Appendix B

Community Feedback

Using Community Feedback 

Being aware of Community Feedback helps determine if the Incident Command goals and objectives (relative to community information) have been achieved.  Information obtained from community feedback should help either the Joint Information Center staff or the lead Information Officer to respond to community perceptions about the response effort and identify community information needs. The table, below, outlines some action steps to take. 

	STEP 
	ACTION 

	1.
	Determine current JIC structure/staffing/resources

#  What JIC positions/units are established?

#  Does the JIC include staff with local knowledge?

#  What media outlets are monitored by the JIC?

	2.
	Identify currently available information related to feedback

#  Does the JIC have community publics identified?

#  Does the JIC have media contacts identified?

#  Does the JIC have incident information including press  releases?



	3.
	Establish relative priorities for JIC support?

#  What is the most important current priority for the JIC?

#  Does the JIC require feedback type information?



	4.
	Evaluate staff availability to assist with feedback

#  Can JIC staff be dedicated to feedback efforts?

#  Can JIC staff help with feedback efforts while assigned to JIC units?

#  Does the JIC staff require training in feedback techniques?



	5.
	Select potential feedback techniques for use

#  Does the JIC need feedback from community members?

#  Does the JIC need assessment of media reports?



	6.
	Prepare plan (actions and milestones) to obtain feedback

#  Is collected feedback time urgent?

#  Is JIC staff available for continuing feedback efforts?

	7.
	Incorporate feedback results into JIC operations

#  Does the feedback indicate the need for more community information?

#  Should specific issues be clarified for community members or media?

#  Should the JIC re-focus efforts to address community perceptions?

	8.
	Review/evaluate feedback results

#  What are the “lessons learned”?

#  What is the overall community feedback for the incident?


Section 1

Role of Community Feedback to Support the JIC

What is the role of the Joint Information Center?

Multiple public and private agencies often collaborate in responding to emergent environmental, health, and safety incidents.  The timely, effective, and efficient flow of information to and from the community and media is integral to a successful incident response.

The Joint Information Center or JIC is the organizational structure used to facilitate the necessary information flow or interchange.  The JIC is normally headed by the designated Information Officer.  Among the general objections established for the JIC and Information Officer are the following:

Establishing and maintaining community trust and confidence

Providing timely and accurate information, both written and visual

Evaluating and responding to community information needs

The Joint Information Center Model outlines a flexible organizational structure that can range from an initial response effort with an Information Officer and a couple of assistants to the establishment of a much more elaborate JIC.  The model specifies “major responsibilities” or objectives for the different units, branches and managers which might be established depending on the breadth of the JIC deemed necessary for a specific incident.  Many of the “major responsibilities” are largely impacted by community information needs and the results of community feedback.  

For example, three JIC Assistants or their staffs (Units) would likely be involved with community interaction.  One Unit would hold as major responsibilities to receive community and media input and to have information on community stakeholders, stakeholders, influentials, and other interested individuals.

A second Unit has the “major responsibilities” to prepare spokespersons, to analyze information, and to evaluate potential issues.  Finally, the third Unit (Community Outreach) has the “major responsibilities” to determine community information needs and to obtain community feedback.

What is the role for community feedback in support of the Joint Information Center?  

The role for community feedback is primarily to support JIC objectives for information interchange with the community.  The need for community feedback is common to all emergency response agencies.  Without feedback, response agencies have limited insight into community information needs, their expectations for the role to be played by the response agencies, and the lessons to be learned from specific response efforts. 

In general, the objectives normally established for a crisis information center are of two types. The first, and more traditional objective, is the output objective where the crisis information center (e.g., JIC and Information Officer) seek to share information with the community about the incident. The crisis information center produces and distributes press releases, answers questions from community members, and attempts to keep the community updated on the status of the incident.

The second type of objective is termed impact objectives.  Impact objectives represent the potential end result or impact from how the JIC and the response agencies engage in information interchanges with the community.

The three most commonly discussed impact objectives are informational, attitudinal, and behavioral.

· Informational objectives include issues related to whether the community is exposed to the JIC messages, how well the community comprehends the messages, and the extent to which the community might retain the message over time.  As an example, media or JIC messages might create visual images or general picture representations of an issue that are held in a community member’s mind.  The JIC informational objective should be to create an image that is appropriate to the incident situation.  Community feedback helps to evaluate the actual images held with the community or presented by the news media.

· Attitudinal objectives include issues related to the knowledge or feelings community members might have toward the response agencies and whether the response effort meets their community expectations.  Community members might have a specific attitude about the issue, the response agencies, or the messengers who represent the response agencies.  Since attitudes often impact behavior, an understanding of attitudes might help response agencies be better prepared to support the community information needs. 

· Behavioral objectives include issues related to actions that might be taken by community members based on the incident situation.  As an example, the JIC might assist with communicating messages related to protective or corrective actions (or behaviors) required of community members. These behavioral decisions are the results of a community member’s evaluations, judgments, and choices among various alternatives.

Community feedback helps to evaluate whether the JIC impact objectives (i.e., informational, attitudinal, and behavioral) have been reached.  As feasible during the emergent situation, response agencies might obtain community feedback to help in decision-making or information interchanges with the community.  Most response agencies prepare an after action report to address “lessons learned.”  Areas for improvement or “lessons learned” provide a basis for making changes in the response agency’s future communication efforts.

Section 2

Using Community Feedback Techniques to Support the JIC

Using the community feedback techniques to support the JIC

The “Using Community Feedback Techniques” table lists eight action steps:

Step 1 is to determine current JIC structure, staffing, and resources.  In many emergent situations, the initial JIC operation has limited staff and resources.  The sections or units tasked in the JIC model to help with community information interchange might not yet be established. JIC staff might not have local area knowledge or experience.

