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NATIONAL INFLUENZA PLAN
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COMMUNICATIONS STRATEGY

A. Executive Summary

This document presents a national strategy for comration activities to be used in Saint Lucia lpefand
during possible outbreaks of avian or pandemiweariza. The Communications Strategy is part of an
ongoing joint program of the Government of Saintiaythe U.S. Agency for International Development
(USAID), and the Pan American Health OrganizatiBAKIO). It is designed to be a component of the
comprehensive National Influenza Pandemic Prepassdand Response Plan of the Government of Saint
Lucia. Support from USAID and PAHO was providedtbgir regional programs of support for avian and
pandemic influenza preparedness throughout Latierisa and the Caribbean.

Since 2003, a growing number of human H5N1 (auidiluénza virus) cases have been reported in Asia,
Europe, and Africa. More than half of the peopkeated with the virus have died. Most of these sase
believed to have been caused by exposure to ifgcteltry. There has been no sustained human-tahum
transmission of the disease, but HSN1 could evinlieea virus capable of human-to-human transmission
Experts fear that when individuals with the humafituenza virus become infected with H5N1, the bird
Influenza virus could acquire some genes from timadn Influenza virus and, with them, the abilitysfwead
from person to person.

Communication is critical in efforts to slow a deygng pandemic. Currently, no vaccine protectingnans
against the H5N1 virus strain that has been obdérnvAsia, Europe, and Africa is commercially aghik.
And, until a new pandemic Influenza virus emerges ia identified, a vaccine specific to that viaisain
cannot be developed.

Infected birds can spread the virus for more thamek in their saliva, nasal secretions, and fe&sisle
from the normal level of risk any country assumes tb poultry production, imports, and distributi@aint
Lucia is at particular risk of an avian Influen2d)(outbreak because of the flight patterns of rafgry birds
and the risk of transmission from nearly 1 milltoirists who visit the island each year.

Because of Saint Lucia’s economic dependence aistowand the important role Saint Lucia plays i@ th
Caribbean community, the impact of a poorly comroated outbreak of Al on the island’s social, cwtur
and economic structure would be devastating tatlmmtry and the region.

Saint Lucia’s recovery following a pandemic wouldlpably require decades. According to the U.S. @ént
Intelligence Agency’s July 2007 World Factbook, dicial population of Saint Lucia is 170,649; hever,
the estimated undocumented population brings ttaé tim 200,000. In the Government of Saint Lucia
(GOSL) Pandemic Preparedness and Response Rfaasiimated that up to 35 percent of the popuiatio
70,000 people of all ages—will become clinically@nd more than 35,000 will die if an Al pandemic
develops on the island.

The impact on individual family incomes and theremoic security of the country will be great because
addition to deaths among wage-earners, fever-telatmptoms of Influenza usually last two to five/slaand
people who survive may take up to two weeks tg/frdcover. Vulnerable populations include singleepa
households whose wage-earners are ill or neeadydsime to care for sick family members; people ate
young, elderly, poor, or already sick; non-Engkgieakers, and those who have trouble accessini lcead
under normal circumstances.
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Long-term effects on livelihoods could occur, dr £xample, workers lose their jobs while out oteaged
leave. Breakdowns in sectors and infrastructureccaate a long-term loss of jobs and income for the
country.

Preparing for a pandemic requires all instrumehtsational power to be leveraged as well as coaidioh
actions and communications by all segments of gowent and society. Influenza viruses do not respect
distinctions of race, gender, age, professionationality and are not constrained by geographic
boundaries.

This makes a pandemic a unique circumstance n&@sgia communications strategy that extends well
beyond health and medical boundaries to includerthi@tenance of critical infrastructure, privatetse
activities, the movement of goods and servicessadite nation and the globe, and economic andigecur
considerations. The uncertainties associated withdnza viruses require a strategy that is vdesati
enough to ensure that we are prepared for any wirtlispandemic potential as well as the annual éard
of Influenza.

The Saint Lucia Avian and Pandemic Influenza Comications Strategy and Standard Operating Procedures
(SOPs) is one of eight documents of the Natiorf@idmza Pandemic Preparedness and Response Plan.

The procedures are supported by the Saint Lucianatemergency management plans, policies, ldgisla
and SOPs (see Plan and Policies in Annex A).

Goals of the Communications Strategy include sirageand SOPS to:

» stop, slow, or otherwise limit the transmissiorite virus strain, thereby decreasing cases,
hospitalizations, and deaths and allowing more fioneaccine development;

» promote behaviors that are conducive to limiting $pread of the virus strain in accordance with the
principles of surveillance, quarantine, and medica;

* promote the maintenance of communications necefsaegsential services; and

» ensure that facts released nationally and internaliy regarding a developing or full pandemic are
accurate and immediate and that they mitigateahg-term negative effects on stability and
democracy and on the social, cultural, and economaikeup of the country.

Effective, policy-driven communications will alstag a critical role in outbreaks requiring public
messaging regarding isolation, quarantine, or $d@#ancing.

National and sector communications SOPs for ketoseinvolved in the response—agriculture, educatio
health, tourism, livelihood, security, and food—areluded in the Communications Strategy. Thisdist
sectors is not exhaustive; others will be addetheys are identified.

The Communications Strategy addresses communisadicivities necessary primarily in Phase 6 of a
pandemic, when effective and sustained human-tocahunansmission occurs; secondarily, it addresbasd?
4, when evidence of human-to-human transmissitouisd.

The Strategy is guided by four principles:
» Consistency and integration
* We are all communicators
« Communications outcomes tie directly with desirespbionse outcomes
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* Risk and crisis communications are most effectihenvkept simple
Indicators and a plan for periodic testing, valiolat and updating of the Strategy and SOPs araded.
This Strategy, therefore, will define the rangeadiivities that are deemed necessary to (1) prepare
communities and responding organizations beforana@@mic; (2) ensure the communication of roles and
responsibilities to all levels of government, segtaef society, and individuals; and (3) suppoet tiational
response to a pandemic.

Avian & Pandemic Influenza Communications Respddsganizational Chart

Government
Information Services

DIRECTOR, NEMO

Private/Business
Sector Communications

CBOs/FBOs Avian & Pandemic Flu
Communications Communications Committee

Health Education Agriculture Tourism Security Food Livelihoods
Communications Communications Communications Communications Communications Communications Communications

District/Local District/Local District/Local District/Local District/Local District/Local District/Local

Municipality Municipality Municipality Municipality Municipality Municipality Municipality
Communications Communications Communications Communications Communications Communications Communications

B. Objectives

The Communications Strategy of the National InfeeeRandemic Preparedness and Response#ildes
our communications during preparation and resptmaa Influenza pandemic with the intent of mitiggt
the impact of an outbreak of Influenza on the dauia economic status of the population. The Stsateill
incorporate communications tactics and SOPS to:
» stop, slow, or otherwise limit the transmissioritad virus strain, thereby decreasing cases,
hospitalizations, and deaths and allowing more fion&accine development;
e promote behaviors that are conducive to limiting $pread of the virus strain in accordance with the
principles of surveillance, quarantine, socialatising, and medical care;
* promote the maintenance of communications nece$saegsential services; and
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» ensure that facts released nationally and internaliy regarding a developing or full pandemic are
accurate and immediate and that they mitigateahg-term negative effects on stability and
democracy and on the social, cultural, and economaikeup of the country.

The Communications Strategy also supports the ggidolicies of the National Influenza Pandemic
Preparedness and Response Plan.

C. Background and Situation Analysis

Saint Lucia has three main risks of developing\daralnfluenza outbreak or a pandemic of aviandmban
transmission, or human-to-human transmission:
» Flight patterns of migratory birds
*  Poultry production and distribution
» Likelihood of human-to-human transmission attritalgao nearly 1 million tourists visiting Saint
Lucia per year

The emergency response system in Saint Lucia esdbas a civilian response; in contrast, most Latin
American countries rely on a military response. Toenmunications Strategy is part of the National
Influenza Pandemic Preparedness and ResponsenRiigh,is supported by the Saint Lucia National
Emergency Management Plans, Policies, Legislatind,SOPs.

The Communications Strategy addresses ways to geawral audiences and vulnerable audiences, such a
pregnant women, people with chronic illnesses, [geaho do not read English and tourists who arevana

of emergency response plans. Language barriersga8mint Lucia residents are also addressed. Ircpkant,
although English is the official language of thamsl, some people continue to use the traditiopakean

Creole language, and some tourists arriving fromBoglish-speaking countries will need translated
information.

Saint Lucia’s two main sources of income are toar@d agriculture. Having a well-structured, fulgted
pandemic communications strategy and SOPs aheadriis is important not only to minimize deaths,
illnesses, and impacts on people’s lives, but eldessen the economic impact that Al, or the peeckrisk
of Al, might have on the island’s tourism indusairyd long-term financial stability.

Tourism also could facilitate the spread of pana@eimiluenza during incubation periods when an itiet
has not yet been detected and passengers eitiveriarSaint Lucia or board out-bound ships anglaires
where groups of people could become infected arg tize illness back to their home countries.

Limited surveys indicate a lack of public knowledd®ut the risk of Al in Saint Lucia; this indicatthat the
risk has not been adequately communicated. Thust residents probably do not avoid risky behavéord
do not use preventive measures.

Although this Communications Strategy focuses enldkter phases of a pandemic, GOSL currently dians
use behavior change and risk communications stestég educate the public and health care workeoata
the risks, symptoms, and recommended individuaagihecessary to contain the spread of Influenzaedi
as the role they play in reducing the risk of adsamic.
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Currently, no vaccine protecting humans againstbd1 virus strain that has been observed in Asia,
Europe, and Africa is commercially available. Andtil a new pandemic Influenza virus emerges and is
identified, a vaccine specific to that virus straamnot be developed.

Laboratory studies suggest that some of the ppgmtimedications approved in some countries fondnu
Influenza viruses should be effective in treatirigrfection in humans. However, Influenza viruses ¢
become resistant to these drugs, so these medisatiay not always work. Additional studies are eeec
demonstrate the effectiveness of such drugs. TidLH&us that has caused human illness and deaikim
is resistant to amantadine and rimantadine, twivieadtmedications commonly used for Influenza. Two
other antiviral medications, oseltamavir and zanameould probably work to treat Influenza caudsdthe
H5NL1 virus, but additional studies still need todome to demonstrate their effectiveness.

D. Methodology and Approach

The Communications Strategy is an integral compboka broad National Influenza Preparedness Plan t
includes: (1) policies, (2) a national strategiampland (3) sector plans from the Ministry of HealMinistry
of Agriculture, Fisheries and Forestry; MinistryBducation; and Law Enforcement, Public Safety, and
Security. The Strategy addressed in this docunserrbiss-cutting, supporting all of the national aadtor-
specific plans. Representatives of the MinistrieAgriculture, Health, Education, and Tourism, ajosith
the Government Information Service (GIS) (see Astnex B), analyzed requirements, internationat bes
practices, institutions, SOPs, interventions, asburce requirements to conduct a full-scale paitdem
communications operation. The Strategy and SORg specify

* Public and private partner institutions

» Communications channels and media contacts

* Chain of command in a pandemic emergency

Pandemic Phases

The chart below, derived from the World Health Origation’s Global Influenza Preparedness Plan,
illustrates the six phases of a pandemic. The werid Phase 3 as of this writing. This Communimasi
Strategy and the SOPs address primarily the conuations necessary for a Phase 6 pandemic; seclyndari
it addresses the communications necessary for seRhpandemic.

Inter-pandemic phasa

Mew virus in animals, no human
CASES

Pandemic alert Ma or very limited human-te-human
transmission

Mew virus causes human cases Evidence of increased human-to-human
transmission

Evidence of significant human-to-human
transmission

Pandemic Efficient and sustained human-to-human
transmission

Areas of Focus
The Communications Strategy uses three types ofreontation: (1) behavior change communication, (2)
risk communication, and (3) crisis communicatiorsBpractices for communicating before, during, afiter
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an Influenza pandemic are drawn mainly from eviéelpased standards set by the Pan American Health
Organization (see bibliography in Annex E).

The Strategy primarily deals with infected humédns,does not exclude animal transmission and its
consequences. It focuses on a set of seven cstcabrs, for which SOPs have been provided: dtyiey
health, tourism, education, security, livelihooalisd food. Additional sectors and situations shinélchdded
by the Saint Lucia Pandemic Influenza Communicati@ommittee as they are identified.

Key Principles
This Strategy is driven by four key principles:

» Effective response communications require thateglbonding organizations be consistent and
integrated.

» Although only official spokespersons are authorittedpeak with the media, we are all
communicators. Everyone in an official responseactyp has the responsibility to “think
communications,” internally and externally. The ags of the response is dependent as much on
public perception and cooperation as it is on herational response.

» All communication supports the goals of the Natldnluenza Pandemic Preparedness and
Response Plan. Communications outcomes are tiedtigito desired response outcomes.

» We will use global risk communications best praagidRisk and crisis communications are best when
kept simple. We will analyze our audience, define autcomes, and deliver short, simple, key
messages to ensure that they are easily undersyoamaldiences that may process information in
diverse ways during a crisis.

Although every disaster is different, and one comidgine countless scenarios in which an Influenza
pandemic could occur, we can predict the typesiektions the public will have and the types of bedra
likely to occur. For example:

» During disasters where food and water suppliesdcpatentially run out, people often hoard supplies,
which in turn creates unnecessary shortages fer cttmmunity members.

* When employees or students—or their family membense-#l, work attendance and school
attendance drops.

*  When work attendance drops by what is predictdbt85 percent in a pandemic, many roles critical
to the functioning of society may not be perforniberefore exacerbating the crisis if, for example,
ports are closed where food and fuel normally atriv

» People may not think clearly and, in an effort toyide for their families, they may congregate to
gather information or shop for food, further expgsthemselves to risk.

People will want to know what their government asge leaders know:
* How to best protect oneself and one’s familiesiats, and neighbors from exposure to Al
* How to care for infected family members
* How individuals can participate in solving problepresented by the pandemic
* How donated and government dollars are being spent

(Adapted from the U.S. Centers for Disease Cormnadl Prevention’s document, Crisis and Emergency
Risk Communications by Leaders for Leaders; seikoBifaphy in Annex E.)

To achieve our communications goals, we will doftilwing:

» Understand our audiences by identifying predictéigleaviors and information needs in a pandemic
and the needs of each audience.
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» Develop and test messages to meet the needsanicidinces.

* Use global best practices for health crisis andlpanic communications—this includes being first,
accurate, transparent, and credible. We will comoaia with local, national, regional, and
international audiences.

* Integrate communications across all response fumetivith all partners and bring our audiences
along as we resolve problems caused by a pandéfeievill develop and maintain relationships and
an open, two-way flow of information with mediac#d, national, and international partner
communicators; and public opinion leaders.

* Invest in new media and other resources and tgffired for an effective communications response.

» Build contingencies into our Strategy and SOP$iénevent that key communicators become ill or
die, or in the event that some communications cblarend networks normally used become disabled
because of worker absenteeism or overburdenedsyste

* Periodically test, validate, and update our Commations Strategy.

Testing the Strategy
At the working meetings in Saint Lucia July 15-2308, the National Pandemic Influenza Communication
Committee prioritized these four areas for testhmgStrategy during the following 14 to 16 months:

» Testing Saint Lucia health providers

e Testing interagency communications

e Testing regional communications

* Including media in planning and testing plans

The Pandemic Influenza Communications Planning Cit@enwill identify dates and budgets for each test
they need to perform and will indicate those foichithey need Links Media’s support. Tests, drdlsd
trainings can be multidisciplinary and cross-fuocél, or specific to testing particular skills @r{s of the
Communications Strategy and SOPs. Communicatiahs ¢an be incorporated into other functional
tests/drills or full-scale drills.

