIC Manager and/or Research 

and Writing Unit. 
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 Work with translation staff to ensure monitoring of non-English speaking news 

media. 

 Compile news coverage from Snapstream as requested. 

 Prepare daily media reporting summary for lead PIO and JIC staff. Reports should 

include: 

o Is the information being reported accurate? 

o What questions are not being answered? 

o Is our designated message being clearly conveyed? 

o Is the information being reported in a timely manner? 

o Identify all instances of misinformation/rumor and how remedied. 

Logistics Coordinator 
The Logistics Coordinator is responsible for managing and coordinating all media events, 

interviews, availabilities, and tours. The Logistics Coordinator should serve as a liaison 

to and supporting resource for the Field Operations Coordinator, if one is activated. At 

the immediate onset of an event involving a Field Operations Coordinator, the Logistics 

Coordinator, should report to the scene of the incident to assist with the establishment of 

a staging area and credentialing protocols. Ongoing responsibilities include: 

 Coordinate media credentialing for entirety of disaster/event coordination. 

 Schedule news conferences at the direction of the JIC Manager. 

 Alert EOC News Desk and JIC Public Information Liaison about time/location of 

press event. 

 Work with Research and Writing Unit to ensure that all event speakers have 

appropriate talking points and supporting documentation.  

 Work with Research and Writing Unit and News Desk to create and disseminate 

appropriate media advisories and associated news releases.  

 Attain all necessary public safety and security clearances for site visit. 

PRODUCTION UNIT 
The Production Unit is responsible for creating and disseminating all JIC deliverables. 
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Research and Writing 
The Research and Writing team is responsible for the research, writing and final 

production of all print material.  

 Works with Lead PIO to develop consistent messaging for use by all JIC team 

members.  

 Prepares all written news releases, media advisories, daily summaries, feature 

articles, fact sheets  

 Provides content that can be adapted for alternative media materials including, 

public service announcements, fliers, outreach collateral. 

 Works with media logistics coordinator to prepare talking points for media 

availability events. 

 Communicates with news desk to assess media information needs. 

 Works closely with media monitoring team to immediately correct rumors or 

reporting inaccuracies. 

 Works under the advisement of Lead PIO to draft incident after-action reports. 

 Writes news releases and features highlighting incident response successes. 

** Obtains final approval from Lead PIO on all written communications material before 

distribution. 

Web Production 
The Web Production team will be responsible for posting all updates to the City of Austin 

Office of Homeland Security and Emergency Management Web site 

(www.cityofaustin.org/emergency), the City’s official emergency information Web 

portal. HSEM is currently transferring its Web management operations to the PIER 

Systems. All City PIOs should be trained on this new system when it becomes fully 

operational. 

The Web Production team will also be responsible for creating and maintaining any other 

Web sites deemed appropriate by the Lead PIO, and for assisting in posting blogs and 

videos to social media sites as needed. 

http://www.cityofaustin.org/emergency
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Social Media Desk 
Social Media can be a powerful tool in the spread of information – both accurate and 

inaccurate – in an emergency situation. The Social Media Desk, which may require 

multiple individuals in a large-scale incident, will be responsible for both disseminating 

JIC messages and working to control the proliferation of online rumors.  

 Work with JIC Manager and Lead PIO to develop social media strategy related to 

incident response and recovery. 

 Rapidly post information about the emergency and instructions about what 

residents should and should not do. 

 Monitor all social media sites for activity – both factual and inaccurate – 

regarding the incident. Report significant trends to JIC Manager. 

 Monitor news forums to provide continuous rumor control regarding disaster 

response and recovery operations. 

Graphics Coordinator 
The primary responsibility of the Graphic Artist is to ensure the standardized, 

professional-quality presentation of all informational materials distributed by the JIC or 

the EOC Incident Command.  

By definition, information distributed by the JIC pertains to multiple agencies and/or 

departments. Maintaining graphic standards across all distribution materials is essential to 

maintain consistency throughout the event.  

 Decide, in consultation with the Lead PIO, which logo and set of the graphic 

standards will be used for all distribution materials, including letterhead, Web 

pages, and printed collateral. 

 Produce fliers, brochures, posters and other printed materials to meet PIO 

requirements and to support other graphic needs of both the JIC and the EOC 

Incident Command. 

