<Job Action Sheet

Rumor Control

Rumor Control

Mission:  The Rumor Control staff report to the Communications Lead.  The Rumor Control staff is responsible for activating, monitoring, reporting on and managing the Information Line, and providing phone scripts and information to Information Line staff.  The Rumor Control staff is also responsible for reporting common calls, frequently asked questions or rumors to the Communications lead and the Rapid Response staff. 

and updates to all members of the public, including special populations. 
	Immediate (Operational Period 0-2 Hours)
	Time
	Initial

	Receive appointment and situation briefing from Communications Lead
	
	

	Review objectives with Communications Lead
	
	

	Read this entire job action sheet, review EOC and JIC org charts
	
	

	Work with Communications Lead to establish an incident “Information Line”
	
	

	Work with Rapid Response team to ensure information line number is widely distributed to public through media releases
	
	

	Develop a call log system to monitor call volume, key issues, misinformation and rumors
	
	

	Activate call center as requested
	
	

	Staff call center
	
	

	Conduct call center training for staff and volunteers
	
	

	Provide call center staff with information approved by Lead PIO
	
	

	
	
	

	Intermediate (Operational Period 2-12 Hours)
	Time
	Initial

	Monitor call logs to determine frequently asked questions, common concerns, rumors, misinformation, and missing information
	
	

	Provide call log reports to the Communications Lead and Rapid Response Team for action
	
	

	Provide call center staff with phone scripts based on information approved by Lead PIO 
	
	

	Provide phone scripts to other agency call centers as requested
	
	

	Record accurate, timely, consistent scripted messages on recorded information line
	
	

	Work with Access/Functional Needs Liaison staff to translate phone scripts into other languages as needed
	
	

	Secure additional staff for call center
	
	

	Ensure call center staff take frequent breaks and maintain personal health and safety
	
	

	Ensure call center staff operate within their scope of work
	
	

	Handle difficult callers
	
	

	Brief Communications Lead on activities, progress and needs
	
	

	
	
	

	Extended (Operational Period Beyond 12 Hours)
	Time
	Initial

	Work with Communications Lead to assess long term key partner and stakeholder needs and organize resources to meet those needs
	
	

	Sustains and secures staff for the call center as necessary
	
	

	Continues to monitor call logs
	
	

	Provides updated call log reports to the Communications Lead and Rapid Response Team
	
	

	Ensures call center staff take frequent breaks and maintain personal health and safety
	
	

	 Maintains up-to-date phone scripts to distribute to call center staff 
	
	

	Maintains up-to-date phone scripts to distribute to other agency call centers as requested
	
	

	Brief Communications Lead on activities, progress and needs
	
	

	Ensures recorded information line has current information
	
	

	Evaluate the effectiveness of activities and alter as necessary
	
	

	Ensure personal physical readiness through healthy food choices, drinking water and taking occasional breaks for rest
	
	

	Provide detailed status report and materials to relief staff at shift change
	
	

	
	
	

	
	
	

	
	
	

	Deactivation
	Time
	Initial

	Debrief with immediate supervisor
	
	

	Notify PICC staff of deactivation
	
	

	Work with Lead PIO to host debriefing of PICC staff
	
	

	Gather all paperwork from PICC staff
	
	

	Ensure all PICC staff sign out
	
	

	Return all equipment and supplies to immediate supervisor
	
	

	Complete evaluation tool if provided
	
	

	Complete all paperwork and turn it in to immediate supervisor
	
	

	Sign out
	
	


Date:		Start:		End:		Report to:					


Print name:						Agency:					


Command Ctr Location:					Radio title:		Fax:		


Telephone:			Cell/Pager:			Email:				


Shift change to:							Initial at transfer:		
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