E. National Avian and Pandemic Influenza Communicatios Standard Operating
Procedures

This section and section 5 include a set of broadrarching communications SOPs for communicatains
the national level and subsequent communicatiorisXpecific to critical sectors in pandemic respoAs
list of staff, materials, and resources necessacatry out the functions outlined in the SOPsfaoad in
Annex C.1.

The physical location of the National Media CerfMd®IC; also referred to in the National Pandemic
Preparedness and Response Plan as the Joint Itifmmr@znter, or JIC) will be dependent on whethes i
partially or fully activated. Full activation imgls that the incident is severe. In the case oll adtivation,
the NMC will be located at the GIS Studio. Thisiliacwill be able to house at least eight commuations
representatives at any one time. In the case @ibpactivation, the GIS officers will disseminatgormation
out of the National Emergency Operations Centre.

Should the location of the NMC change due to thaneaof the event, the director of Information Seeg
shall indicate to media houses the new locaticth@NMC.
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In Saint Lucia, the National Emergency Managemega@isation (NEMO) Secretariat is the implementing
organization responsible for ensuring that the S@Edgollowed.

National Communications Standard Operating Procedures
1. Communications Functions

a.

Compile and interpret information for disseminatairout the overall scope of the outbreak and
response, ensuring that information originatingrfreach involved ministry and operational
partner is well coordinated and appropriately repnéed.

Instruct the public about measures they should talgeotect themselves and their families,
animals, and neighbors.

Inform the public and decision-makers about thengadf the pandemic and its effect on Saint
Lucia, using technical expertise and guidance fimrolved ministries.

Inform partners and the GOSL leadership aboutrtipact of Al on the overall functioning of
Saint Lucia society, including the population, hieand medical infrastructure, agriculture,
economy, tourism, security, schools, and livelireod

Educate the public concerning behaviors that matept against Al with support from involved
ministries, such as the Ministry of Health Bured&ducation and the Ministry of Agriculture,
Fisheries and Forestry.

2. Audiences

a.
b.

The public and media in Saint Lucia.

Internal audiences involved in the response, sadparational partners and institutions,
including NEMO and NEMO Secretariat staff; the Miny of Health and its Bureau of Health
Education; Ministry of Education; Ministry of Agti¢ture, Fisheries and Forestry; Ministry of
Tourism; the Saint Lucia Tourist Board; local mupadities; private industry and businesses; and
nongovernmental, voluntary, and faith-based orgsditns.

External audiences, such as the tourism industreding partners, the Caribbean Disaster
Emergency Response Agency (CDERA); the Caribbeghepology Center (CAREC); Pan
American Health Organization (PAHO); the Unitedt&saAgency for International Development
(USAID); neighboring countries; and internationatdia.

3. Communications Decision-Makers and Spokespersons

a.

b.

e.

NEMO is the authorized institution to enact theiblal Influenza Pandemic Preparedness and
Response Plan and Communications Strategy.

Individuals who will approve the timing, contenhdadistribution of communications during a
pandemic include the Director of NEMO in consutiativith the Permanent Secretary - of Health
and the National Influenza Pandemic Communicatiomfittee.

Spokespersons will include the Director of NEMQ ttecision-makers of the key responding
ministries, and the GIS information officer, depiegdon the circumstances.

GIS staff consults with communicators from minissreand other institutions directly involved,
ensuring coordination and accuracy of informatieleased and ensuring that messages are
disseminated by an authorized spokesperson fguetteular outbreak.

When the response is deactivating, the Direct®E¥1O will indicate when the Ministry of
Health information office will reassume its roledainansition with the GIS information office to
become the primary source of pandemic informatarrilie public, the media, and other
audiences.
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4. Channels

a.

b.

NEMO communicates internally using e-mail, faxeimet, memos, meetings, telephone, and
mail.

Public channels of communication include areadessis; community meetings; newspaper
articles and advertisements; radio and TV newstalkdshows (see Annex B.4 for media list);
films, videos, and other materials at librarieg thternet; direct mailings; text messaging?*;
elected officials; opinion leaders and activistéeragency and interministry communications;
frequent telephone calls; fact sheets; personasyedvance notices; and business associations
and ancillary services (e.g., small business asonj hotel association, and taxi drivers’
association)

For crisis communication, NEMO will have the sugpairGIS to issue press releases and call
press conferences using the national, local, aedniational news media.

* An agreement with Cable and Wireless is in precesptember, 2008

5. Resources

a.

Prior to and during a pandemic, NEMO, with the surppf GIS, will ensure that printed
materials are provided to the ministries respoeditit stocking and posting information
regarding meeting facilities, vehicles, and fidffsfor communications purposes.

Mass media production and access, if needed, witirbvided by GIS.

Refer to Annex C.1 for a complete list of staf§oarces, technology, and equipment necessary
for a full-scale health emergency communicationsration.

NEMO will designate a semi-annual inventory ofr@kessary communications resources and
will assist operational partners in obtaining reses needed.

6. Roles and Responsibilities

a.

Following the reporting or confirmation of a cagédd-to-human, or human-to-human infection
with Al (Phase 4), the NEMO Secretariat may acawhie Government of Saint Lucia Pandemic
Influenza Preparedness and Response Plan andrigsponding Communications Strategy.

The decision to activate the JIC, where communisgtom involved sectors work together to
disseminate information from one central locatiwitl, be made by the Director of NEMO, and
the JIC will be located at the GIS studio on thetGas downtown waterfront.

The ministries’ and other operating organizatiam@®hmunications responses will follow
procedures established in the Government of SaiaialAvian Influenza Preparedness and
Response Plan.

The NEMO Secretariat will coordinate the flow ofdrmation between Government ministries
and agencies, ensuring consistency, accuracyjrmetirntess and ensuring that all audiences are
reached, with special consideration for vulnerglgpulations. The communication
responsibilities of different ministries and sestare shown in Section Il. The NEMO Secretariat
will initiate and facilitate emergency briefingsmeetings of all institutions and partners directly
involved in the response, and develop and diss@mtha schedule for future update meetings. A
GIS writer or web content manager and an infornmagificer will attend to gather a complete set
of information for written and verbal communicatsoregarding the pandemic.

Although the Permanent Secretary - Health is nbyrtize final authority for approving the
content and timing of communication to the pubifithe National Influenza Pandemic
Preparedness and Response Plan has been actii&edessage will be jointly authorized by
the Director of NEMO and the Lead Agency -. Pukfiokespersons may be the Director of
NEMO or GIS staff if authorized by the NEMO Directéor communications dealing with
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particular sector situations (education, agricelfdiood, security, tourism, or livelihood),
additional spokespersons from other ministries bwgesignated (see Sector SOPs) with the
approval of the JIC.

f. Mass media support, if needed, will be provided3$.

g. GIS will craft the first message, in coordinatioithwtechnical specialists and/or communicators
from the ministries involved. The message will tlhenapproved by the Director of NEMO
before GIS disseminates it. This step may takeepltesfore an interagency meeting if sufficient
information is available prior to the meeting.

h. The NEMO Secretariat will coordinate the effortdtud ministries with responsibility for
educating their stakeholders and constituents abpossible Al pandemic, including the nature
of the disease, its transmission, and preventibawers.

i. GIS will support NEMO in continuously monitoringwige and information released to the public,
and correcting misinformation or rumors when appgeip.

j- NEMO will promptly take actions to contain the spaleof avian Influenza and will communicate
these actions immediately to the public, policyntakpartners in the response, and regional and
international partners.

k. NEMO will coordinate and track communications tragnof its staff and all organizations
involved in Saint Lucia’s Influenza Pandemic Prepiress and Response Plan to ensure
adequate levels of proficiency and understanding®fCommunications Strategy and SOPs.

I.  The NEMO Secretariat, supported by GIS, will monid-related knowledge, attitudes, and
practices and will track the media coverage andripact of messages so that they can be
optimized.

m. The NEMO Secretariat will contact CDERA, USAID, amither responding regional agencies and
neighboring countries to update them regardingsituation and the response. This will be done
via phone, fax, and e-mail. (The Ministry of Healtlil contact PAHO and CAREC while
Ministry of Agriculture will contact OIE)

n. The Ministry of Health and the Ministry of Agriculte, Fisheries and Forestry will collect and
communicate up-to-date scientific information oa #&volution of the disease in Saint Lucia for
possible release to the public in coordination WEMO Secretariat.

0. Medical staff of the Ministry of Health will be tHest and best source of information on Al for
the public, both before and during a pandemic.

p. The media will be a secondary but important and éaliate source of information for the public.
Therefore, the Principal Information Officer at GiBd the Director of NEMO will coordinate
the first release of information to the public lre form of a written press release or statement and
possibly a press briefing or teleconference whepenters have access to experts who are
prepared for potential media inquiries and can anssditional questions that may be scientific
or medical in nature. An approved spokespersoroateithnical expert from affected ministries
and participating response institutions is usuaitBsent during a press briefing to help answer
technical or scientific questions.

g. NEMO's internal and external response partnersldhallreceive the press announcements
through a mass message dissemination system deddbypGIS and NEMO to ensure all are
included and have the information before or atséi@e time as the media.

r. Updates will be given to audiences by NEMO Seciattar GIS regularly as it becomes available
with regard to new developments or verificationnddbrmation of immediate importance to the
public.

s. The NEMO Secretariat will gather information froesponding ministries and determine when to
stand down the response operation, while stayinglent for reoccurring waves of the pandemic.

10
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t. Within two weeks of the culmination of a Phase 4igher Influenza emergency, the NEMO
Secretariat will coordinate a review with all kdgyers involved in communications and the
National Pandemic Communications Committee; isstapart identifying what went well and
why and what could be improved and why; and the @anications Committee will incorporate
lessons learned into a revised Communicationsesfyaind Communications SOP

11
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SECTOR COMMUNICATIONS STRATEGIES AND STANDARD OPERA TING
PROCEDURES

This section of the Strategy identifies a seriesaattor-specific SOPs for communications durindgnase 4 or
Phase 6 pandemic. The list of sectors and situmatgnot exhaustive. It represents the most pramine
dangers of which sector specialists on the NatiBaaldemic Communications Committee are aware:
agriculture, education, health, tourism, livelihpedcurity, and food.

Each of the seven sector packages presented tagsigmed to be a separate, standalone documantddoy
the individuals and units responsible for a sirggletor. The sector-specific packages all contadrfahowing
information:
* SOPs for the sector.
» Tables with lists of sector-specific Influenza ations that could require a communications
response with operational instructions for the oesp.
» A flow chart showing how different circumstancesiicbrequire different actions; each flow
chart illustrates one particular contingency.

These sector packages will periodically be revesed expanded in the course of testing, validating,
updating the national Communications Strategy Sation C, below).

12
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A. Health Sector Communications Standard Operating Proedures: Avian and Pandemic
Influenza Communication in Saint Lucia

LEAD AGENCY: MINISTRY OF HEALTH
I ntroduction

In the event of an avian influenza (Al) pandemig Ministry of Health (MOH) will have responsibjlifor
surveillance, analysis, prevention, containmend, tasatment. With regard to communication, the M@iH
provide continuous, accurate, understandable, eadipal information about the outbreak to all intpat
national institutions and to the population.

How to Usethe Health Sector Al Strategy

This document summarizes avian and pandemic flinmamications requirements in Saint Lucia’s health
sector. The document contains three sections:

1. Health Sector Standard Operating Procedures (Patje 1

Section 1 explains how the health sector will pregar and respond to an outbreak of avian or pancle
influenza in Saint Lucia. It provides operationaldglines for the following:

» Thefunctions that communication will perform in an outbreak

* Theaudiences to whom communication will be directed

* Thedecison-makers and spokespersons who will manage and implement communication

» Communications channels

» Theresourcesthat will be required for preparation and response

» Therolesand responsihilities of individuals and organizations in the eventmatbreak

2. Health Sector Pandemic Situations and Communicat@sponses (Page 16)

An outbreak can present multiple communicationdlehges to the health sector in Saint Lucia. Sec®o
presents some specific situations that could o@atang with detailed guidance on how to prepareofor
respond to them with effective communication. A;8haucia’s health sector periodically reviews, apeks,
and practices the Communications Strategy, nevatiotus should be added to Section 2. For eachtisitya
Section 2 identifies:

* Theobjective that communication should accomplish

* The specificaudience affected by the situation

* The pandemiphasein which the situation could arise

* Thecommunications approach (risk, crisis, or behavior change communications)

* Theingtitution responsible for communications

* Theindividual responsible for managing, overseeing, and appgax@mmunications

*  Thespokesperson who actually communicates with the public or thedm

* Thecommunications channels that will be used

* Thetiming of messages

* Theresourcesrequired for communications interventions

* How communications will benonitored for effectiveness

13
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3. Health Sector Case Study Flow Chart (Page 21)

Planning for emergencies requires anticipatingedéfiit contingencies. Flow charts can be usefis foo
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatsig how the health sector in Saint Lucia woulntkits
way through one set of circumstances associatédamitAl outbreak. Developing flow charts such a&sdhe
in Section 3 ensures that a communications int¢ivemvill be the best possible response in a rgpidl
changing and unfamiliar environment.

Section 1: Health Sector Standard Operating Procedures
1. Communications Functions
a. Phase 4

Inform MOH staff and private health providers abAland health implications of different
outbreak scenarios.

Inform health system clients and the public abouard the possibility of an outbreak in
Saint Lucia.

Inform national communications media about Al ameirtrole in the event of an outbreak.
Prepare messages and prototype communicationsiat&afer use in a future outbreak.

b. Phase 6

Gather, interpret, and report surveillance datadat-time dissemination to the public and to
decision-makers.

Inform and train health workers to provide preveainformation and curative services to the
population.

Inform the public and the news media in detail dltbe outbreak. Explain transmission,
personal protection, social distancing, hygiend, @her measures people should be prepared
to take.

Inform international organizations, regional orgations, Government of Saint Lucia
ministries, local governments, and private partiadeut conditions in Saint Lucia.
Communicate directly with highly vulnerable indivals and groups about risks, precautions,
and treatment.

2. Audiences
a.

b.

Internal audiences include government and privatdth providers, the Minister of Health, the
Chief Medical Officer, and national and local hbatiministrators.

External audiences include the mass media andtezppthe general public, the executive and
legislative branches of the government, nongovemat@rganizations, business organizations
and companies, undertakers, unions, insurance ARtrbrity and transportation managers,
financial institutions, and security organizatiolmglividuals who are ill and those who are most
vulnerable to exposure constitute a crucial audienc

3. Communications Decision-Makers and Spokespersons
a. MOH officials who will determine the timing, contemand distribution of communications during

a pandemic include the Minister of Health, the Raremt Secretary, and the Chief Medical
Officer.

Spokespersons will include the above decision-nsa&smwell as the MOH'’s Information Officer
and Director of Epidemiology and the Director of tdational Emergency Management
Organisation (NEMO), depending on the circumstances

14
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4. Channels

a.

b.

A principal channel for health communication inr®aiucia is direct contact with patients and
the public by MOH health providers.

Public communication will make use of mass mediantcriers, posters and billboards, TV talk
shows, and interpersonal communication.

5. Resources

a.

b.

Prior to and during a pandemic, the MOH will reguixtensive printed materials, access to
public meeting facilities, loudspeakers, and vedscl

Mass media production and access will be providetthé Government Information Service
(GIS).

6. Roles and Responsibilities

a.

b.

-

Health sector communications responses will folpracedures established in the Government of
Saint Lucia Avian Influenza Preparedness Plan.

NEMO will coordinate the flow of information betwe¢he MOH and other government
ministries and agencies, assuring consistencyyacguand timeliness.

The Minister of Health is normally the final authgifor approving the content and timing of
communications to the public. This authority maydeéegated by the Minister to the Permanent
Secretary, the Chief Medical Officer, or the Infaton Officer.