 Make arrangements for the actual printing of all materials. 
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Photo Documentation 
The Photo Documentation Team oversees the management of all City-conducted 

photography of the emergency operation.  

 Establishes procedures for photographing disaster activities. 

 Provides historical documentation to support ongoing projects and future 

reporting and training requirements of the City of Austin and other agencies. 

 Establishes a photo cataloging and records system. 

 Conducts quality assurance of photos including the elimination of duplicate, poor 

quality and insignificant photographs. 

 Obtains photo consent releases as required by law and established City of Austin 

procedures. 

 Works with news desk to provide photographs to media as requested. 

 Works with logistics coordinator to provide photographic support for media 

availability events. 

 Photographs EOC/JIC operations, as approved by Lead PIO and EOC Director, 

for future City of Austin internal use.  

Video Documentation 
The Video Documentation Team will provide the capability to allow for disasters to be 

filmed for instructional and archival purposes. Depending on the scope of the project, the 

video documentation should collaborate with research and writing, translation and 

logistics planning to complete any or all of the following: 

 Concept development 

 Scripting 

 Casting 

 Shot planning 

 Shooting 

 Editing 

 Special effects 

 Tape duplication 

 Live or on-demand Web 

casting 
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Translation Desk 
The Translation Desk is provides language support for the JIC operational team and is 

separate from the Multilingual and Special Needs Unit. The translation staff should be 

based out of the EOC and is responsible for: 

 Translating all public information materials, including but not limited to news 

releases, media advisories, Web content, call center scripts and outreach-related 

materials, into appropriate languages in an efficient and timely manner. 

 Coordinating or responding to directly ethnic media requests for statements and 

interviews as needed. 

 Working directly with the Media Monitoring Team to monitor ethnic media on 

TV, radio, print and Internet for rumors, misinformation and concerns. 

 Proofreading and ensuring that all materials meet cultural and language 

requirements. 

 Assisting with pre-recorded phone messages as requested. 

 Providing support to the Multilingual and Special Needs Unit as requested. 

 Reporting all translation activities to daily media summaries and media 

monitoring summaries. 

 Working closely with Media Logistics staff to ensure the availability of bilingual 

spokespersons at all media events. Serves in spokesperson capacity as needed. 

OUTREACH AND EDUCATION UNIT 
The Outreach and Education Unit is responsible for assessing and documenting the 

social, political and cultural aspects of a disaster area that may affect the public 

emergency response and recovery efforts. 

Internal COA Employee Communications Coordinator 
Because JIC communications efforts focus on informing the community as an aggregate, 

it is easy to lose sight of the importance of maintaining open communications with the 

12,000-plus internal City of Austin employees.  
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Many COA employees deal directly with the public on a daily basis. It is essential that, if 

asked, these City representatives have access to the most current, accurate information 

available. 

In addition to emergency response Public Information, the Employee Communications 

Coordinator will be responsible for keeping COA employees informed about internal 

emergency operations policies, including business continuity plans, office closures and 

the use of sick leave if needed.  

Responsibilities of the Employee Communications Coordinator will include:  

 Work with the Research and Writing Team to post current, accurate emergency 

situational updates to the City Intranet. Include Frequently Asked Question 

section if possible. 

 Work with the Research and Writing Team and the City Manager’s Office to draft 

and distribute messages from the City Manager to the workforce as appropriate. 

 Coordinate message dissemination for COA employees who do not have regular 

access to electronic forms of communication.  

 Serve as a liaison with the Human Resources Department as needed. 

 Work closely with Media Relations and Research and Writing Teams to answer 

HRD-related media inquiries. 

 Coordinate with Building Services to distribute hazard mitigation/emergency 

response collateral (fliers, posters, etc.) to all City departments. 

COMMUNITY AFFAIRS COORDINATOR 
The Community Affairs Coordinator ensures that all populations affected by the 

emergency or disaster receive accurate timely information about disaster mitigation, 

response and recovery programs.  

 Identifies special needs, including but not limited to language, physical 

disabilities and economic hardship, of populations affected by the disaster.  

