CRISIS COMMUNICATIONS
STRATEGY
2020-23

Delivering a Gravesham to be proud of

CONTENTS

INTRODUCTION

03

W H E N A N D H O W T O I N S T I G AT E
T H E C R I S I S C O M M U N I C AT I O N S
PROCEDURE

04-05

• Emergency contact details
• Cascading
• Primary and alternative work places
• Pre-prepared holding comments

MEDIA MANAGEMENT
• Liaison with partner organisations
• Spokespeople
• Social media protocols
• Post incident

06-08

INTRODUCTION
The communications team is responsible for building and
protecting a strong and trusted brand for Gravesham Borough
Council.
The aim of this strategy is to provide a framework procedure
to protect the council’s brand in the face of developing
incidents that may cause harm and/or suffering to our
residents, businesses, visitors, colleagues, stakeholders or
partners.
No two incidents requiring the instigation of this plan will
be the same. Responding to developing issues will require
flexibility, adaptability, and cooperation with elected members,
fellow officers and partner organisations.
By following the structure set out in this strategy, the
communications team will be able to effectively manage
the release of information into the public domain in such a
way that damage to the council’s brand and reputation is
minimised and trust in its elected members and officers is
maintained.
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WHEN AND HOW TO INSTIGATE THE
CRISIS COMMUNICATIONS PROCEDURE
Incidents requiring the instigation of the council’s Crisis Communications procedure will be many,
varied and unpredictable.

Emergency contact details
Primary contact:

They could include, but are not limited to:

Communications Manager
Andy Rayfield
Primary mobile: 07909 933164
Secondary mobile: 07516 452905
Fire

Flood

Severe
weather

Home: 01732 873613

Cyber
attack

Secondary contact:
Senior Media and Sponsorship Officer
Sarah Knight
Mobile: 07876 393573

Public transport
accident

Public protest

Chemical or
industrial
incident

Essentially, any incident that presents a threat to the brand and reputation of Gravesham
Borough Council constitutes a possible reason to instigate the Crisis Communications
procedure.
This should be done by alerting the communications team using the contact details on the right.
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Cascading
Communications lead officer to alert
Chief Executive, Duty Director, Directors
and Council Leader to incident where
appropriate.
Directors to cascade to relevant officers
within directorate as appropriate.
Council Leader to cascade to relevant
Cabinet Member(s) and other Members as
appropriate.

Primary and alternative work
places
The primary location for the coordination
of a Crisis Communications response
will be from the Communications Team’s
area on the fourth floor of the Civic
Centre.
In the event of access to the Civic Centre
being unavailable or restricted, the
secondary location will be Brookvale
Depot.
Consideration will also be given to the
communications lead officer operating
from home if the incident occurs
out-of-hours.
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Pre-prepared holding comments
Template holding comments are available
in the Crisis Communications folder on
the PRComms drive.
These have been approved for use
and are designed to provide a prompt
response to media inquiries, leaving time
for the communications lead officer to
work with officers to establish details of
any developing incident and draft fuller
responses where appropriate.
The communications lead officer is
responsible for updating the chosen
pre-prepared comment to make it
relevant to the reported incident and
issuing to media on request.
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MEDIA MANAGEMENT
All media inquiries and requests for interview are to be referred to the communications lead
officer.
Suitably updated pre-prepared holding comments to be issued on request and if appropriate.
Communications lead officer to log all inquiries and interview requests and responses given.
Communications lead officer
to draft subsequent detailed
statements and/or press releases,
approve via Chief Executive, the
appropriate Director, Leader of
the Council and/or appropriate
Cabinet member and issue to
media.
Communications lead officer to
prepare briefing for spokespeople
ahead of media interviews and
accompany them during interviews.
Communications lead officer
to liaise with Chief Executive,
Directors and Council Leader re
need for press conferences and
lead on organisation of these as
required.
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Liaison with partner organisations
Where partner organisations are involved
in incident response, the communications
lead officer will work with those
organisations to establish which will lead
on communications and to coordinate
media and social media messaging.
Partner organisations could include, but
are not restricted to:
•

Kent Police

•

Kent Fire and Rescue Service

•

South East Coast Ambulance Service

•

Maritime and Coastguard Agency

•

RNLI

•

Port of London Authority

•

Tilbury Port Authority

•

Highways England

•

Southeastern

•

Arriva

•

UK Forces
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Spokespeople

Social media protocols

The communications lead officer will
identify relevant spokesperson/people in
consultation with Chief Executive and/or
appropriate Director, and Council Leader.

At all times officers responsible for posts to council social media channels should
be aware that media and the public will be monitoring those channels for news and
information relating to ongoing incidents. For that reason, posts to those channels
will be restricted to those comments, statements and releases as approved and
issued to media.

Communications lead officer to provide
nominated spokesperson/people with
full briefing, details of statements and
releases issued to media, bullet points
summarising events as known, and
updates of developing situations.
Communications lead officer to hold
debrief with spokesperson/people
immediately following media interviews.

Details of the developing incident and subsequent updates will also be shared via
our www.gravesham.gov.uk and news.gravesham.gov.uk websites, with social media
messaging providing links to the relevant page on both sites.
Direct messages and queries to council accounts will be answered where possible
and by referring to approved council media comments, statements and releases.
Information received that is relevant to the council’s response to the incident in
question should be forwarded immediately to the relevant officer.
As the incident develops,
social media channels will
carry approved council media
comments, statements and
releases and should adopt a
reassuring tone.
Once the incident is confirmed as
at an end, a final update should
be shared promptly via all social
media channels that have been
carrying updates.
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Post incident
The Communications Manager, Leader
of the Council, Chief Executive, relevant
Cabinet Portfolio holder, relevant
Directors and officers will take part
in a post incident debrief as soon as
is practical following the end of the
incident.
The debrief will cover the council’s
response to the incident, any
deficiencies identified in that response
and investigate measures to rectify
deficiencies.
Where necessary this Crisis
Communications plan will be updated
to address issues identified in the post
incident debrief.
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