Public spokespersons may include the Minister, Baemt Secretary, Chief Medical Officer,
Director of Epidemiology, and/or the Informationfioér.

Mass media support will be mobilized and suppobigthe GIS.

The MOH is responsible for the timely and accuraf®rting of epidemiological data. The
network of health personnel and facilities througtithe country will be trained and equipped for
efficient detection and reporting of all pertinamfbormation about an outbreak needed by
communicators and decision-makers.

In conjunction with the Ministry of Tourism, the MOwill communicate with tourist facilities—
cruise ships, hotels, restaurants, and stores—tinittly and accurate information of special
concern to visitors and to employees of the todiaisitities.

The MOH will provide training for its health proveds and administrative and support staff in
preparation for an avian influenza pandemic. Trajnwill include simulations of actual
pandemic conditions.

The MOH will be the national contact point for imfieation about avian influenza. The MOH will
collect and communicate up-to-date scientific infation on the evolution of the disease and the
threat to Saint Lucia.

MOH medical staff will be the first and best souatenformation on avian influenza for the
public, both before and during a pandemic. Meditaff should be trained in effective risk and
crisis communication, and should have access &®@fe instructional materials.
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Section 2: Health Sector Pandemic Situations and Communications Responses

SITUATION

Health care workers have
limited awareness of avia

of human-to-human cases

RESPONSIBLE

INDIVIDUAL
Chief Medical Officer,
Permanent Secretary

influenza (prior to evidence

OBJECTIVE

To provide training in
avian influenza to
health care workers
.so that they may
impart this knowledge
to rest of the
population.

SPOKESPERSON

Information Officer,
Permanent Secretary|

MESSAGE

Information on the etiology of]
the disease.

Information regarding how
health care workers can
protect themselves (best
practices).

Information on operations in
the field.
CHANNELS

Mass media, mail, meetings,
workshops, seminars,
literature distribution

AUDIENCE

Medical and support
staff at hospital,
SMOs, DMOs,
nurses, health
educators, etc.

TIMING

2009

PHASE

RESOURCES

Experts, printed
materials,
training room

APPROACH

Risk
Communication

MONITORING

Technical
interviews with a
sample of health
providers

RESPONSIBLE

INSTITUTION
Ministry of Health
(Chief Medical
Officer’s Office)

SITUATION

2 | Public has limited

knowledge about avian
influenza (prior to evidencs
of human-to-human cases).

RESPONSIBLE
INDIVIDUAL
Director

OBJECTIVE

To heighten public
awareness of avian
2 influenza issues.

To introduce
information on
emerging diseases
into the school health
curriculum.

SPOKESPERSON

Information Officer

MESSAGE

General information on avian
influenza.

Knowledge of the new diseas
in addition to traditional
diseases listed on the
curriculum.

CHANNELS

Mass media, town crier, fait
based organizations,
community-based
organizations, interpersonal
contacts, seminars, town hall
meetings

AUDIENCE

Schools, media,
nongovernmental
organizations,
community-based
organizations, public
sector workers (police
and customs officials)

Ministry of Education
officials

TIMING

PHASE

RESOURCES

Experts, printed
materials,
training room,
equipment

APPROACH

Risk
Communication

MONITORING

Mini-survey of
public

INSTITUTION
Ministry of Health
(Bureau of Health
Education)

RESPONSIBLE

16



Section 2: Health Sector Pandemic Situations and Communications Responses

SITUATION

Economic impact of the
disease not well known
(prior to evidence of

human-to-human cases).

RESPONSIBLE

INDIVIDUAL
Permanent Secretary, Chi
Medical Officer

OBJECTIVE

To apprise significant
members of the
commercial and
social sectors of the
potential impact of
the disease.

SPOKESPERSON

efChief Medical
Officer

MESSAGE

Information on the disease’s
potential impact on the social
and economic agenda.

CHANNELS

Mass media, mail,
interpersonal contacts,
sensitization seminars,
presentations, meetings with
target group

AUDIENCE

Cabinet of Ministers,
private sector
organizations, trade
unions, employers’
federations, insurancg
councils, financial
institutions
TIMING

2008

PHASE

RESOURCES

Experts, printed

materials,
training room,
equipment

APPROACH

Risk
Communication

RESPONSIBLE
INSTITUTION

Ministry of
Health

MONITORING

Feedback following
information sessions

Limited capacity of health
workers and system to

deliver health care services teams.

in times of crisis.

Minister of Health

To develop the ability|
to mobilize response

National
Epidemiologist

Team building and
networking at the community
level.

Mail, publications,
development and circulation
of protocols for managing
infectious diseases, meetings
simulations

Medical and support
staff at hospital;
SMOs, DMOs, nurses
etc.

2009

Development,
reproduction,
and distribution
of print
materials;

training events

Behavior Change
Communication

Observe response
effectiveness in
simulations

Ministry of
Health

National Influenza Pandemic Preparedness and RespBfan
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Section 2: Health Sector Pandemic Situations and Communications Responses

SITUATION

OBJECTIVE

MESSAGE

AUDIENCE

PHASE

APPROACH

Risk

RESPONSIBLE

INSTITUTION

Ministry of Health,
Ministry of
Agriculture, Fisheries
and Forestry

5 Inadequacy of supplies To maintain contacts | Ensure that timely and Administrators,
(PPE, vaccines). so that the orders carn adequate supplies are medical suppliers, Communication
be fast-tracked. available. MOH
) RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
5 Chief Medical Officer Dialogue with major hospital§ Ongoing Meetings Simulations
(MOH), Chief Veterinary and medical supplies units
Officer (MOAFF)
6 Lack of procedures for To sensitize this Provide instruction on signs | Air and Sea Port 6 Risk

minimizing transmission
risk and enabling isolation
of infected individuals in
public transportation.

Chief Medical Officer
(MOH), Chief Veterinary

Officer (MOAFF)

audience to the high
risk of cross-infection.

and symptoms of avian
influenza.

Actions to be taken if a
passenger exhibits signs of
avian influenza.

Self-protection methods.

Meetings with major players
in the transportation sector,

SLASPA

Authority, Public
Transport

Ongoing

Print materials;
meetings

Communication

Feedback from
transport managers

Ministry of Health,
Ministry of
Agriculture, Fisheries
and Forestry

National Influenza Pandemic Preparedness and RespBfan
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Section 2: Health Sector Pandemic Situations and Communications Responses

SITUATION

Limited knowledge of the|
importance of hygiene
and social distancing on
the part of organizers of
mass gatherings.

RESPONSIBLE
INDIVIDUAL
Director

OBJECTIVE
To promote aspects
of hygiene and
adherence to public
health requirements.

SPOKESPERSON

Director

MESSAGE

How hygiene influences
accepted behavior and clie
satisfaction.

Concepts of social
distancing.
CHANNELS

Mail, mass media, meeting
protocols circulated;
sensitization of target
audiences on the use of

AUDIENCE

Event
ntpromoters/organizers,

faith-based organizations

TIMING

s2009

protective equipment

4-6

RESOURCES

Print materials

APPROACH

Risk
Communication

MONITORING

Feedback from
event organizers

RESPONSIBLE
INSTITUTION
National Emergency
Management
Organisation

Inadequate preparation fo
the disposal of human
remains in crisis situations

Chief Medical Officer

To clarify procedures
for disposing of
remains in a crisis
situation.

Information Officer
(MOH)

remains.

church leaders;

on radio and TV; printed

health providers

Procedures for disposing of

Meeting with undertakers and
Public service announcemen

instructional materials to all

Undertakers, the
public

Immediately if
numerous fatalities ar
sreported

Media spots
2 with
Government
Information
Service

coordination

Crisis
communication

Reports of health
providers following
up fatalities

Ministry of Health

National Influenza Pandemic Preparedness and RespBfan
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Section 2: Health Sector Pandemic Situations and Communications Responses

SITUATION

Special needs of

vulnerable and susceptibl

populations poorly
understood by patients
and health providers
during outbreak.
RESPONSIBLE
INDIVIDUAL
Chief Medical Officer

OBJECTIVE

Improve treatment
eand prevention
among especially
susceptible
individuals under
stressful situations.
SPOKESPERSON

Information Officer
(MOH)

MESSAGE

How to best protect oneself
and manage conditions or
chronic diseases in an
influenza crisis.

CHANNELS

Interpersonal via health
providers;
radio and TV announcements
Develop guidelines for diseas
management and make these
available to families of
susceptible groups

a}

AUDIENCE

Patients with asthma,
chronic diseases,
respiratory disorders;
pregnant and lactating
women; and the
elderly

TIMING

As soon as multiple
human cases are
reported

RESOURCES

Emergency short
in-service
training for
health providers

APPROACH

Crisis
communication

MONITORING

Complaints from
patients and family
members

RESPONSIBLE

INSTITUTION
Ministry of Health

National Influenza Pandemic Preparedness and RespBfan
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Section 3: Health Sector Case Study Flow Chart
HEALTH

Public Not Sufficiently
Informed About Al

YES Education MOH Informs
System Informed? Education Officials

YES Are News Media MOH Informs
Informed? News Media

YES Private Sector MOH Informs
Informed? Private Sector

National Risk Communications

Campaign and Simulations
Consolidatess Public Awareness
and Preparedness
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B. Education Sector Standard Operating Procedures: Adn and Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: MINISTRY OF EDUCATION
I ntroduction

In the event of an avian influenza (Al) pandemig Ministry of Education (MOE) will be responsilite
informing the large number of teachers, studemd,@arents. Schools are a potential focus of trazséom.
They are also a potential source of positive infion and behavior change that can prevent trasgmis
and contain the spread of a pandemic in the scg®lpopulation.

How To Use the Education Sector Al Strategy

This document summarizes avian and pandemic flinnamications requirements in Saint Lucia’s education
sector. The document contains three sections:

1. Education Sector Standard Operating Procedures €228)

Section 1 explains how the education sector wépre for and respond to an outbreak of avian dgraic
influenza in Saint Lucia. It provides operationaldglines for the following:

» Thefunctions that communication will perform in an outbreak

» Theaudiences to whom communication will be directed

* Thedecison-makers and spokespersons who will manage and implement communication

» Communications channels

» Theresourcesthat will be required for preparation and response

» Therolesand responsihilities of individuals and organizations in the eventmatbreak

2. Education Sector Pandemic Situations and CommunitaResponses (Page 25)

An outbreak can present multiple communicationdlehges to the education sector in Saint LuciatiSe@
presents some specific situations that could o@tang with detailed guidance on how to prepareofor
respond to them with effective communication. Agi8haucia’s education sector periodically reviews,
updates, and practices the Communications Strabtegy situations should be added to Section 2. &cin e
situation, Section 2 identifies:

* Theobjective that communication should accomplish

* The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

* Thecommunications approach (risk, crisis, or behavior change communications)

* Theingtitution responsible for communication

* Theindividual responsible for managing, overseeing, and appgax@mmunications

*  Thespokesperson who actually communicates with the public or thedm

* Thecommunications channels that will be used

* Thetiming of messages

* Theresourcesrequired for communications interventions

* How communication will benonitored for effectiveness
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3. Education Sector Case Study Flow Chart (Page 31)

Planning for emergencies requires anticipatingediit contingencies. Flow charts can be usefus timol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatstg how the education sector in Saint Lucia wdaubrk its
way through one set of circumstances associatédamitAl outbreak. Making flow charts such as the on
Section 3 ensures that a communications interventith be the best possible response in a rapidbnging
and unfamiliar environment.

Section 1: Education Sector Standard Operating Procedures

1. Communications Functions
a. Phase 4
i. Inform MOE staff at all levels about Al and the damic threat, the risks of transmission in
schools, and procedures that will be used in thedcsystem in the event of an outbreak.
il. Inform students and parents about Al and the parmdgmreat, including protective behaviors
to use in the event of an outbreak.

b. Phase 6

i.  Maintain the flow of information to all MOE stafbaut the characteristics of the outbreak,
cases in schoolchildren, risk of transmission twst staff, personal protection measures to
take, prevention of transmission in the classroamirenment, and preparations to close
schools if necessary.

ii. Maintain flow of information to students and paseabout risk of transmission in school,
social distancing of children diagnosed, personatigation measures to take in the family,
and MOE preparations to protect students.

iii. If schools close, advise all MOE staff, studentsl parents. After closing, maintain the flow
of information about the eventual reopening.

2. Audiences
a. Internal audiences include MOE central and disattrhinistrative staff, school principals,
teachers and Students.
b. External audiences include parents and managelsnaiminational schools. Private schools also
depend on the MOE for communication and guidaneiergencies.

3. Communications Decision-Makers and Spokespersons
a. MOE officials who will determine the timing, conteand distribution of communications during
a pandemic include the Minister of Education, teenfanent Secretary, and the Chief Education
Officer.
b. Spokespersons will include the above decision-nga#emwell as the MOE'’s Information Officer
and the Director of the National Emergency Managereganization (NEMO), depending on
the circumstances.

4. Channels
a. The MOE will use the internal information dissentioa system that is built into its structure.
Executive decisions of different kinds will be mamzethe Minister of Education and/or the
Permanent Secretary, whereas technical and ednahtiecisions will be made by the Chief
Education Officer (CEQO). Information from this ttgvel will be communicated to 13 District
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Education Officers (DEOSs) stationed around the tyuria fax, bulletin, or in meetings. The
DEOs will, in turn, communicate with the schoolrmipals, either in periodic district-level
meetings with all of the principals or by memodgates. The principals then will pass the
information to the teachers in their schools, ifdlally, or in staff meetings. The teachers will
pass the information to students in their classom

When the government wishes to inform parents, timencunity, and the general public about an
education-related matter of general interest, stisdare asked to take the information home to
their parents. Students may be given a printea fly¢hey may be asked to copy a message for
parents into their notebooks so they do not forget.

Mass media will be used for urgent country-wide@amtements, such as an emergency school
closing.

5. Resources

a.

b.

Prior to and during a pandemic, the MOE will reguyirinted materials and access to meeting
facilities.

Mass media production and access, if needed, @ifirbvided by the Government Information
Service (GIS).

6. Roles and Responsibilities

a.

b.

-

Education Sector Communication responses will folpsocedures established in the
Government of Saint Lucia Avian Influenza PrepaesdnPlan.

NEMO will coordinate the flow of information betwe¢he MOE and other government
ministries and agencies, assuring consistencyyacguand timeliness.

The Minister of Education is normally the final apging authority for the content and timing of
communications to the school system. This authondy be delegated by the Minister to the
Permanent Secretary and/or Chief Education Officer.

Public spokespersons may include the Minister, Baemt Secretary, CEO, and/or the
Information Officer.

Mass media support, if needed, will be mobilized anpported by the GIS.

The MOE will have special responsibility for eduogtchildren about a possible avian influenza
pandemic, including the nature of the diseasdratssmission, and preventive behaviors.

The MOE will in collaboration with the Ministry dflealth continuously monitor the threat of
transmission of influenza to children in schoatscbnjunction with the Ministry of Health, the
MOE will promptly make the decision to close sclsoahen needed to protect students and
contain the spread of influenza and will commuradhe decision to students and parents.
The MOE will in collaboration with the Ministry dflealth will provide training for its teachers
and administrative and support staff in preparafiosran avian influenza pandemic.

The MOH will select written materials prior to amergency and will have them ready for
printing and distribution when needed.
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Section 2: Education Sector Pandemic Situations and Communications Responses

SITUATION

Spreading
pandemic; schools
are still open.

RESPONSIBLE
INDIVIDUAL
Chief Education
Officer

OBJECTIVE

To explain the
situation and the
dangers of
infection in
schools.

To prepare District
Education Officers
for school
closures.

SPOKESPERSON

Chief Education
Officer

MESSAGE

A dangerous pandemic is spreading.