 Briefs the Lead PIO and other JIC staff on the cultural sensitivities and diversities 

of populations affected by the disaster. 
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 Ensures all Equal Opportunity and ADA standards are met in dissemination of 

information to disaster victims. 

 Ensures that special populations are appropriately informed of available City, 

County and/or federal disaster assistance programs and how to access them. 

 Works closely with the Field Operations and Translations Teams to reach 

populations with special language needs, including Braille and Sign Language. 

 Provides additional outreach support when needed. 

3-1-1 LIAISON 
The 3-1-1 Liaison will be responsible for disseminating timely information to the call 

center and for reporting citizens’ concerns and questions, as reported by 3-1-1 call takers, 

back to the JIC Manager.  

The 3-1-1 Liaison may be dispatched to the call center rather than the EOC, but should be 

considered an integral part of the JIC structure. Duties include: 

 Work with Research and Writing Team to assemble Frequently Asked Questions 

document for distribution to all 3-1-1 call takers. 

 Continually report any questions received by call-takers and not on FAQ 

document back to Research and Writing for clarification/answers. 

 Prepare daily reports of call center activity. Reports should include: 

o Approximate number of incident-related calls received. 

o Summary of frequently asked questions. 

o Summary of common citizen concerns. 

Multilingual and Special Needs Unit 
The Multilingual and Special Needs Unit ensures that all populations affected by the 

emergency or disaster receive accurate timely information about disaster mitigation, 

response and recovery programs.  
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The Multilingual and Special Needs Unit: 

 Identifies special needs, including but not limited to language, physical 

disabilities and economic hardship, of populations affected by the disaster.  

 Briefs the Lead PIO and other JIC staff on the cultural sensitivities and diversities 

of populations affected by the disaster. 

 Ensures all Equal Opportunity and ADA standards are met in dissemination of 

information to disaster victims. 

 Ensures that special populations are appropriately informed of available City, 

County and/or federal disaster assistance programs and how to access them. 

 Works closely with the Community Affairs Coordinator to reach populations with 

special language needs, including Braille and Sign Language. 

 Works closely with Field Operations and Translations Teams to provide 

additional support when needed. 

VIP Liaison 
Under the direction of the Lead PIO, the VIP Liaison will work with the City Manager’s 

Chief of Staff to keep City management abreast of emergency operations efforts. The VIP 

Liaison will also address the needs of local officials, which may include specially 

designated community leaders in addition to Mayor and Council. Other responsibilities 

will include: 

 Work closely with the Research and Writing and Media Logistics Teams to 

ensure that officials have talking points and agendas, and that all logistical needs 

are met for media availability events. 

 Coordinate VIP site visits with Lead PIO, Media Logistics and Field Operations. 

 Address any media- or communication-related needs of State and Federal leaders 

as directed.  

Tools 

The City of Austin has several tools available for the execution of effective emergency 

communication. All City PIOs and employees who may be called upon to execute Public 
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Information-related duties in the event of an emergency should be regularly trained to 

effectively operate all of the following resources.  

WEBEOC 

WebEOC is a Web-based crisis information management software that provides secure, 

real-time information sharing. It allows users from  to order resources and to give updates 

to the EOC to give … situational awareness of an incident. 

AUSTIN WARNING AND COMMUNICATIONS SYSTEM 
The City of Austin, in cooperation with area broadcasters has established the Austin 

Warning and Communications Systems (AWACS). The Austin news media, City and 

County emergency responders, and City PIOs and management are equipped with 

alphanumeric AWACS pagers. The system is designed to provide a rapid and accurate 

method of getting information to the public. An additional benefit of the system is the 

ability to inform the media of other newsworthy events.  

The paging system can also be used to send notices to various branches of individuals, 

including departmental and special Branch call centers.  

CITY WEB SITES 
The City of Austin Office of Homeland Security and Emergency Management maintains 

an Emergency Conditions Information page on the City’s Web site. The page includes 

updates for the City of Austin and Travis County concerning community services, road 

closures, emergency shelters and other special circumstances. The page is updated as 

conditions change or the situation warrants. Anyone with a working Internet connection 

can access the page at www.cityofaustin.org/emergency.  

