Instructor Guide—Emergency Management Operations Course



Unit 16

Internal EOC Communications
TIME:  45 min

OBJECTIVES:

At the conclusion of this unit, participants will be able to:

· Understand the process of handling incoming and outgoing messages in the EOC.

SCOPE:

· Message format; message display; message logging; message flow.

METHODOLOGY:


· Lecture/discussion

INSTRUCTOR QUALIFICATIONS:

· The presenter should be familiar with EOC operations regarding internal and external methods of communications. Experience developing or using various forms of message management is preferred.
EQUIPMENT/MATERIALS NEEDED:

· Instructor Guide

· Student Manual

· Course Agenda

· Participant List

· PowerPoint visuals 16-1 thru 16-9

· Acetate visuals 16-1 thru 16-9 (backup)

· Overhead or computer image projector (with spare bulbs)

· Screen

· Slide projector (if 35 mm slides are added)

· VCR/TV monitor(s) (if video(s) are added)

· Extension cords and surge protection

REFERENCES:

· Course Instructor Guide

· Course Student Manual

NOTES:

A suggested time plan for this unit is as follows:


Introduction and Overview


  5 min


Message Format



  5 min


Logging of Messages



  5 min


Incoming and Outgoing Messages

10 min


Message Flow Procedures


10 min


Message Display



  5 min


Summary and Questions


  5 min

Total:

45 min

INSTRUCTOR NOTES

Unit Time: 45 min

Topic Time: 5 min

SM: 16-2

Visuals: 16-1, 16-2, 16-3

Topic Time: 5 min

SM: 16-2

Visual: 16-4

Topic Time: 5 min

SM: 16-2

Visual: 16-5


CONTENT/ACTIVITY

Introduction and Overview

At the conclusion of this unit, participants will be able to:

· Understand the process of handling incoming and outgoing messages in the EOC.

Remind students that the EOC is where decisions are made. In order to make effective decisions, decision makers must be able to receive, act on and respond to information.

The EOC should be configured to promote and facilitate face-to-face communication with managers who must frequently share and act on information. As you learned earlier, intra- and inter-agency problems are created when there is a lack of communication prior to an emergency —i.e., the key players and their emergency response missions are not known or identified and everyone believes their specific agendas or interests are the most important. This can be prevented by having clearly delineated roles and responsibilities that are written in SOPs.

Message Format

Procedures must be in place to ensure that messages are delivered to the right person, on time, and correctly. Communications can be facilitated through the use of standardized message forms.

Briefly discuss the message format used in the jurisdictional EOC. Cover the different sections of the form.

Logging of Messages

A communications message is one that requires communication support such as radio, 

INSTRUCTOR NOTES

Topic Time: 10 min

SM: 16-3

Visual: 16-6

Topic Time: 10 min

SM: 16-3

Visual: 16-7


CONTENT/ACTIVITY

telephone, or facsimile machine for transmission.

Some formal system must be in place to ensure that all communications messages are received, directed to the right agency, acted on, and filed. A standard policy of writing down every major problem received from a nonstandard source (telephone, personal contact, or observation) and forwarding it to the message control desk should be included in the SOP.

Incoming and Outgoing Messages

For example, you could use an SOP that clearly defines message handling procedures or you could use a message flow chart that depicts the incoming and outgoing message flow:

· Incoming: message between or among agencies operating within the EOC.

· Outgoing: message received from or sent to any person or organization outside the EOC.

Message Flow Procedures

In developing information handling procedures for the internal Communications Procedures SOP, consider the following:

· Speed—The communications procedures should be designed so that information can be promptly assessed and relayed to the appropriate parties. Rapid dissemination contributes to quick response and effective decision making during the emergency.

· Appropriate distribution—Make sure procedures are in place to ensure that the right person gets the right message at the right time.

INSTRUCTOR NOTES

Topic Time: 5 min

SM: 16-3

Visual: 16-8

Topic Time: 5 min

SM: 16-3

Visual: 16-9


CONTENT/ACTIVITY

· Permanent record—Develop a mechanism to permanently record messages.

Review any policy or procedures for your EOC.

Message Display

Briefly discuss how information is displayed in your EOC. Go over each board and review the information required for each. Discuss who is responsible for updating the information on displays.

Summary and Questions
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