To help contain the pandemic and

protect students, schools may close.

Continue to send students to school
until schools close.

Students should be instructed in
preventive measures.

CHANNELS

Memorandum and meeting of Chief
Education Officer with District

AUDIENCE

District Education
Officers

TIMING

When human cases
have been detected

PHASE

RESOURCES

Meeting venue,
printed

APPROACH

Crisis
communication

MONITORING

Feedback from
District

Education Officers background Education
materials Officers after
meeting

RESPONSIBLE

INSTITUTION
Ministry of
Education

SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH
2 Decision made to To close schools All schools are closed to protect Parents and teachers 6 Crisis
close schools in a calm and students from a spreading communication
following evidence | orderly manner. pandemic.
of human to human
transmission.
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
2 Minister of Chief Medical Technical briefing of MOE officials When human cases Meeting venue, Feedback from
Education and Officer by MOH have been detected printed MOE officials
Minister of Health background following
materials briefing

RESPONSIBLE

INSTITUTION
Ministry of
Education

National Influenza Pandemic Preparedness and RespBlan
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Section 2: Education Sector Pandemic Situations and Communications Responses

SITUATION

School personnel
have limited
information and
have made
insufficient
preparations for a
spreading
pandemic.

OBJECTIVE

To inform and
prepare school
personnel for a
spreading
pandemic.

MESSAGE

A dangerous pandemic is spreading.

Information regarding the
epidemiological situation in the
country.

Preparations are underway.
Anticipate school closures.

Education personnel should inform
students and families about the
situation and about preventive
measures.

AUDIENCE

Education Officers and
Ministry of Education
officials

PHASE

APPROACH

Crisis
communication

RESPONSIBLE
INSTITUTION

Ministry of

Education

National Influenza Pandemic Preparedness and RespBlan

RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
3 Minister of Chief Medical Technical briefing of MOE officials When human cases Meeting venue, Feedback from
Education and Officer by MOH have been detected printed MOE officials
Minister of Health background following
materials briefing
SITUATION OBJECTIVE MESSAGE AUDIENCE APPROACH RESPONSIBLE
INSTITUTION
4 Principals have To inform and A dangerous pandemic is spreading. | Principals 6 Crisis Ministry of
limited information prepare principals | |nsormation regarding the communication | Education
and have made for a spreading epidemiological situation in the
insufficient pandemic. country.
preparations for a .
spreading pandemic. Preparations are underway.
Anticipate school closures.
Principals should inform teachers
and other school personnel about
the situation and about preventive
measures.
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Section 2: Education Sector Pandemic Situations and Communications Responses

ID

5

RESPONSIBLE
INDIVIDUAL
Chief Education
Officer

Teachers and
ancillary staff have
limited information
and have made
insufficient
preparations for a
spreading pandemic

RESPONSIBLE
INDIVIDUAL
District Education
Officers

SPOKESPERSON

District Education
Officers

To inform and
prepare teachers
and auxiliary staff
for pandemic.

To inform teachers
of special

personal
protection
measures.

SPOKESPERSON

Principals

CHANNELS

Meeting of Chief Education Officer
with District Education Officers,
printed material

A dangerous pandemic is spreading.

Information regarding the
epidemiological situation in the
country.

Preparations are underway.
Anticipate school closures.

Teachers should inform students
and families about the situation and
about preventive measures.

Teachers and auxiliary staff should
implement personal protection
measures.

CHANNELS

School staff meetings

TIMING

When human cases
have been detected

Teachers and
ancillary staff

TIMING

When human cases
have been detected

RESOURCES
Meeting venue,
printed

background
materials

6

RESOURCES

Printed materials
for teachers

MONITORING

Feedback from
District
Education
Officers
following

Crisis
communication

MONITORING

Mini-survey of
teachers

briefing
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION

Ministry of
Education

National Influenza Pandemic Preparedness and RespBlan
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ID

Section 2: Education Sector Pandemic Situations and Communications Responses

SITUATION

Students and
parents have
limited information
and have made
insufficient
preparations for a
spreading
pandemic

RESPONSIBLE

INDIVIDUAL

OBJECTIVE

To inform and
prepare students
and parents for
pandemic.

To inform students
and parents
regarding
preventive
measures.

To activate
emergency
standard operating
procedures.

SPOKESPERSON

MESSAGE

A dangerous pandemic is
spreading.

Information regarding the
epidemiological situation in the
country.

Preparations are underway.

Anticipate school closures; in the
event of a closure, teachers will
inform students.

Teachers will provide each student
with a note to take home that will
inform his or her family about the
situation and about preventive
measures.

CHANNELS

AUDIENCE

Students

TIMING

PHASE

RESOURCES

APPROACH

Risk
communication

MONITORING

RESPONSIBLE
INSTITUTION
Ministry of Education

6 | Minister of Teachers Crisis avian influenza lessons for When human cases Printed materials Follow-up quiz
Education students, accompanying printed have been detected for students and and discussion
material and school closing parents with students in
possible classroom;
mini-survey of
parents
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH

National Influenza Pandemic Preparedness and RespBlan
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Section 2: Education Sector Pandemic Situations and Communications Responses

INSTITUTION

7 Education officials
have limited
information and
have made
insufficient
preparations for a
possible pandemic
(no human to
human

transmission
reported yet).

To create
awareness and
understanding of
avian influenza
among education
officials.

Information regarding the nature of
the disease, transmission, dangers,
and precautionary measures.

Education officials

Risk
communication

Ministry of
Education

RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
Chief Education Director of Briefing of Ministry of Education Prior to outbreak, as Printed Feedback from
Officer in Epidemiology officials soon as possible material for education
consultation with education officials
Chief Medical sector following
Officer briefing
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH
8 School principals To create Information regarding the nature School principals 4 Risk
have limited awareness and of the disease, transmission, communication
information and understanding of dangers, and precautionary
have made avian influenza measures.
insufficient among school
preparations for a | principals.
possible pandemic
(no human to
human
transmission
reported yet).
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES | MONITORING
INDIVIDUAL
8 Chief Education District Education Meeting between District Prior to outbreak, as soon | Printed Feedback from
Officer Officers Education Officers and principals | as possible material for principals
schools following
meetings

RESPONSIBLE
INSTITUTION
Ministry of Education

National Influenza Pandemic Preparedness and RespBlan
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Section 2: Education Sector Pandemic Situations and Communications Responses

SITUATION

School teachers
have limited
information and
have made
insufficient
preparations for a
possible pandemic
(no human to
human
transmission
reported yet).

RESPONSIBLE

INDIVIDUAL

District Education
Officers

OBJECTIVE

To create
awareness and
understanding of
avian influenza
among school
teachers.

SPOKESPERSON

Principal

MESSAGE

Information regarding the nature
of the disease, transmission,
dangers, and precautionary
measures.

CHANNELS

School staff meetings at which
principal briefs teachers and
provides printed material

AUDIENCE

School teachers

TIMING

Prior to outbreak, as soon

as possible

PHASE

RESOURCES

Printed
material for
schools

APPROACH

Risk
communication

MONITORING

Mini-survey of
teachers

RESPONSIBLE
INSTITUTION
Ministry of Education

Students and
parents have
limited information
and have made
insufficient
preparations for a
possible pandemic
(no human to
human
transmission
reported yet).

Chief Education
Officer

To create
awareness and
understanding of
avian influenza
among students
and parents.

Teachers

Information regarding the nature
of the disease, transmission,
dangers, and precautionary
measures.

Teachers provide lessons to
students in pandemic basics
and protective behavior; printed
material for parents provided to
students to take home

Students and parents

Prior to outbreak, as
soon as possible

Printed
material for
students to
deliver to
parents

Risk
communication

Ministry of Education

Quiz of
students; mini-
survey of
teachers.

National Influenza Pandemic Preparedness and RespBlan
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Section 3: Education Sector Case Study Flow Chart

Schooal Still Open

MOE Officials & District

Education Officers
Informed and
Prepared?

MOH Briefing of
MOE Officials

Printed Materials
Prepared for
Students?

Prepare
Materials

Reproduce
Materials

Students Inform
Parents & Provide
Printed Materials

Orderly School
Closing Slows
Outbreaks

National Influenza Pandemic Preparedness and RespBfan

EDUCATION

Spreading Outbreaks

YES

Principals Informed
and Prepared?

MOE Officials
Brief Principals

Principals Brief
Teachers

Teachers Instruct
Students in Prevention
& Prepare for
School Closing
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C. Agriculture Sector Standard Operating Procedures: Arian and Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: MINISTRY OF AGRICULTURE
I ntroduction

In the event of an avian influenza (Al) outbrealSiaint Lucia, the Ministry of Agriculture, Fishesiand
Forestry (MOAFF) will collect and disseminate infaation about the spread of the disease among animal
and between animals and humans. It will communigately, accurate, and understandable information
about the outbreak to policymakers, internatiomghaizations, farmers, and the public. It will monithe
food supply and communicate with food producerstritiiutors, and consumers concerning the safety and
availability of food.

How to Use the Agriculture Sector Al Strategy

This document summarizes avian and pandemic flunmamcations requirements in Saint Lucia’s agria@tu
sector. The document contains three sections:

1. Agriculture Sector Standard Operating Proceduread® 33)

Section 1 explains how the agriculture sector prilpare for and respond to an outbreak of avian or
pandemic influenza in Saint Lucia. It provides @tienal guidelines for the following:

* Thefunctions that communication will perform in an outbreak

* Theaudiences to whom communication will be directed

* Thedecision-makers and spokespersons who will manage and implement communication

+ Communications channels

» Theresourcesthat will be required for preparation and response

* Therolesand responsihilities of individuals and organizations in the eventmiatbreak

2. Agriculture Sector Pandemic Situations and Comnatinos Responses (Page 35)

An outbreak can present multiple communicationdlehges to the agriculture sector in Saint Luciect®n
2 presents some specific situations that couldrp@bong with detailed guidance on how to prepareof
respond to them with effective communication. AgyShucia’s agriculture sector periodically reviews
updates, and practices the Communications Strategy situations should be added to Section 2. &cin e
situation, Section 2 identifies:

» Theobjective that communication should accomplish

» The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

» Thecommunications approach (risk, crisis, or behavior change communication)

* Theingitution responsible for communication

» Theindividual responsible for managing, overseeing, and appgos@mmunications

»  Thespokesperson who actually communicates with the public or thedma

* Thecommunications channels that will be used

» Thetiming of messages

» Theresourcesrequired for communications interventions
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«  How communication will benonitored for effectiveness

3. Agriculture Sector Case Study Flow Chart (Page 38)

Planning for emergencies requires anticipatingedéfiit contingencies. Flow charts can be usefus tfmol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatstg how the agriculture sector in Saint Luciawdowvork
its way through one set of circumstances associgitbidan Al outbreak. Making flow charts such as tme
in Section 3 ensures that a communications intéim@mvill be the best possible response in a rgpidl
changing and unfamiliar environment.

Section 1: Agriculture Sector Standard Operating Procedures

1. Communications Functions

a.

b.

C.

d.

e.

Compile and interpret information for disseminataiout infected animals and about
transmission between animals and humans.

Instruct food producers and distributors about messsto take to protect themselves and
consumers.

Inform the public and decision-makers about themmgadf the disease in birds and how
transmission to humans could take place.

Inform partners and the Government of Saint LUG®$EL) about the impact of Al on the
agricultural economy and the nutritional statushef population.

Educate the public concerning animal and food-eeléehaviors to protect against Al.

2. Audiences

a.

b.

Internal audiences include MOAFF executives antcpolakers, technical and administrative
staff, and field agents.

External audiences include GOSL decision-makeesgtneral public, farmers, the agriculture
industry organizations and associations, food igpey food retailers, and distributors.

3. Communications Decision-Makers and Spokespersons

a.

Individuals who will approve the timing, contenhdadistribution of communications during a
pandemic include the Minister of Agriculture, Fisles and Forestry, the Permanent Secretary,
and/or the Chief Veterinary Officer.

Spokespersons will include the above decision-nsa&smwell as the MOAFF Information
Officer and the Director of the National EmergeiMgnagement Organisation (NEMO),
depending on the circumstances.

4. Channels

a.

b.

The agriculture sector will communicate internalsing mail, email, fax, internet, memos, and
meetings.

Communication with farmers and producers will us##s to farms, printed advisories, and media
announcements.

For crisis communication, the MOAFF will issue esleases and convene press conferences
for the national, local, and international news med
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5. Resources

a.

b.

Prior to and during a pandemic, the MOAFF will po®/printed materials, meeting facilities,
vehicles, and field staff for communications pugms

Mass media production and access, if needed, witlrbvided by the Government Information
Service (GIS).

6. Roles and Responsibilities

a.

b.

C.

Agriculture sector communications responses wilbfe procedures established in the
Government of Saint Lucia Avian Influenza PrepasssnPlan.

NEMO will coordinate the flow of information betwe¢he MOAFF and other government
ministries and agencies, ensuring consistency racguand timeliness.

The Minister of Agriculture, Fisheries and Foresgr'ymormally the final approving authority for
the content and timing of communications concertiiregagriculture sector. This authority may
be delegated by the Minister to the Permanent &agrer Chief Veterinary Officer. Public
spokespersons may include the Minister, Permaresregry, Chief Veterinary Officer, and/or
the Information Officer.

Mass media support, if needed, will be providedhgyGIS.

The MOAFF will be responsible for educating foodqucers and distributors about a possible
Al pandemic, including the nature of the diseatsetransmission, and preventive behaviors.
The MOAFF will continuously monitor the threat ofluenza transmission among animals or
between animals and humans.

In conjunction with the Ministry of Health, the M@ will promptly take actions to contain the
spread of Al and immediately communicate the messsitiis taking to farmers, policymakers,
and the public.

The MOAFF will provide training for its staff andif poultry farmers in preparation for an Al
pandemic.

The Ministry of Health will provide surveillance ahy outbreak of influenza among animals,
wild or domestic, and will communicate data prompd national and international
organizations.
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Section 2: Agriculture Sector Pandemic Situations and Communications Responses

SITUATION

OBJECTIVE

MESSAGE

AUDIENCE

APPROACH

RESPONSIBLE

1 Confirmed infected
imported chicken
meat for sale to
public and in ports;
media leak to
public.

ID RESPONSIBLE
INDIVIDUAL

1 MOAFF's
Permanent
Secretary and
Chief Veterinary
Officer will provide
information to the
Information Unit,
which refines
message and
authorizes it for
release

To provide
information about
risk factors and
containment of the
situation.

SPOKESPERSON

Chief Veterinary
Officer or
Permanent
Secretary

Information on the locatior
of incident or product, and
how to identify suspect
meat.

Updates will be provided
as the situation unfolds.

No one is in immediate
danger.

CHANNELS

Internal (meetings, phone
written documentation)
and the public (mass
media)

General population,
Customs, stevedores
(port workers),
veterinary personnel,
Saint Lucia Port
Authority

TIMING

After lab confirmation
of infected meat and
official approval;
press updates as
frequently as needed

RESOURCES

Contact list for
internal
communication,
Government
Information
Service media
list, information
for port workers
and Solid Waste
Management
employees,
training in
handling
potentially
contaminated
meat

Risk
communication

joint communiqué
from responsible
agencies to reflect
how the situation
was handled

MONITORING

Done by
communications
agencies, MOAFF
and GIS

INSTITUTION

Ministry of
Agriculture,
Fisheries and
Forestry; Solid
Waste
Management;
Saint Lucia Port
Authority,
Ministry of
Commerce**?
Bureau of
Standards?

Exception in case of danger to public

Section 47. (1) Where it appears to the Director that goods of a particular kind create an imminent risk of death, serious illness or serious injury,
the director shall without delay publish a notice in the Gazette and at least two newspapers in general and at least weekly circulation in Saint
Lucia declaring the goods to be unsafe under section 31 or compulsorily recalling the goods under section 39(1) in relation to the goods.