A link to the Emergency Conditions page should be featured prominently on the City’s 

main Web site. The City may also choose to create incident-specific Web sites to relay 

additional vital information, particularly as it pertains to ongoing recovery operations and 

outreach initiatives. 

http://www.cityofaustin.org/emergency
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SOCIAL MEDIA 
The City of Austin recognizes the prevalence and value of social media as a means of 

public communication and maintains a presence on several social media sites. All social 

media activity, including that which occurs during emergency communication situations, 

should be guided by the City’s Social Media Policy. In an emergency situation, the 

following social media sites should be utilized appropriately. 

CitizenObserver 
CitizenObserver is a Web-based notification toolset that enables citizens to receive and 

respond to text, e-mail, and Web alerts from the Austin Police Department and Travis 

County Sheriffs Office.  

Twitter  
Twitter is a social media site that enables its users to post and read brief messages – up to 

140 characters. The posts, called “tweets,” are displayed on the user’s home page and 

delivered to the user’s subscribers, known as “followers.”  

The official City of Austin Twitter site is www.twitter.com/austintexasgov. The CPIO 

media relations team maintains the secure password.  

Facebook 
Facebook is a social networking utility that allows users to create profiles that include 

contact information, photos, and Web links. It allows users to post updates and send 

messages to their “friends,” other Facebook members who have chosen to join the user’s 

network.  

The City of Austin maintains two Facebook pages that should be utilized in emergency 

situations: www.facebook.com/austintexasgov and 

www.facebook.com/DisasterReadyAustin.  

CHANNEL 6 
The City of Austin Communications and Public Information Office operates a municipal 

television station on cable channel 6, which simulcasts at www.cityofaustin.org/channel6. 

http://www.twitter.com/austintexasgov
http://www.facebook.com/austintexasgov
http://www.facebook.com/DisasterReadyAustin
http://www.cityofaustin.org/channel6
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In the event of an emergency, Channel 6 will be reprogrammed as directed by the Lead 

PIO.  

Channel 6 has the capability to broadcast live from CTECC and is broadcast on Time 

Warner Cable, Grande Communications and AT&T U-Verse. 

Public Service Announcements 
Channel 6 has the capability to produce Public Service Announcements for broadcast and 

for dissemination to outside media outlets. Channel 6 also maintains and posts PSAs to 

the City’s You Tube channel, www.youtube.com/austintexasgov.  

Message Crawler 
Channel 6 can also activate a message crawler, scrolling constant information along the 

bottom of the broadcast page.  

Web Simulcast 
In addition to cable access, all Channel 6 programming is live simulcast at 

www.cityofaustin.org/channel6. In the event of emergency broadcasting, a link to the 

Channel 6 Web cast will be available on the Homeland Security and Emergency 

Management Web site. 

3-1-1 
The City of Austin operates a 24/7 citywide information call center that can be accessed 

by dialing 3-1-1 from a land-line or cellular phone anywhere within the Austin City limits 

(the call center can be accessed from outside the City limits at 512-974-2000) . 

It is imperative that all information released by the JIC be immediately communicated to 

3-1-1. The JIC Research and Writing Team will also be responsible for writing call center 

scripts and frequently-asked-questions documents. 

The TTY number for the hearing impaired is 512-972-9848 or callers can use Relay 

Texas. 

http://www.youtube.com/austintexasgov
http://www.cityofaustin.org/channel6


44 

SNAPSTREAM 
SnapStream is television recording and search technology that enables organizations to 

record up to10 television stations simultaneously and store more than 9,000 hours of 

recordings.  

Channel 6 staff maintains the City’s SnapStream server, which is automatically 

programmed to record all regularly scheduled local news casts. It also continually records 

municipal Channel 6 and Time Warner Channel 8 (News 8 Austin). Recorded programs 

are generally saved for three months. 

The SnapStream server can be reprogrammed as needed. In an emergency situation, the 

SnapStream server should be reprogrammed to provide continual recording of local and 

national news networks as appropriate. The SnapStream recordings provide the capability 

for enhanced media monitoring during an event and as an archive for the evaluation and 

documentation of media coverage after an event. 

PRINT PRODUCTION 
The City maintains a contract for printing services with Xerox, which maintains an office 

on the third floor of City Hall between the offices of the City Manager and CPIO. The 

address to send files directly to the City Hall Copy Center is 

CityHallCopyCenter@ci.austin.tx.us. 