Step 2 is to identify currently available information related to feedback.  Of primary importance is identification of community publics and media contacts.  

Step 3 is to establish the relative priorities for JIC support.  The primary JIC effort at this time might be to disseminate basic crisis information.  As the situation develops, the JIC might identify a need for community feedback related to whether or not JIC Information is being disseminated to certain community publics.

Step 4 is to evaluate staff availability to assist with community feedback.  Even if specific sections or units are not yet established, JIC staff can be designated to initiate selected community publics.

Step 5 is to select potential feedback techniques to use.  As an example, additional information on community members might be needed.  Section 3 describes community points of contact and Appendix 1 has a generic list of community publics to consider. These can be reviewed to begin developing a comprehensive list of points of contact.   As a second example, the JIC might want to evaluate community understanding of crisis messages.

Step 6 is to prepare and plan (actions and milestones) to obtain feedback. The plan might include assigned JIC staff to evaluate news media reports.  Other JIC staff might be assigned to contact influentials for telephone interviews.

Step 7 is to incorporate feedback results into JIC operations.  The community feedback as documented should be used to help prepare updated or revised crisis messages, to evaluate community perceptions or concerns, and to identify new community information needs.  The results from media content analysis might identify requirements to correct factual misstatements.

Step 8 is to review and evaluate feedback results.  Community feedback results from influentials and other community members can help evaluate the overall success of the JIC effort for specific incidents.  The community feedback results can be incorporated into the after action report for the incident.

Section 3

Community Points of Contact

When should community points of contact be identified?

Some response agencies pre-plan the actions that might be taken during an emergent situation.  The pre-planning should involve identifying community points of contact and determining baseline evaluation of community information needs.

Who are the usual community points of contact?

The community points of contact are also known as community members, community publics, community stakeholders, or the affected community.  The community points of contact include the persons who live, work, or have an interest in events occurring at a specific location.  Often these persons reside in the proximity of the location. 

In addition, the points of contact can include those persons who evaluate the issue or situation as having an impact on their values.  An example might be environmental activists who respond to all oil spills, irrespective of their geographic location.

Community points of contact include, but are not limited to, the following:  local, state, and federal elected and appointed officials; civic, business, and economic group representatives; neighbors, social groups, social agencies, and public health groups, interest groups for environmental, economic, and business issues; local, regional, and national media.

Appendix 1 provides a general list of potential community publics that should be considered during any specific emergent situation.

Who are the influentials?

Influentials or opinion leaders are the small group of community members who make or have important impact on community decisions, attitudes, or behaviors.

A community member might exert influence by virtue of their position or rank within an important organization.  Some community members exert influence based on their perceived power or their extensive network of community contacts.  Some community members have organizational authority to make decisions and thus are influential.

Finally, some community members have an established reputation for participation in community issues.  Their influential effect is based on their knowledge of issues, their ability to be involved, and their actual participation and interaction.  

What is self-identification?

Self-identification involves the community members becoming involved in environmental, health, or safety issues by participating in public meetings, being impacted by ongoing issues, or submitting comments or requesting assistance.  Their involvement helps to identify them as important community members.

What is third party identification? 

Third party identification involves obtaining feedback from other response agencies, other affected community members, or opinion leaders.  JIC or Liaison Officer staff who have worked with the local community previously usually have work experience or knowledge about community points of contact. 

What are other methods to identify community points of contact?

Lists of groups or individual community members can be obtained from the yellow pages, chambers of commerce, city directories, direct mailing lists, and contract researchers.  Most yellow pages list numerous categories of potential community contacts.  The listing for “mailing lists” includes contract researchers who have or can prepare lists for specific community groups or issues.

Maps provide a basis for geographic definition of the affected community.  Historical analysis considers lists of prior participants, correspondence files, media content analysis, and library files on past issues.  

Appendix 1

List of Publics

Community Publics

Community media

· Mass

· Specialized

Community leaders

· Public officials

· Educators

· Religious leaders

· Professionals

· Executives

· Bankers

· Ethnic leaders

· Neighborhood leaders

Community organizations

· Civic

· Service

· Social

· Business

· Cultural

· Religious

· Youth

· Political

· Special interest groups

· Other

Government Publics

Federal

· Legislative branch--

Representatives, staff, committee personnel

Senators, staff, committee personnel

· Executive branch--

President

White House staff, advisers, committees

Cabinet officers, departments, agencies, commissions

State

· Legislative branch--

Representatives, delegates, staff, committee personnel

Senators, staff, committee personnel

· Executive branch--

Governor

Governor’s staff, committee personnel

Cabinet officers, departments, agencies, commissions

County

· County executive

· Other county officials, commissions, departments

City

· Mayor or city manager

· City council

· Other city officials, commissions, departments

Consumer Publics

Company employees

Customers

· Professionals

· Middle class

· Working class

· Minorities

· Other

Activist consumer groups

Consumer publications

Community media, mass and specialized

Community leaders and organizations

Special Publics

Media consumed by this special public

· Mass

· Specialized

Leaders of this special public

· Public officials

· Professional leaders

· Ethnic leaders

· Neighborhood leaders

Organizations composing this special public

· Civic

· Political

· Service

· Business

· Cultural

· Religious

· Youth

· Other

Public Health Publics

Local health educators

Local physicians

Public health nurses

Community health workers

Unlicensed health professionals

Members and volunteers of voluntary health agencies

Clients of health related services
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