National Influenza Pandemic Preparedness and RespBlan
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Section 2: Agriculture Sector Pandemic Situations and Communications Responses

SITUATION

Confirmed infected
imported chicken
meat for sale to
public and
distributed to
resellers.

RESPONSIBLE

INDIVIDUAL
MOH’s
Epidemiologist and
Chief Medical
Officer (CMO),
MOAFF's Chief
Veterinary Officer,
Commissioner of

Police, Government
Information Service

(distribution of
message)

OBJECTIVE

To warn
distributors and
consumers,
preventing panic
and recalling
infected meat.

SPOKESPERSON

Chief Medical
Officer , Chief
Veterinary Officer
(agriculture)

MESSAGE

Well cooked chicken meat is no
dangerous, but infected meat th
has not been consumed should
be returned.

CHANNELS

Internal (meetings, phone,
written documentation),
external/public (media),
international (health regulationg

AUDIENCE

t Consumers and
atetailers.

TIMING

After rapid test
diagnosis and as
information
becomes
available

PHASE

RESOURCES

Contact list for
internal
communication

APPROACH
Risk communication

Behavioral change
communication

MONITORING

Monitor environs, and
all farms

RESPONSIBLE

INSTITUTION
Ministry of
Agriculture,
Fisheries and
Forestry;
Ministry of
Health/Nutrition
Department;
Royal Saint Lucia
Police Force,
National
Emergency
Management
Organisation

National Influenza Pandemic Preparedness and RespBlan
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Section 2: Agriculture Sector Pandemic Situations and Communications Responses

SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
Infected pet bird on | To provide Express empathy for family | General Risk communication Ministry of
farm premises; child| information about | and neighbors. population, Agriculture,
has confirmed risk factors, residents in Crisis Fisheries and
symptoms of Al control panic, and| Information on Al, including | vicinity, medical communication Forestry, National
after bird dies. promote symptoms, and facts about theprofessionals, Emergency
appropriate case. poultry farmers Behavioral change | Management
preventive actions communication Organisation,
and behavioral Reassure the public regarding Royal Saint Lucia
changes. the degree of risk and Advocacy Police Force,
reinforce the message on hoy communication Ministry of
people can protect themselves. Tourism

Tell people what you do not
know.

Explain what actions are being
taken.

Explain what people should d
if they experience symptoms.

()

RESPONSIBLE | SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
Minister of Health Ministry of Health | Mass media: radio and TV Updates at least 3| Government Mini-surveys of
and Minister of Information news bulletins times a day, Information public awareness of]
Agriculture Officer morning, Service outbreak every 3
afternoon, and emergency days
evening access to all
national news
media
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Section 3: Agriculture Sector Case Study Flow Chart

AGRICULTURE

Farms with Infected
Poultry and People

Research YES Intensive Interpersonal
& Assignments Crisis Communication
Completed? In Affected Locality

Intensive Risk
Communication on
National Media

Intensive National Outbreak
Crisis Contained In A

Communication Week?

YES

Continuous
National Risk

Communication

Outbreak
Subsides
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D. Tourism Sector Standard Operating Procedures: Aviarand Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: MINISTRY OF TOURISM
I ntroduction

Tourism is an important engine of Saint Lucia’sremmy. It is also a potential avenue for the intdamel
transmission of avian influenza (Al) into or out®dint Lucia. In the event of an avian influenz#) (A
pandemic, the Ministry of Tourism (MOT) will havesponsibility for monitoring the spread of the dise to
and from travelers and protecting both the touasis the population of the island. The MOT will
communicate timely, accurate, and understandafdenration about the outbreak to travelers, travel
companies, the media, policymakers, internationgdiizations, and the public.

How To Usethe Tourism Sector Al Communications Strategy

This document summarizes avian and pandemic flunmamcations requirements in Saint Lucia’s tourism
sector. The document contains three sections:

1. Tourism Sector Standard Operating Procedures (REDe

Section 1 explains how the tourism sector will pmepfor and respond to an outbreak of avian or gl
influenza in Saint Lucia. It provides operationaldglines for the following:

* Thefunctions that communication will perform in an outbreak

* Theaudiences to whom communication will be directed

* Thedecison-makers and spokespersons who will manage and implement communication

*  Communications channels

» Theresourcesthat will be required for preparation and response

* Therolesand responsihilities of individuals and organizations in the eventmfatbreak

2. Tourism Sector Pandemic Situations and CommunitatResponses (Page 42)

An outbreak can present multiple communicationdlenhges to the tourism sector in Saint Lucia. $&c#
presents some specific situations that could o@tang with detailed guidance on how to preparefor
respond to them with effective communication. AgyShucia’s tourism sector periodically reviews,dapes,
and practices the Communications Strategy, newatsitos should be added to Section 2. For eachtsity
Section 2 identifies:

» Theobjective that communication should accomplish

» The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

» Thecommunications approach (risk, crisis, or behavior change communication)

* Theingitution responsible for communication

» Theindividual responsible for managing, overseeing, and appgos@mmunications

»  Thespokesperson who actually communicates with the public or thedma

* Thecommunications channels that will be used

» Thetiming of messages

» Theresourcesrequired for communications interventions
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«  How communication will benonitored for effectiveness

3. Tourism Sector Case Study Flow Chart (Page 45)

Planning for emergencies requires anticipatingediit contingencies. Flow charts can be usefus timol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatstg how the tourism sector in Saint Lucia wowiark
through one set of circumstances associated withl aatbreak. Making flow charts such as the one in
Section 3 ensures that a communications interventith be the best possible response in a rapidbnging
and unfamiliar environment.

Section 1: Tourism Sector Standard Operating Procedures

1. Communications Functions
a. Phase 4

Inform the tourism industry in Saint Lucia (hoteddrlines, tourist agencies and guides, cruise
ship companies, and restaurants) about Al, theigaibns of different outbreak scenarios,
and the Government of Saint Lucia Preparedness Ptaourage companies to develop Al
contingency plans.

Inform Ministries of Health and Tourism about thesial concerns of tourists and the tourist
industry in the event of an Al outbreak.

Develop prototype messages and materials for dessse in an outbreak.

b. Phase 6

iv.

Maintain continuous flow of current information altahe outbreak to the tourism industry.
Offer information directly to concerned touristoabthe outbreak and personal protection
measures they can take.

Explain the Government of Saint Lucia (GOSL) regmto the outbreak. Offer options to
tourists and facilitate early departures and cadatehs if requested.

Explain the international importance of preventirepsmission among countries by means of
travelers.

2. Audiences
a.

b.

Internal audiences include MOT policy, technicald administrative staff, as well as other
GOSL ministries and agencies.

External audiences include arriving, departing, @sding tourists; owners of hotels and cruise
ships; employees of hotels, cruise ships, restésjrand tourist shops; airline and airport crews;
and travel agencies.

3. Communications Decision-Makers and Spokespersons
a.

Individuals who will determine the timing, conteahd distribution of communications during a
pandemic include the Minister of Tourism and thenient Secretary. Decisions about closings
and cancellations will be made by executives ofdiraompanies, including hotels and airlines.

In the extreme case of closing the borders, thesidecwill be made by the Prime Minister in
consultation with international organizations.
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b.

Spokespersons will include the above decision-nsaiemwell as the Information Officer and the
Director of the National Emergency Management Oigglion (NEMO), depending on the
circumstances.

4. Channels

a.

The MOT will communicate with its private partnémnghe tourism industry, and directly with
tourists, by means of a television channel opertedisitors. It will also communicate using
mail, memos, visits, and meetings.

For crisis communication, the MOT will make usedlgd national and international news media to
get messages out quickly.

5. Resources

a.

b.

Prior to and during a pandemic, the MOT will reguarinted materials and access to meeting
facilities.

Mass media production and access, if needed, @ifirbvided by the Government Information
Service (GIS).

6. Roles and Responsibilities

a.

b.

Q

Tourism sector communications responses will folfmacedures established in the Government
of Saint Lucia Avian Influenza Preparedness Plan.

NEMO will coordinate the flow of information betwe¢he MOT and other government
ministries and agencies, ensuring consistency,racguand timeliness.

The Minister of Tourism is normally the final appieg authority for the content and timing of
communications concerning the tourism sector. &btkority may be delegated by the Minister
to the Permanent Secretary. Public spokespersopgeiade the Minister, Permanent Secretary,
and/or the Information Officer.

Mass media support, if needed, will be providedhgyGIS.

The Ministry of Agriculture, Fisheries and Foresivjl have special responsibility for informing
tourist facilities, tour companies, transportatoviders, and visitors themselves about a
possible avian influenza pandemic, including theergaof the disease, its transmission, and
preventive behaviors.

The Ministry of Agriculture, Fisheries and Foresiji continuously monitor the threat of
transmission of influenza between visitors andidieal population. In conjunction with the
Ministry of Health, the MOT will promptly make destons to contain the spread of avian
influenza and communicate these decisions immdgiieourists and the tourism industry.

The MOT will provide training and information fasistaff and for the tourism industry in
preparation for an Al pandemic.

The MOT will have the dual priorities of protectiSgint Lucians and protecting travelers. In the
event of an outbreak, the MOT will give top prigrib protecting the peace of mind and well-
being of visitors, regardless of the economic costs

The MOT will communicate throughout commercial isor media channels the measures that
the government and the industry are taking to ptatisitors, projecting the image of an
organized and thorough response.
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Section 2: Tourism Sector Pandemic Situations and Communications Responses

RESPONSIBLE
INSTITUTION
Ministry of

APPROACH

SITUATION OBJECTIVE MESSAGE AUDIENCE

Risk communication

INDIVIDUAL

Director of Bureau of

Health Education,
Principal Information
Officer, union leaders,
education officials

Chief Medical Officer,
GIS, prominent citizens

TV, radio, print, You-
Tube

Immediately and ongoing

Access to me
coordinated by
GIS; printing
and distribution
of instructive
pamphlets and

JiBrief interviews of
supervisors of
tourism industry
employees

posters

National Influenza Pandemic Preparedness and RespBfan

1 Cases in persons with a| To identify possible cases| Describe symptoms and | Pilots and air crew, recent

recent history of travel. | of persons infected with ask individuals to travelers, general Health, Ministry

influenza. voluntarily declare whethef population Behavior change of Tourism
they suspect they may be communication
infected. WHAT ABOUT
SLTB? SLHTA?
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL

1 Minister of Health, MOT’s Communications | Hotels, phones, tour Beginning immediately; List of partner | Cases reported to

Minister of Tourism, Officer, PR Officer operators, airlines, media,| ongoing, as frequently as | contacts, media health authorities

Ministry of Tourism Ship employers, associate needed list, brochures, | among people with

Agents organizations posters, contact with

checklist of tourists.
symptoms
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION

2 General population—and| To change behavior and Promote behaviors thaf General population 4-6 Risk Ministry of

tourism industry promote preventive reduce the risk of communication Health (Bureau of

employees in particular— measures. infection, such as Health Education)

not taking measures to avoiding contact with Behavior change

protect themselves and birds and good hygiene. communication

prevent transmission

(prior to and during

outbreak).

RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
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Section 2: Tourism Sector Pandemic Situations and Communications Responses

SITUATION OBJECTIVE MESSAGE AUDIENCE APPROACH RESPONSIBLE

INSTITUTION

Cruise visitors fearful of| To reassure visitors and| Explain the current Cruise visitors Risk Ministry of
entering port (prior to build confidence by situation with respect to communication Health and
and during outbreak). | providing information | the pandemic and Behavior change | Ministry of
about the local situation| preventive measures communication Tourism
and the risk to visitors. | being taken.
RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
MOH Information MOH Information Meeting with tourists | Immediately after Public Visually monitor
Officer and the, Officer and the, on ship, broadcast obtaining scientific and | announcement | behavior and
PR Manager (of PR Manager (of through ship’s public | other facts about the system; list of attitudes of tourists
Ministry of Tourism Ministry of Tourism announcement system| situation; continue contacts on on board and
updates if status changes board ship and at determine whether
Ministry of they still have
Health and guestions; provide
Tourism Board | information as
needed

One documented | To contain panic and prevent | Explain the extent of the | Local population, visitors, Risk Ministry of
case in a human the spread of the disease. infection and measures | travel representatives, communication Health and Healt
identified anywhere | To inform and reassure the being taken to contain it. | media (local, regional, and Centres
in Saint Lucia. travel industry (internally and international) Crisis
overseas) that the situation is | Provide accurate numbers communication

being properly addressed. and statistics.

4 Minister of Health Minister of Health, Chief Media, CBOs and FBOs, | Immediately after case is | Health Centre Mini-surveys of
Medical Officer or Director fax, telephone, medical confirmed after rapid test if tourists and
Bureau of Health Education facilities, posters, bulleting, SLU; ongoing until population
etc. reconfirmed by lab at

Caribbean Epidemiology
Center and US reference
lab
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Section 2: Tourism Sector Pandemic Situations and Communications Responses

SITUATION

Hotel guests
concerned about
pandemic and
panic.

RESPONSIBLE

INDIVIDUAL
Permanent
Secretary
Ministry of
Tourism

OBJECTIVE

To contain panic and reassure
guests that measures are in
place to reduce the risk of
infection.

SPOKESPERSON

SLTB/PRO

MESSAGE

Explain the measures that
are being taken. Facilitate
early departure and checkout
if necessary.

CHANNELS

Visitor Channel
Flyers, Letter from
GOSL/MOT

AUDIENCE

Hotel guests, hospitality staff

TIMING

immediate

PHASE

RESOURCES

MOT

APPROACH

Risk
communication

Behavior
change
communication

MONITORING

Brief exit
survey of
departing
tourists

RESPONSIBLE
INSTITUTION
Saint Lucia
Hotel and
Tourism
Association,
Saint Lucia
Tourist Board,
hotel
management
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Section 3: Tourism Sector Case Study Flow Chart

TOURISM

Workforce
Uniformed & Unprepared

Risk Communication YES Are MOH Briefings

To Tourists & Emplorers!Supewlsors for Employers

Con\;\?:r?xli?xsg:“h nformed? Supervisors

Continuous Risk Comunication:
Information to YES Outbreak Directly Employers/Supervisors

Tourists About Threatens Worplace? Brief Workforce
Progress of Outbreak

Behavior Change
Information About YES Employees & Communication

Expedited Departures

Clients Congregate Personal Protection
at Workplace Workplace Environment

Tourist Panic
Reduced
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E. Security Sector Standard Operating Procedures: Avia and Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: [NOT SURE]:
MNINSTRY OF NATIONAL SECURITY
ROYAL SAINT LUCIA POLICE FORCE

I ntroduction

In the event of an avian influenza (Al) pandemie Royal Saint Lucia Police Force will be respolesibr
maintaining order. As an Al outbreak spreads artd giniesses on the people and institutions of Saicit,

the likelihood of disruptions increases. In a PH&asguation, crime and panic could become widespbend
deadly. Such an emergency could be further exattliamembers of the police force are also infécte
Police officers themselves are communicators ieraargency. They must be supported by communication
from high levels of the government explaining teewgity measures that the police are implementing.