Also, the Economic Growth and Redevelopment Services Office, also at City Hall, 

operates a large platting printer capable of printing posters of varying lengths up to 36 

inches wide. Contact should be made to EGRSO to arrange rapid processing. 

EMERGENCY ALERT SYSTEM 
The Emergency Alert System (EAS) is a national public warning system that requires, as 

a condition of licensing, broadcasters, cable television systems, wireless cable systems, 

satellite digital audio radio service providers, and direct broadcast satellite providers34 to 

relay national warning signals and messages from the President of the United States to 

the public.  

                                                 
34 Federal Communications Commission. http://www.fcc.gov/pshs/services/eas/ 

mailto:CityHallCopyCenter@ci.austin.tx.us
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The Federal Communications Commission encourages EAS to broadcast messages 

initiated by state and local governments, but the final decision to do so rests with the 

local broadcaster. 

The EAS is implemented by the FCC in conjunction with the Federal Emergency 

Management Agency and the National Oceanic and Atmospheric Administration's 

National Weather Service. 

EAS is considered Emergency Public Information and, as such, should be issued by 

HSEM/Incident Command directly. EAS messages can be issued in two ways: through 

direct contact of an activation station or use of the EAS decoder. 

Direct Contact of EAS Activation Station 
The City of Austin HSEM can contact the City’s designated EAS activation station, 

KLBJ-FM. This station activates the EAS alert tone, which subsequently opens special 

receivers at broadcast stations throughout the multi-county region. Stations can then tape 

and rebroadcast the EAS message or broadcast the message directly. KASE-FM is the 

alternative EAS activation station. 

EAS Encoder Activation 
The Austin-Travis County EOC carries an EAS encoder that allows for direct recording 

and insertion of emergency public information in the EAS broadcast system. Procedures 

for use are maintained in the EOC at CTECC. 

JIC REGIONAL PARTNERS CONTACT LIST 
The City of Austin Office of Communications and Public Information is responsible for 

maintaining the JIC Regional Partners Contact List – a comprehensive database of Public 

Information contacts for all relevant municipalities, agencies, school districts, nonprofits 

and organizations with whom Joint Information is shared during an emergency. 

CONFERENCE CALLS 
Conference calls are an extremely useful means of information gathering and message 

coordination. It is imperative for the free flow of information that conference calls remain 
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secure. Every precaution should be taken to maintain complete security on the lines and 

ensure that media does not gain access to confidential information. Inevitably, however, 

media may gain access to a secure call. To that end, every call should begin with a 

boilerplate warning stating that the information in the following call is “law enforcement 

sensitive” and is not intended for dissemination.  

JIC Conference Calls 
The City of Austin Office of Homeland Security and Emergency Management maintains 

a conference call system through AT&T that will facilitate a call with up to 100 

participants. Upon EOC activation, Incident Command will activate the system and 

instruct the Lead PIO on appropriate access. 

National Incident Communications Conference Line (NICCL) 
The NICCL was created to be a single source of coordination for the federal Department 

of Homeland Security and all other federal agencies. It can be used as a conference call 

or as an open line that can be monitored 24 hours a day for the exchange of information 

and ideas. It is primarily for federal-to-federal information sharing but can also include 

communicators from the primarily impacted State or local community.35 

State Incident Communications Conference Line (SICCL) 

The SICCL was created primarily to bring States together to share information and 

discuss issues that have an effect on all of them following an incident. This line is 

typically used during multiple State disasters such as a hurricane when impacted States 

might request support from other States. The SICCL is not a 24/7 line.36 

 
35 U.S. Department of Homeland Security. Federal Emergency Management Agency. Basic Guidance for 
Public Information Officer (PIOs); National Incident Management System (NIMS).  
36 Ibid.  



47 

 References 

California Department of Forestry and Fire Protection and U.S. Forest Service 
Department of Agriculture. The 2003 San Diego Fire Siege Fire Safety Review. 
2004. 
http://www.fs.fed.us/r5/cleveland/documents/documents/sandiegocountyfinal.pdf 

City of Austin. Office of Emergency Management. City of Austin Emergency Operations 
Plan; Basic Plan 2007-2011. Revised August 2007.  