How to Use the Security Sector Al Strategy

This document summarizes avian and pandemic flinnamcations requirements in Saint Lucia’s security
sector. The document contains three sections:

1. Security Sector Standard Operating Procedures (R&ge

Section 1 explains how the security sector willpare for and respond to an outbreak of avian od@auc
influenza in Saint Lucia. It provides operationaldglines for the following:

» Thefunctions that communication will perform in an outbreak

» Theaudiences to whom communication will be directed

* Thedecison-makers and spokespersons who will manage and implement communication

» Communication channels

» Theresourcesthat will be required for preparation and response

» Therolesand responsihilities of individuals and organizations in the event matbreak

2. Security Sector Pandemic Situations and CommubpitsiiResponses (Page 49)

An outbreak can present multiple communicationdlehges to the security sector in Saint Lucia. bac2
presents some specific situations that could oatang with detailed guidance on how to prepareofor
respond to them with effective communication. Ag8haucia’s security sector periodically reviewgpdates,
and practices the Communications Strategy, nevatiotus should be added to Section 2. For eachtisitya
Section 2 identifies:

* Theobjective that communication should accomplish

* The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

» Thecommunications approach (risk, crisis, or behavior change communication)

* Theingtitution responsible for communication

* Theindividual responsible for managing, overseeing, and appgax@mmunications

*  Thespokesperson who actually communicates with the public or thedm

* Thecommunications channels that will be used
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3.

Thetiming of messages
Theresources required for communications interventions
How communication will benonitored for effectiveness

Security Sector Case Study Flow Chart (Page 51)

Planning for emergencies requires anticipatingedéiit contingencies. Flow charts can be usefus timol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatgstg how the security sector in Saint Lucia wowtlatk its
way through one set of circumstances associatédamitAl outbreak. Making flow charts such as the on
Section 3 ensures that a communications interventith be the best possible response in a rapidbnging
and unfamiliar environment.

Section 1: Security Sector Standard Operating Procedures

1.

Communications Functions
a. Phase 4

i. Inform staff of the Royal Saint Lucia Police Fortige Saint Lucia Fire Service, Customs,
Immigration, and Saint Lucia Air and Seaports Auityoq SLASPA) about Al and the
implications of possible outbreak scenarios in Saitia.

ii. Disseminate the Government of Saint Lucia Pand@réparedness Plan to government and
private security personnel and first respondeyige training, and involve them in
simulations. Provide special training in commuriiogiwvith the population when fear and
uncertainty threaten public order.

b. Phase 6
i.  Communicate emergency security measures to thdaiapuand government and private
security forces. Urge calm and explain sanctiorease of disorderly behaviors.

Audiences
a. Internal audiences include government and privetersty personnel and first responders.
b. The external audience is the population of the trgun

Communications Decision-Makers and Spokespersons

a. Individuals who will determine the timing, conteand distribution of communications during a
pandemic include the Commissioner of Police, thm@&Minister, and the Permanent Secretary.

b. Spokespersons will include the above decision-ng#emwell as the Police Information Officer
and the Director of the National Emergency Managereganisation (NEMO), depending on
the circumstances.

Channels

a. Security personnel will communicate orally with {hapulation as they work to maintain order
and help people.

b. Public information supporting police actions anglaexing security measures will use the
national broadcast media.

Resources
a7
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a.

The Ministry of Health and NEMO will provide infoittion and training to involved security
organizations as part of preparedness planningt Paterials and training venues will be
needed.

Mass media production and access, if needed, witlrbvided by the Government Information
Service (GIS).

6. Roles and Responsibilities

a.

b.

Security-related communications responses wilbfelprocedures established in the Government
of Saint Lucia Avian Influenza Preparedness Plan.

NEMO will coordinate the flow of information betwe¢he police and other government
ministries and agencies, ensuring consistency racguand timeliness.

The Commissioner of Police is normally the finapegving authority for the content and timing
of communications concerning public security. Tnighority may be delegated to the
Information Officer. In the event of a national egency, the Prime Minister may assume the
role of spokesperson.

Mass media support, if needed, will be providedhsyGlIS.

The Royal Saint Lucia Police Force will have sple@aponsibility for protecting sources of food
and medical services in the event of an outbredkwdlh inform the public orally of instructions
to maintain order. Loudspeakers and radio annouantsimay reinforce police instructions.
The Royal Saint Lucia Police Force will coordinatith Customs and NEMO to protect the
borders, should an emergency require special vigdar regulation.
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SITUATION

General panic
overwhelming health

OBJECTIVE

To reestablish
order.

MESSAGE

Explain the reason for
heightened security

Section 2: Security Sector Pandemic Situations and Communications Responses

AUDIENCE

Law enforcement
agencies,

PHASE

APPROACH

communication

RESPONSIBLE
INSTITUTION
Royal Saint Lucia
Police Force,

and pharmaceutical measures. general population National
facilities caused by Emergency
rapidly spreading Management

human-to-human cases. Organisation

RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING

INDIVIDUAL
Prime Minister,

Radio, television Police reports

Beginning

Prime Minister, Emergency

Permanent Secretary, | COP, OiC immediately when | media
Chief of Police, Operations, disorders are coverage
Director of NEMO Director of NEMO reported and
continuing as long
as disorder persists
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
2 | Traffic congestionin | To minimize Stay home and do not General 6 Crisis communication| Traffic police
and around public unnecessary venture out unnecessarily.population, law
health facilities caused vehicle traffic in enforcement
by rapidly spreading | these areas. Curtail activity that may | agencies, media
human-to-human promote the spread of the
cases. disease.
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
2 | Chief of Police Chief of Police, | Radio, television Continuous as longemergency Police reports
OIC Traffic as traffic persists | media time
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Section 2: Security Sector Pandemic Situations and Communications Responses

ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
3 | Looting of medical To secure the Explain the importance| Potential thieves, | 6 Crisis communication Royal Saint Lucia
supplies caused by stock of medical | of getting the medicine| law enforcement, Police Force, Ministry
rapidly spreading supplies. to those who need it the general population of Health
human-to-human most.
cases.

RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
Chief of Police Police and MOH | Radio, television Continuous until | Emergency Ministry of Health reports
Minister of Health spokespersons looting stops media time
Panic at ports during| To establish order.| Everything is being Travelers, ground| 6 Crisis communication Port Authority,
mass exodus caused done to facilitate the | staff, immigration Ministry of Tourism,
by rapidly spreading | To reestablish safe, orderly departure officials, Port tourist facilities,
human-to-human proper procedures| of visitors and the Royal Santa Lucid cruise ships, airlines
cases. for exit. safety of residents. Police, travel

agents, family
To assure officials | The established exit | members of the
of other countries | procedures will ensure travelers

that the situation is| everyone’s safety.
under control.

Minister of Tourism Airline and cruise| Television (visitors’ Continuous until | Signs, posters Ministry of Tourism
ship channel), posters and| panic subsides reports
spokespersons, signs in tourist
Chief of Police, facilities and transit
Minister of points
Tourism
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Section 3: Security Sector Case Study Flow Chart

SECURITY

Police Informed
About Emergency
Procedures
in Health Facilities?

MOH Briefs
Police

Police Commissioer
Minister of ZHealth
Request Public
Coorperation on
Radio & TV

Prime Minister
Orders Public
Order, Sanctions, and
Police Endorsement
on Radio & TV

Panic Overwhelming
Health Facilities

Police Informed
About Personal
Protection?

Police Coordinate with
Health Facilities

Order
Restored?

Orderly Operation of
Health Facilities
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MOH Briefs
Police Officials

Police Officials
Brief Police
Officers

Police Commissioer
Minister of ZHealth
Request Public
Coorperation on
Radio & TV

YES
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F. Food Sector Standard Operating Procedures: Avian ath Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: MINISTRY OF AGRICULTURE
I ntroduction

In a pandemic avian influenza (Al) outbreak, thieseand availability of food for the populationrche a
major concern. Insufficient information about fasafety and availability can lead to fear, unhealthy
behaviors, food hoarding, theft, food riots, andrestarvation. Communication about the safety and
availability of food depends on continuous rapisessments of the food situation. Timely, accuatd,
practical information must be communicated to pasehs, consumers, producers, and distributorsoof tio
prevent panic and disorder. Food-related crisismamcation is the responsibility of communicatorghe
Government of Saint Lucia and in Saint Lucia’s faodustry.

How to Use the Food Sector Al Strategy

This document summarizes avian and pandemic flinaamcations requirements in Saint Lucia’s food
sector. The document contains three sections:

1. Food Sector Standard Operating Procedures (Page 53)

Section 1 explains how the food sector will predareand respond to an outbreak of avian influemza
pandemic flu in Saint Lucia. It provides operatiogaidelines for the following:

» Thefunctions that communication will perform in an outbreak

» Theaudiences to whom communication will be directed

* Thedecision-makers and spokespersons who will manage and implement communication

» Communication channels

» Theresources that will be required for preparation and response

» Therolesand responsihilities of individuals and organizations in the event matbreak

2. Food Sector Pandemic Situations and CommunicatR@sponses (Page 55)

An outbreak can present multiple communicationdlehges to the food sector in Saint Lucia. Secfion
presents some specific situations that could o@tang with detailed guidance on how to preparefor
respond to them with effective communication. Ag8haucia’s food sector periodically reviews, upekt
and practices the Communications Strategy, nevatiotus should be added to Section 2. For eachtisitya
Section 2 identifies:

* Theobjective that communication should accomplish

* The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

* Thecommunications approach (risk, crisis, or behavior change communication)

* Theingtitution responsible for communication

* Theindividual responsible for managing, overseeing, and appgax@mmunications

*  Thespokesperson who actually communicates with the public or thedm

* Thecommunications channels that will be used

* Thetiming of messages
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» Theresourcesrequired for communications interventions
* How communication will benonitored for effectiveness

3. Food Sector Case Study Flow Chart (Page 58)

Planning for emergencies requires anticipatingedéfiit contingencies. Flow charts can be usefus tfmol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatstg how the food sector in Saint Lucia would wits way
through one set of circumstances associated withl aatbreak. Making flow charts such as the one in
Section 3 ensures that a communications interventith be the best possible response in a rapidbnging
and unfamiliar environment.

Section 1: Food Sector Standard Operating Procedures

1. Communications Functions
a. Phase 4
i.  Inform food producers and distributors about Al aimel potential disruptions of different Al
outbreak scenarios.
ii. Encourage residents to engage in routine, prudeckgiling of food and home production in
anticipation of outbreak-related shortages

b. Phase 6

i.  Inform food producers and distributors about peaspnotection behaviors, the dangers of
transmission associated with transporting andlieggiood, the dangers of infected food, and
any emergency food distribution activities.

ii. Discourage excessive panic buying and hoardingad by residents. Encourage reasonable
family reserves, eating less to conserve and strefgerves, and consuming private garden
food.

iii. Maintain constant flow of information to the pubéibout the food situation, the availability
and shortages of food products, the dangers oftiofeassociated with public markets, and
the dangers of contaminated food.

2. Audiences
a. Internal audiences include the Ministries of Healgriculture, Fisheries, and Forestry;
Education; Tourism; Trade; and Communications, Wotkansport, and Public Utilities.
b. External audiences include the Chamber of Commenadjlemen and transporters of food; food
marketers and retailers; and food preparers ansuooers (including the public and restaurants).

3. Communications Decision-Makers and Spokespersons
a. Individuals who will determine the timing, conteahd distribution of communication during a
pandemic include the Ministers of Health; AgricuétuFisheries, and Forestry; Education;
Tourism; Trade; and Communications, Works, Transord Public Utilities. The National
Emergency Management Organisation (NEMO) will pdgevcoordination.
b. Spokespersons will include the above decision-nga#smwell as the ministries’ Information
Officers and the Director of NEMO, depending on¢ireumstances.
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4. Channels

a.

b.
c.

Communication will take place by means of postansiouncements, and billboards in locations
where food is marketed to the public.

Public service announcements will be made on thiema mass media

The Ministry of Education will communicate aboubéband nutrition during an outbreak with
school children and parents using bulletins and-takme information.

5. Resources

a.
b.

Posters, bulletins, and billboards will need tghbated on short notice.
Mass media production and access, if needed, witirbvided by the Government Information
Service (GIS), coordinated by NEMO.

6. Roles and Responsibilities

a.

b.

B

Food sector communications responses will folloacpdures established in the Government of
Saint Lucia Avian Influenza Preparedness Plan.

NEMO will coordinate the decision-making and th@aaflof information among the different
ministries that are involved with food issues.

Ministers of involved ministries will normally béée final approving authority for the content and
timing of communications concerning the food issdéss authority may be delegated by the
Ministers to Permanent Secretaries or other teahnitits. Public spokespersons may be the
Ministers, Permanent Secretaries, in-house nutritixperts, Information Officers, or the First
Lady.

Representatives and owners of private sector par{f@d importers, shippers, dockworkers,
transporters, middlemen, marketers and retaileitspgymobilized by NEMO as needed on a
voluntary basis. Influential supermarket owners s@e as credible co-spokespersons along
with government officials.

Mass media support, if needed, will be providedhsyGIS.

The Ministry of Agriculture, Fisheries and Foreswijl have special responsibility for educating
food producers and distributors about a possiblpakidemic, including the nature of the disease,
its transmission, and preventive behaviors.

The Ministry of Health will provide the public withublic health information about healthy food
preparation, sanitation and hygiene, good nutr@igmactices, and strategies for substituting
alternative foods for temporarily unavailable foods

The Ministry of Agriculture, Fisheries and Foreswijl provide training for its staff and for
poultry farmers in preparation for an Al pandemic.

The Ministry of Education will provide instructido teachers and school children in how to
avoid any food-related Al transmission risks and/ho deal with shortages. A priority will be to
encourage families to increase their own produatioimealthy food products in home gardens.
School children will serve as a communications cinaf this information to parents at home.
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Section 2: Food Sector Pandemic Situations and Communications Responses

ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH  RESPONSIBLE
INSTITUTION
1 | Meat from To stop the sale of The likelihood of Producers and 4,6 Risk Ministry of
infected chickens| infected poultry. | transmission of avian distributors of chicken, communication | Health
has been sold. influenza via meat is low, | general population,
To reassure peoplebut sale and consumption| food consumers What about
who consumed should not continue during Ministry of
chicken. outbreak. Commerce?

People who consumed
chicken should be okay if
the meat was well cooked

See a doctor if you
experience subsequent flu

symptoms.
RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES | MONITORING
INDIVIDUAL
Chief Information News conference, posters| Immediately after Posters Mini-survey of
Environmental Officer in markets discovering possibly knowledge and
Health contaminated food practices

concerning use
of food exposed

to Al
SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
2 | Local and To inform The likelihood of Food providers, 3,4,6 Risk communication Ministry of
imported food consumers and transmission of avian retailers, restaurants, Agriculture
from infected retailers about influenza via food is low, | general population,
areas in markets food-related but retailers and food consumers
causing concern transmission risks.| consumers should
among exercise special caution. This action is
consumers and already happening

Food that has been in
proximity to infected
animals or people should
not be consumed.

All food should be
cleaned and thoroughly
cooked.

retailers.
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Section 2: Food Sector Pandemic Situations and Communications Responses

ID RESPONSIBLE SPOKESPERSON CHANNELS
INDIVIDUAL

TIMING

RESOURCES

MONITORING

Information Posters in markets, publi¢c When news and Posters Mini-survey of
Officer places, health facilities information about consumer
Phase 4 infections is perception of safety
circulating of food supply
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Section 2: Food Sector Pandemic Situations and Communications Responses

RESPONSIBLE
INSTITUTION
Ministry of Economy

and/or Ministry of
Transport and/or
supermarket owners

ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH
3 | Hoarding of To stop excessive | Excessive panic buying | General population 6 Crisis
food by panic buying. and hoarding of food by communication
consumers, some can cause severe
causing To encourage shortages for others.
shortages when| reasonable
disease reduceg increases in family] Buy an adequate, but
food food inventories. | reasonable, emergency
distribution by stock for your family,
producers, not too much.
transporters,
and retailers.
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
3 | Permanent Ministry of Radio spots, news When markets report | Posters Mini-survey of
Secretary and | Economy and stories, posters in stock-outs, panic home food
major Ministry of markets buying, and hoarding | Daily radio inventories
supermarket Transport spots
owners Information
Officers and
supermarket
owners
4 | Collapse of food| To encourage Food inventories have General population 6 Crisis

distribution.

people to extend
existing supplies

consumption.