City of Austin. Office of Emergency Management. City of Austin Emergency Operations 
Plan; Annex A: Warning and Emergency Public Information. Revised October 
2006. 

City of San Diego. Fire-Rescue Department. Cedar Fire 2003 After Action Report. June 
2004.  

City of San Diego. City of San Diego Response. After Action Report – October 2007 
Wildfires.  

Lake, Stephanie. “Crisis Communication 101, Emergency Preparedness and Response.” 
Minnesota Cities, November-December 2007.  

National Commission on Terrorist Attacks Upon the United States, The 9/11 Commission 
Report: Final Report of the National Commission on Terrorist Attacks Upon the 
United States (New York: W.W. Norton and Company, 2004). www.9-
11commission.gov/report/911Report.pdf . 

San Diego County Office of Emergency Services. 2007 San Diego County Firestorms 
After Action Report. February 2007. Prepared by EG&G Technical Services, Inc. 

San Diego County Office of Emergency Services. The San Diego County Firestorms 
2003 After Action Report. Tom Amabile, Principal Author and Editor. 

San Diego County Grand Jury 2003-2004 (filed May 25, 2004). Report 2003/4-08. 

State of California. Governor’s Blue Ribbon Commission Task Force. Blue Ribbon 
Commission Task Force Report; Section I: Jurisdictional and Operational 
Barriers Multi-Jurisdictional Recommendations. Communications and 
Interoperability, Information Technology, and Public Outreach. January 18, 
2008. Pages 84-97. http://smmc.ca.gov/pdf/attachment1321_Attachment.pdf. 

U.S. Congress House. Subcommittee on Emergency Preparedness and Response of the 
Select Committee on Homeland Security. , 2004. The National Incident 

javascript:HandleLink('cpe_2172_0','CPNEWWIN:NewWindow%5etop=10,left=10,width=500,height=400,toolbar=1,location=1,directories=0,status=1,menubar=1,scrollbars=1,resizable=1@http://www.9-11commission.gov/report/911Report.pdf');
javascript:HandleLink('cpe_2172_0','CPNEWWIN:NewWindow%5etop=10,left=10,width=500,height=400,toolbar=1,location=1,directories=0,status=1,menubar=1,scrollbars=1,resizable=1@http://www.9-11commission.gov/report/911Report.pdf');


48 

Management System: Enhancing Response to Terrorist Attacks. 108th Cong., 2nd 
sess. September 24.  

U.S. Department of Education–Readiness and Emergency Management for Schools 
(REMS) Technical Assistance Center. Lessons Learned from School Crises and 
Emergencies. Vol. 3, Issue 2, 2008. “Communication and Collaboration during 
Natural Disasters: The Lessons Learned from Past Experience.”  

U.S. Department of Homeland Security. Federal Emergency Management Agency. Basic 
Guidance for Public Information Officer (PIOs); National Incident Management 
System (NIMS). FEMA 517/November 2007. 

U.S. Department of Homeland Security. Federal Emergency Management Agency. The 
California Fires Coordination Group, A Report to the Secretary of Homeland 
Security. February 13, 2004 
http://www.fema.gov/pdf/library/draft_cfcg_report_0204.pdf 

U.S. Department of Homeland Security. Federal Emergency Management Agency. 
Developing and Promoting Mitigation Best Practices and Case Studies: 
Communication Strategies. September 2004. FEMA 479-CD. 

U.S. Department of Homeland Security. National Emergency Communications Plan. July 
2008. 
http://www.dhs.gov/xlibrary/assets/national_emergency_communications_plan.pd
f.  

U.S. Department of Homeland Security. National Incident Management System. 
December 2008. http://www.fema.gov/pdf/emergency/nims/NIMS_core.pdf  

U.S. Department of Homeland Security. Homeland Security Presidential Directive-5: 
Management of Domestic Incidents. February 28, 2003. Full text. 
http://www.dhs.gov/xabout/laws/gc_1214592333605.shtm#1  

U.S. Department of Homeland Security. NIMS Resource Center. Public Information 
Overview. http://www.fema.gov/emergency/nims/publicinformation.shtm.  

U.S. Department of Homeland Security. Federal Emergency Management Agency. 
Public Affairs Field Guide For Joint Information Center Operations. March 2004. 