To reassure the
public that
emergency food
will be available
to prevent
starvation.

by cutting back on

been exhausted.

consumption to a

they have on hand.

sought and will be

available

Consumers should redude

minimum to extend what

Emergency food is being

provided as soon as it is

communication

Ministry of Economy
and/or Ministry of
Transport and/or
supermarket owners
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Section 2: Food Sector Pandemic Situations and Communications Responses

4 | Minister of Prime Minister or | Television and radio Immediately after Radio and Mini-survey of
Transport and Director of emergency detecting major television news| food
Minister of NEMO announcements shortages, and after | bulletins and availability and
Economy decisions to restrict | interviews on nutritional
food distribution talk shows status of
families
ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
5 | Inadequate To encourage food Home food gardens save| General population 4 Behavior changeMinistry of Education
inventory of self-sufficiency money, provide safe food| communication
food in the and home food and protect your family in Ministry of
country to production. the event of a food Agriculture
survive an emergency.
extended
pandemic.
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
5 | Ministry of Permanent Posters, television and | As soon as possiblel 1000 posters Mini-survey ¢
Agriculture Secretary radio spots and home gardens
Field Officers interviews, school lessons
on gardening
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Section 3: Food Sector Case Study Flow Chart

FOOD

Food Inadequate
For Al Outbreak

NO Widespread DON’T KNOW o
Anxie?pAboUt Mini-Survey
Food Supply?

YES

Crisis C S
Panic Buying - Don’t Hoard or Steal
Hoarding? - Conserve
(MOA)

Risk C et
- Prudent Food Reserve
- Garden
- Reduce Consumption

Disorder
Looting,
Food Riots?

YES

Crisis C cation:
- Remain Calm, Orderly
- Sanctions
(Police)

NO Shortages
Malnutrition
Starvation?

Crisis Communication:
-Emergency Feeling
Measures

Food Supply Recovers
After Outbreak
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G. Livelihood Sector Standard Operating Procedures: Aian and Pandemic Influenza
Communication in Saint Lucia

LEAD AGENCY: [
Ministry of Trade, Industry, Commerce, Consumeaifdfand Investment

I ntroduction

The impact of an avian influenza (Al) outbreak‘twvelihood” encompasses the impact on employers,
employees, and workplaces. In an outbreak, workslaan quickly become focal points of disease
transmission among employees, who will then trahimi disease back to family members. However,
workplaces are also important centers for commuimiga&ritical information. Both formal internal
communication channels and informal networks opegaickly and efficiently in many workplaces.
Workplace communication is not centrally controleaept in the government. Companies in Saint Lucia
differ in communications mechanisms (e.g., stafétimgs and notices on bulletin boards) and corporat
cultures. The Chamber of Commerce, unions, anegpsadnal associations are umbrella organizaticats th
reach some, but not all, companies and employeeghis reason, efforts to communicate with empitsye
and employees through institutional channels mayeasch everyone, and backup communication of wrgen
messages through the mass media may be required.

How to Usethe Livelihood Sector Al Strategy

This document summarizes avian and pandemic fluinmamcations requirements in Saint Lucia’s livelidoo
sector. The document contains three sections:

1. Livelihood Sector Standard Operating Proceduresg@él)

Section 1 explains how the livelihood sector wikjpare for and respond to an outbreak of avianéntta or
pandemic flu in Saint Lucia. It provides operatiogaidelines for the following:

* Thefunctions that communication will perform in an outbreak

* Theaudiences to whom communication will be directed

* Thedecision-makers and spokespersons who will manage and implement communication

« Communications channels

* Theresourcesthat will be required for preparation and response

* Therolesand responsihilities of individuals and organizations in the event miatbreak

2. Pandemic Situations and Communications Responsge (62)

An outbreak can present multiple communicationdlehges to the livelihood sector in Saint Luciact8s
2 presents some specific situations that couldrp@bong with detailed guidance on how to prepareof
respond to them with effective communication. AsyShucia’s livelihood sector periodically reviews,
updates, and practices the Communications Strategy situations should be added to Section 2. &cin e
situation, Section 2 identifies:

» Theobjective that communication should accomplish

» The specificaudience affected by the situation

* The pandemiphase in which the situation could arise

» Thecommunications approach (risk, crisis, or behavior change communication)
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* Theingitution responsible for communication

» Theindividual responsible for managing, overseeing, and appgos@mmunications
»  Thespokesperson who actually communicates with the public or thedm

* Thecommunications channels that will be used

» Thetiming of messages

» Theresourcesrequired for communications interventions

* How communication will benonitored for effectiveness

3. Case Study Flow Chart (Page 64)

Planning for emergencies requires anticipatingedéfiit contingencies. Flow charts can be usefus tfmol
planning and implementing communications intenargiwhen different possible events need to be
anticipated. Section 3 presents a flow chart itatsig how the livelihood sector in Saint Lucia wbwork
its way through one set of circumstances associgitbidan Al outbreak. Making flow charts such as tme
in Section 3 assures that a communication intermentill be the best possible response in a faafaging
and unfamiliar environment.

Section 1: Livelihood Sector Standard Operating Procedures

1. Communications Functions
a. Phase 4
i.  Inform employers and employees about Al and thdigatons of different outbreak

scenarios for workplace issues.

ii. Identify conditions in workplaces that will facdite transmission, and encourage changes in
the workplace environment to reduce risks.

iii. Encourage employers to develop and practice Algfantheir workplaces, including
enhanced sanitation and emergency closing.

iv.  Teach personal protection behaviors to employed®amployers, including social
distancing.

b. Phase 6
i.  Inform employers and employees about the outbradklze dangers of transmission in
workplaces.
ii. Encourage nonessential workplaces to close voliyngard workers to stay home to reduce
transmission.
iii.  Advise employers and employees of workplaces céssifirsuch closures are mandated by
the Government of Saint Lucia.

2. Audiences
a. The internal audience includes government emplogedsemployees.
b. The external audience includes private sector eyaptoand employees.

3. Communications Decision-Makers and Spokespersons
a. Government officials who will determine the timingpntent, and distribution of communications
during a pandemic include the Prime Minister andisters of Labour, Industry, and Commerce.
Private sector decision-makers include companywgkess and representatives of umbrella
organizations, such as the Chamber of Commercenueaders, and professional associations.
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b. Spokespersons will include the above decision-nwa#emvell as the Director of the National
Emergency Management Organisation (NEMO), depenaiiriipe circumstances.

4. Channels
a. Internal memos and meetings will be used for r@kimunication as an outbreak is developing.
b. In large workplaces, a “cascade” model will be ugedisseminate information down the chain
of command from executives to managers to supes/iscemployees. Employers will be
encouraged to communicate frequently with employeekto listen to their concerns about
possible transmission in the workplace.
Signs and posters prominently displayed in worlggamay also be used.
If the emergency reaches the point at which wodgdamust close, communications with
workers will use the national mass media.

Qo

5. Resources

a. Prior to and during a pandemic, the Ministry of leavill distribute printed materials about
avian influenza for display in workplaces throughite country.

b. Prior to and during a pandemic, the Ministry of isgtture will distribute printed materials about
avian influenza for display at farms and agri bassthroughout the country.

c. Mass media products and access, if needed, wilttwaded by the Government Information
Service (GIS).

d. Private employers will use internal emergency reseaias necessary.

6. Roles and Responsibilities

a. Workplace communications responses will follow grares established in the Government of
Saint Lucia Avian Influenza Preparedness Plan.

b. NEMO will coordinate the flow of information betweéhe government and private employees,

ensuring consistency, accuracy, and timeliness.

c. The Ministers of Labour, Industry, and Commercd ndrmally be the final approving authority
for the content and timing of communications cono®y the workforce. Responsibility is shared
with company owners and executives and umbrellarorgtions, such as the Chamber of
Commerce, unions, and professional associatiorth &aanization will designate its own
spokespersons.

Mass media support, if needed, will be providedhsyGIS.

e. Employers have special responsibility for educa@ngployees about workplace risk factors and
preventive practices. Employers should have praesdn place, and these procedures should be
explained to employees in anticipation of possthltbreaks.

f.  Employers should report all possible cases of tidado the Ministry of Health and then enforce
“social distancing” procedures and other preverti@bkaviors to protect other workers.

Q
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Section 2: Livelihood Sector Pandemic Situations and Communications Responses

ID SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
1 Employers have limited To create awareness| The nature of the disease, Employers 4,6 Risk communication  Ministry of
information and have made and understanding of| transmission, dangers, and Economy,
insufficient preparations for avian influenza and | precautionary measures. What about Trade Chamber of
an influenza pandemic workplace factors that Unions, Ministry for Commerce,
(anytime prior to or during | affect transmission. | How the workplace environment the Public Service? professional
outbreak). affects transmission. associations,
Ministry of
Health
Employers
Federation
ID RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
Minister of Economy Minister of Health Posters in workplapesblic As soon as possible  Meeting Unstructured
meetings for employers, letter and g venues, printed| interviews with
pamphlet to employers materials, Al selected employers
10-Minute
Assessment
SITUATION OBJECTIVE MESSAGE AUDIENCE PHASE APPROACH RESPONSIBLE
INSTITUTION
Employees have To create awarenessThe nature of the disease, Employees Risk communication Company or
limited information and understanding | transmission, dangers, and office
and have made of avian influenza. | precautionary measures.
insufficient

preparations for a
possible influenza

pandemic .
) RESPONSIBLE SPOKESPERSON CHANNELS TIMING RESOURCES MONITORING
INDIVIDUAL
2 Chief Executive Workplace Informational flyer, workplace As soon as possible Meeting Mini-survey of
Officer or office chief | supervisor staff meetings venues, employees
printed
materials
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ID

Section 2: Livelihood Sector Pandemic Situations and Communications Responses

SITUATION

Government and Chambef

of Commerce
collaboratively decide to
close both private and
public sector due to
pandemic alert.

RESPONSIBLE
INDIVIDUAL
Prime Minister, National
Emergency Management
Advisory Committee

OBJECTIVE

To inform individuals
of the need to
exercise all necessar
precautions to avoid
the further spread of
avian influenza.

SPOKESPERSON

Prime Minister

All government offices and private
sector businesses are closing to
protect workers and contain the

epidemic.

All employees should not go to work
until further notice.

Mass media

MESSAGE

CHANNELS

AUDIENCE

All public and
private sector
employers and
employees

TIMING

When National
Avian Influenza
Crisis Committee
determines that
workplaces should
close

PHASE

RESOURCES

Media time,
National
Shutdown
Procedure

APPROACH

Crisis
communication

RESPONSIBLE

INSTITUTION
Ministry of
Economy in
consultation with
the National
Emergency
Management
Organisation and
Chamber of
Commerce

Ministry of
Economy? | don’t
understand.

MONITORING

Mini-survey of
employees

National Influenza Pandemic Preparedness and RespBfan

64




Section 3: Livelihood Sector Case Study Flow Chart

LIVELIHOOD

Workforce
Uniformed & Unprepared

Are MOH Briefings
EmploYersISupervisors for Employers/
n d?

formed? Supervisors

Risk Communication:
Employers/Supervisors

Outbreak Directly A T

Threatens Workplace?

. o Behavior Change
Risk Communication: Communicaﬁc%

Posters Vigilance Employees & Personal Protection
Clients Congregate Workplace Environment

At Workplace?

Workers Exposed
To Known Cases?

YES

Crisis Communication:
Social Distancing

NO

Cases in Workplace?

YES

Announce Closing
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. PLAN FOR TESTING, VALIDATING, AND UPDATING THE STRA TEGY
A. Introduction

To determine the validity of the Strategy and SQIs Avian Influenza Communications Committee will
indicate in their review of the plan, and in futangtbreak and pandemic incident debriefings:
* The percentage increase in knowledge among healtkens and the public regarding
o0 the identification of symptoms and of behaviorg #ir@ conducive to limiting the spread of
the virus strain
o the purpose of and the roles of the governmentpaibtic and private sectors for surveillance,
guarantine, isolation, and/or social distancing
o the immediacy, accuracy, and credibility of pandepreparedness and response messages
» Whether the objectives of the Strategy were met
» Whether the changes achieved in communication®nsspreadiness were a direct result of the
Strategy
* What went well and why, and what could have gorteeband why
* How the Strategy can be improved
* Lessons learned and with whom they should be shared

B. Recommendations to Ensure Full Implementation of th Plan

The NEMO Secretariat, in cooperation and with suppbthe rest of the Avian and Pandemic
Communications Committee, will take the responiibib:

» Set targets, define indicators, and benchmarkdesssprogress

» Test and revise the Strategy regularly to keegnadic and ensure that it is widely known

» Define who is responsible for the supervision afgoess

» Test the Strategy and SOPs

* Revise the Strategy based on experience with dwowitnew outbreaks (e.g., dengue or SARS)

C. Monitoring and Evaluation Guidance

When communication is a matter of life or deatls gspecially critical to know if messages ardiggt
through, if they are being understood, and if taeybeing acted on. To know what information isdegeby
the public about an Influenza outbreak, GOSL conipatars will measure audiences’ knowledge about
Influenza, the outbreak, and what to do to praieemselves and others. Once communications aesviti
begin, communicators must know who is receivingrtimessages, if the messages are considered &gdibl
and if they are producing the desired behaviogoases. This feedback is required so that comraton
can continuously adapt and change their tacticarforediate and universal impact.

The GOSL partners will make use of economical ‘tlegppraisal” monitoring tools. Rapid appraisal
monitoring has important features that make itesbfor pandemic communication, including: (1) lomno
cost, (2) same-day or next-day results, (3) nogagibnal interviewers or analysts needed, andif@gtdand
immediate responsiveness to communicators’ needsindber of rapid appraisal tools will be used to
monitor pandemic communication in Saint Lucia, urathg:

* Mini-surveys with short questionnaires appliedrimai numbers of respondents

» Unstructured interviews with experts, key infornsrand decision-makers

» Statistics and reports from service providers
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» Direct observation of behaviors
» Content analysis of media coverage

D. Future Needs for Training, Technical Assistance, ahBudget Analysis

The table below outlines recommendations for tgstalidating, and updating the Communicationst&gy
and additional training and technical assistanamfwhich Saint Lucia pandemic responders would fitene

Effectiveness of

Survey and analysis

To test and set baseline for

Bureau of

understanding of
Communications
Strategy and roles

involving animal- to-
human, then human-to-
human escalating

knowledge and understanding
of each organization’s
communications roles

Strategy and SOPs in knowledge of the public and | Health
achieving goals health workers Education
Health providers Pandemic To verify understanding of Principal
communications Communications Strategy, Information
training SOPs, and roles Officer
Cross-functional Table-top drill Initial test of level of NEMO

Secretariat

NEMO and Sectors;
Ministry technical
spokespersons

spokespersons and their
technical advisors understand
how to manage media in a
crisis and how to deliver key

messages in a pandemic

pandemic
Cross-functional Full-scale drill To test the Government of Designated
response involving an Al Saint Lucia National Influenza Authority for the
communications, all outbreak on a cruise Pandemic Preparedness and | International
functions, media ship or ferry Response Plan and response| Ship and Port
involvement mechanisms, the Security
Communications Strategy, an
SOPs; focus on Ministry of
Tourism, Board of Tourism,
Ministry of Health, Ministry of
Security, and so forth.
Interagency Meetings of the To sustain preparedness ALL Members On
communications National Committee activities. of the NIPPP going
Committee
Regional Regional Can be
communications PAHO, CAREC,
CDERA, OECS,
CARICOM, ACS -
what are we looking for
here?
Media Briefing on To pre-educate media on the | ALL Members On
Government of Saint | Government of Saint Lucia of the NIPPP going
Lucia National National Influenza Pandemic | Committee
Influenza Pandemic Preparedness and Response
Preparedness and Plan, Communications
Response Plan Strategy, and agencies’ roles
Communicators for Spokesperson training | Ensure that all designated NEMO

Secretariat
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Annex B.3: Saint Lucia Channels of Information: Media, Cable, Web, Phone

Introduction

The population of nearly 200,000 people living &ir Lucia may choose to gather information
from a relatively large number of television, cabie radio stations, in addition to multiple
newspapers and internet sources. Because audiacsglintered, the National Emergency
Management Office will continue pursuing a telephtext message agreement with Cable and
Wireless and other providers so that when a paradenother national emergency strikes, the
majority of the population can be reached quickigut how to best protect their safety and the
safety of others.