Unified San Diego County Emergency Services Organization. Operational Area 
Emergency Plan, Annex L: Emergency Public Information. September 2006.

http://www.dhs.gov/xlibrary/assets/national_emergency_communications_plan.pdf
http://www.dhs.gov/xlibrary/assets/national_emergency_communications_plan.pdf
http://www.fema.gov/pdf/emergency/nims/NIMS_core.pdf
http://www.dhs.gov/xabout/laws/gc_1214592333605.shtm#1
http://www.fema.gov/emergency/nims/publicinformation.shtm


Vita 

Nicole Sherbert is a communications professional specializing in public sector 

media relations, community outreach, and project management. At the time of this report, 

she worked as a senior member of the media relations team for the City of Austin, Texas. 

She has served as the communications director for a nonprofit arts organization and as the 

press secretary for a Texas Lt. Gubernatorial campaign. Prior to her career in public 

sector communications, she worked as a radio reporter covering the Texas Capitol and as 

a print editor in Austin and New York City. Nicole currently resides in Phoenix, Arizona 

with her husband and two boys. 

 

 

 

Permanent address Nicole_Sherbert@yahoo.com 

This report was typed by Nicole Elizabeth Sherbert 

 

 

 

 

49


	The Report Committee for Nicole Elizabeth Sherbert
	Certifies that this is the approved version of the following report:
	Emergency Communications Management:Analysis and Application
	APPROVED BY
	SUPERVISING COMMITTEE:
	Emergency Communications Management:Analysis and Application
	by
	Nicole Elizabeth Sherbert, B.A.
	Professional Report
	Master of Public Affairs
	The University of Texas at Austin
	May 2010
	Abstract
	Emergency Communications Management:Analysis and Application
	 List of Figures

	NATIONAL INCIDENT MANAGEMENT SYSTEMS
	Flexibility and Standardization
	Command and Management
	Incident Command System
	Multiagency Coordination Systems
	Public Information Systems
	Public Information Officer
	Joint Information System
	Joint Information Center
	Establishing a JIC
	JIC Process




	CASE STUDY: SAN DIEGO COUNTY FIRESTORMS 
	The 2003 Firestorms: Operational Response
	Lack of Coordinated Public Information
	Facilities and Training
	Role of the Public Information Officer

	Four Years Later: Lessons Learned
	Creation of 211 San Diego
	Implementation of Web EOC
	Establishment of Joint Information Center
	Staffing and Training
	Increased Public Outreach and Education
	Areas for Continued Improvement

	Assessment

	CITY OF AUSTIN PUBLIC INFORMATION AND EMERGENCY COMMUNICATIONS PLAN
	Introduction
	Purpose and Scope
	Joint Information Center Concept
	Defining Operational Structure


	Phases of Emergency Management
	Preparedness 
	Public Education Campaigns
	Training and Exercises
	Media and Contact Lists

	Response 
	Recovery
	Mitigation 

	Joint Information Center Organization
	JIC Command Staff
	Lead Public Information Officer
	JIC Manager
	Field Operations Coordinator
	Communications and Technology Management Coordinator

	Media Relations Unit
	News Desk
	JIC Partner Agency Liaison
	Media Monitoring
	Logistics Coordinator

	Production Unit
	Research and Writing
	Web Production
	Social Media Desk
	Graphics Coordinator
	Photo Documentation
	Video Documentation
	Translation Desk

	Outreach and Education Unit
	Internal COA Employee Communications Coordinator

	Community Affairs Coordinator
	3-1-1 Liaison
	Multilingual and Special Needs Unit
	VIP Liaison


	Tools
	WebEOC
	Austin Warning and Communications System
	City Web Sites
	Social Media
	CitizenObserver
	Twitter 
	Facebook

	Channel 6
	Public Service Announcements
	Message Crawler
	Web Simulcast

	3-1-1
	SnapStream
	Print Production
	Emergency Alert System
	Direct Contact of EAS Activation Station
	EAS Encoder Activation

	JIC Regional Partners Contact List
	Conference Calls
	JIC Conference Calls
	National Incident Communications Conference Line (NICCL)
	State Incident Communications Conference Line (SICCL)


	 References
	Vita