While several members of the National Avian Infla@i€Communications Planning Committee in
Saint Lucia have identified challenges in convigamedia to attend meetings, NEMO and
several of the ministries have well working relagbips with the press. This is evident in the
media’s consistent coverage of disasters and healdrgencies that threaten public safety and
the media’s pro-active outreach to NEMO when tiporeers, producers and editors need
verification of facts for a story, or have a nevedetto fill.

A central and legitimate concern exists throughbetCommittee, however, regarding accuracy
of scientific and technical information reportedthg press. Because accuracy and timeliness is
critical to public safety during an avian or otlrgftuenza pandemic, the Committee will include
media in future Pandemic Communications Strate@fibhgs, and involve them to some degree
in drills or other tests of the Operational Plan.

Television stations are not required to run governinprogramming or to run emergency
broadcasting tests, however the public would bebgfthe establishment of an emergency
broadcasting system (EMS) whereby all media int3aigia run a very brief standardized daily
test where emergency updates would be insertedefimecessary. Such systems can be run
voluntarily and/or required for stations to renéwit licenses.

Updates to the plan during periodic review andgiewi will be shared with key media members
to assure that media new to their positions knovckvinstitutions and ministries to contact first
for information related to avian and pandemic Many journalists and reporters are hired upon
completion of school, and choose to move to othezars within a few years. This creates a
need for constant education and updating of thesprencerning matters of public safety.

Newspapers

The two major competitors in Saint Lucia’s newspdpesiness ar€éhe Saint Lucia StaandThe
Voice of Saint LuciaBoth papers publish on Tuesday, Thursday and&atwf each weekThe
Mirror is a weekly publication that prints each Frid@lge Crusadeprints every Saturday. All
newspapers are tabloid size, and the governmestriihave an agreement with any of them;
however, the government purchases paid ads foruaeimy bids in the newspapers. Deadlines
for submissions are Monday 12:00 noon, Wednesd&0Iibon and Friday 12:00 noon for the
The VoiceandThe Stamewspapers, Thursday 12:00 noonThe Mirror and Friday 12:00 noon
for The Crusader.
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Annex B.3: Saint Lucia Channels of Information: Media, Cable, Web, Phone

Radio
All radio stations in Saint Lucia are FM Band.

Radio Saint Lucia-Full scale programming with news, documentari&i& shows and an MOR
(middle of the road/general) music format. Age grofilisteners varies throughout the day.
News bulletins at 1800 (6:00 pm.) daily, followegla Creole news cast through 2000 (8:00
p.m.). Note: Cyprian Yarde of the Al Communicatidtianning Committee and Ministry of
Health, Bureau of Health Education announces tle®l€mews broadcast when the regular news
caster is on vacation.

Radio 100 “Helen FM”"-- Same type of programming as Radio Saint Lugiaulcast on 100.1
frequency in the North, and 103.5 in the South.

Hot FM -- Full scale programming like those above, but nfoceised on entertainment. Has
some Creole programming in the morning and evemitage music broadcasted on this station
than the two above. Also airs MOR music format.

Radio Caribbean International (RCI)Full scale programming, includes news casts.
Joy FM --Religious format

Praize FM-- Religious format

Rizzen FM- Religious format

Rhythm FM -Entertainment and talk show format. Music targetedll generations.
The Wave +ull scale programming.

Reason 102.5 FNformerly Praise FM) -- Religious format.

Private Radio Networks include that of NEMO (contaawn French), volunteer radio networks
and radio operations at Rodney Bay Marina for lraatermation.

Television

Helen Television System (HFSProgramming consists of satellite relays of rasysitcoms,
reality shows. Local news is at 1900 (7:00 pm) Montb Saturday. Number two for audience
(ages 35-50). Named Helen Television because Baai used to be called “Helen of the West”

Daher Broadcasting Service At the time the Plan was written, it was numtnee with
audiences for the 1900 (7:00) pm news Monday tar8ay (audience ages 18-30). Principle
owner is Mr. Paul Daher.

Think Caribbean Television (TCT)Programming is mostly satellite relay (FOX newa is
staple). African movie every day at 5:30 pm. Lawalvs times vary.

Choice Television- Mostly satellite relay content like the othesotmain TV stations: sitcoms,
movies, shows, music videos. Very little local @nit(there is a music show called Da Vibe
aimed at teenagers and young adults; and Escapadilesy which highlights off-the-beaten-
track areas of Saint Lucia locals can explore).
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Annex B.3: Saint Lucia Channels of Information: Media, Cable, Web, Phone

The Visitor Channel Privately owned and everyone can receive it
National Television Network (NTN)Government owned

Cable Providers

Cable and Wireless Bundles with phone and internet services. Milda&der in terms of cable
service, has island-wide coverage and have prowdbte services the longest. They own the
infrastructure/hardware, phone poles etc.

Spectra Cable- Digital
Cox Cable- Limited range services the Castries City andrens.
Karibcable— Currently laying down their cable. They will alsundle with phone service.

Internet Providers

Most internet services are now broadband. Callé/dineless is the leader
Karibcable also provides service but is still biniginfrastructure.

Cell Phone Services

Inter-island cell phone service is generally gdudaghout the island. Many people use text
messaging extensively. Text messages have beerfiargmeblic safety information, and to do so
you need to go to make a request of the servicdagen Text announcements are also used for
public events like jazz festivals, etc.

Cable and Wireless Fhe island’s leading cell service provider. Mampple still use land lines
owned by Cable and Wireless, as Cable and Wireless most of the telephone infrastructure
on Saint Lucia.

Digicel -- Offers some land line services, but more likexadicell phone service. Digicell does
not run text advertisements.

Telephone Conferences

Works well, but not excellent for international éexence calls. A foreign dial-in service is used
with a pass-code and once all participants havathnaer and pass-code it should work.
Participants should be in a quiet environment,aakdpround noise tends to filter a lot louder than
anything else. For example, trying to do this whil@ crowded emergency operations center or
restaurant setting is disruptive to other callem diminishes clarity of communication. Cable &
Wireless is currently the telecoms provider wita thcilities to establish conference calling. The
other phone company in the market, Digicel, is ditecservice provider.

Sources: Cyprian Yarde and Kerby Allain
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Annex C.1: List of Resources, Equipment, Technology, and Staff Needed for Mass
Communications Effort

This list may be adjusted to meet local needs andaztices. Inventory should be taken twice a year to
assure all printed materials, equipment, contact $its and other resources are available and up to dat

Standard Operating Procedure (SOPs}-SOPs for communications activities required duardgveloping
and full-scale pandemic. The SOPs include writtash @yreed-upon functions, locations, and rolesadf, s
communications organizational chart; designatedpegent, supplies, and other resources allocateth&
communications function; patterns of internal artémal information flow; information release apyab
authorities and timelines; thresholds and guidsliioge activation of the Communications Operatidpiain
and staff; contact lists; and pre-agreements wetiders and other operating communications entiiiemsg a
crisis.

List of staff requirements—Include numbers and skills required for all comiwatons roles at each work
site to work shifts 24 hours, seven days per wiela minimum of 10 days. Work sites might inclutle
national emergency management/coordination facsitgs where media naturally gather to film thedent
and interview officials and people affected by ith@dent, individual ministry communications office
receiving media inquiries. Some of the skills regdifor a smooth communications operation will lyke
include spokespersons, writers, media hotline stadidia and web/blog monitors, administrative suppo
staff, staff to post web/internet updates and hrtelogy specialist to trouble shoot and repairram|i
computer and equipment malfunctions.

Designated area or a mobile communications uritThe mobile unit should be equipped with satellite
capacity, radio capacity, and web capacity.

“Go Kits” for field communicators and press officers—Go Kits should include clothing and/or vest to ID
which organization the communicator representsiclelhD to help gain access to restricted sitesrwhe
necessary, flashlight and transistor radio witlakhtteries, protective gear like work gloves avask if
needed, sighage/posters or poster paper usedyfe & help community members know what to do ahatw
services are available, large waterproof markespleeavy duty tape, cell phone with two way radipacity,
current media contact list and Saint Lucia emerg@ocnmunicators list, pad of paper for notes, lwafip
pens, business card with communicator's mobile pimarmber and other contact information for follopv u
guestions from media.

Telecommunications, text messaging, and email capgc—It is important to indicate the number and type
of phones available and needed, with pre-arrangattacts. Palm computing devices with text capdoity
accessing email for rapidly changing informatioae aeeded by communications staff moving rapidly
between work locations. Two-way radio capacity borges—in case cells go down—is a good backup neasur
Pre-arrange phone jacks and extensions for largdthregt can be turned on in an emergency. Resoarees
needed to meet the media needs of media in Saaid las well as international media who will be iogfifor
updates, interviews, and accurate information. Gemetake of calls can normally be handled by apas

with very little media relations experience, if yii@ave an on-site supervisor with media expertise van

triage calls and categorize their level of impoc@and immediacy to get them to the right spokesmer

within the timeframe necessary.

Web Site—To be developed and managed by the GIS Inform&idicer, with possible access by
designated health, agriculture, and disaster paetdar postings.

Links between computer databases-The Ministry of Health in Saint Lucia is currenthart of the
FINMAM computer network, which could be used tdlthe office of the Information Officer to
Epidemiology, thus enhancing the information comioation system. Such links will provide the capgacit
for instant communication, mass e-mailing, and oteatures.
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Annex C.1: List of Resources, Equipment, Technology, and Staff Needed for Mass
Communications Effort

Command Center Information unit supplies and staff—Predetermined items to deploy to the field might
include loudspeakers, trash bags, posters and plastler paper, tape, pens, and if possible a gertab
wireless computer and printer.

ID for staff, supplies and vehicles—See “Go Kit” above.

Office supplies—For first 10 days of operation, to include workitgmputers, printers, and photocopiers.
Extra copying and printing toner and paper shoelddserved for emergency.

Televisions, radio, newspapers, internet accesd-or monitoring real time news. Staff will neednb@nitor
what is being reported, and flag any false inforarabr rumors that need correcting by the commuitoa
team.

List of procedures for authorizers and their deputis to quickly approve press announcements
Approvals should be secured within 15 minutes @nigs situation, which may require the key authiog
individual to appoint a deputy for approvals whéress not available.

Space for press conferences/briefingsEnsure there is space with room for media equipnvereless
internet connectivity, microphones, mult box , amdl media teleconferencing system. Only use press
conferences/briefings when there is news to tell tieeds more emphasis or technical clarificatiam &
press release can convey, or when a hostile nemssphere requires a trusted official to addressariad
person. Media usually prefer to receive informatiogir rough written press releases or bulletirsabse of
restraints on their time. Usually an emergency ajp@ns coordination organization will include other
partners in a press briefing if they are needezkfain details; such as Ministry of Agriculturedrplain
scientific details if birds infected; Health Mimigtto answer questions related to human infectiort partner
volunteer agencies if they are very involved irpired families cope physically or mentally.

Note: Refreshments for media go a long way in aargency, and if briefings can be held at a time
convenient to their deadlines and on-air schediéeturnout of media at briefings will be better.

Mobile phone charging stations and Internet Hot Spts (Wi-Fi)—Ensure these are available for reporters
and the communications team.

Supply of medical needs-Place these where journalists gather and in dasgdrrooms for quarantine and
isolation.

Pre-approved fact sheets-Include technical and scientific information siifigld for general audiences and
media to help fill news hours between press brgsfiand updates so that media do not need to sadorbl
information from unofficial sources.

Pre-written message templates-Include space to insert details specific to treédent. Prepare these for the
first media message, and for predictable benchmarttee emergency operation and final reporting.

Template fliers/bulletins—For people (media/tourists) disembarking planebssirips and for hotel guests.
Much of the same information can be used for tHgipufor example, how to protect yourself and oghe
from exposure.

Video/DVD of drills or former responses—Provide to media who are not allowed in to therieted zone,
to demonstrate visually how the processes workw3hem pre-shot video of the testing lab, for exeEmp
This helps them fill news with credible informatiand visuals, and helps the public understand rtheegs
as public officials lead the way to find answerd aolutions to regaining normalcy in the community.
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Communications Effort

Pre-arranged agreements with telephone companiespgtal service, and other channels of information
For blast text messaging, notices to personal bwiés, expanding phone and fax capacity, etc.
Designated area for communicators—-For production of materials, monitoring media,. etc

Updated media list—Includes phone numbers to assignment editors askisglbeat reporters, and email
addresses.

Updated emergency communicator list-Includes mobile, home, and office phone numbard,email
addresses.
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The Role of a Risk and Crisis Communicator

The job of a crisis communicator is to articulattrmation your audience will understand. The more
complex that information, the harder you will hagevork to convey it clearly.

Know yourself and your message; plan your key ngessahead of time (no more than 3).

Use pre-interview time to do your homework: asktéquesting reporter what the topic of his/her
story is, the format, if there are other guestsq®hand what questions s/he will need answered, so
you can locate the facts ahead of time—researdheoahd talk to colleagues to become aware of the
interests and interview style of the reporter.

There is no such thing as "Off the Record": not mvtiee interviewer pauses and you feel like adding
unnecessary detail to your response, not when s@maszorting the reporter to the door after the
interview is completed, and not in social settingselated to work.

Identify yourself clearly by name, title, and orgaation; spell your name for the reporter; in most
circumstances wear a shirt, jacket, or pin withltg® of your organization visible on camera; dress
for the setting—if you are in a disaster shelten'tdwear expensive clothing and jewelry; if yoe ar
doing field work, dress as you would for field work

Answering Questions

Each key message may be written as a statementgithee evidence that backs up the statement, then
summarize, re-phrasing the original statement. kaghmessage should be summarized within
approximately 11 to 17 words (a “sound bite”) -stisi because editors cut unnecessary information
and use what they wish to. If you give less infdiorabut are right on target with what you wish to
convey, it is likely your intended messages willused.

During an interview, don't fill the empty air spaaethe end of the statement when the reporter
continues to hold the microphone up—stop speakiigeaend of your summary statement.

Track your key messages by monitoring media refortsring a vendor to do so.

Listen hard to the questions, and don’t rush im@amswer, especially for a taped or print interview
You can take your time to carefully consider thesjion and respond by bridging into your key
message.

When addressed by or about critics, practice satliagement, be professional, and strive to
personify the mission of your organization in yogesponse.

Tell the truth; speak and act with integrity.
Create constructive dialogue—don't spin, or yod lee credibility with your audience.

Anticipate questions and be prepared.

Managing Hostile Situations

Acknowledge the environment of hostility.

Practice self-control.
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* Be prepared.

* Be empathic and caring.

«  Monitor your responses.

» Understand the motives behind the hostility.

* Be proactive when a situation arises, so you areaugght having to react to a negative story or
allegation.

* Maintain control over volatile exchanges; do natdyae defensive.
» Avoid putting people who are nervous, shy, arroganaggressive in interview situations.
» Keep your audience in the loop via an up-to-date site.

» Control the coverage, and prioritize your messages.
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