
Communicating with the Public 
During a Local Emergency  

David Zook 

Nibley City Manager 



Nibley in the News 








Nibley Map 

 https://www.google.com/maps/place/Nibley,+UT/@41.6715475,-
111.836874,12.99z/data=!4m2!3m1!1s0x87547ff1cb3959b9:0x3c54846
5ba1c7662 
 

https://www.google.com/maps/place/Nibley,+UT/@41.6715475,-111.836874,12.99z/data=!4m2!3m1!1s0x87547ff1cb3959b9:0x3c548465ba1c7662
https://www.google.com/maps/place/Nibley,+UT/@41.6715475,-111.836874,12.99z/data=!4m2!3m1!1s0x87547ff1cb3959b9:0x3c548465ba1c7662
https://www.google.com/maps/place/Nibley,+UT/@41.6715475,-111.836874,12.99z/data=!4m2!3m1!1s0x87547ff1cb3959b9:0x3c548465ba1c7662




1st Complaint April 
21st 10:00 PM 

2nd Complaint April 
22nd 11:00 AM 







Not Vin Diesel in the Water 





Initial Response and Notices 

 Emergency Staff Meeting - (Google Drive Folder) 
 Website 
 Community Alert System 
 Social Media – FB, Twitter (Hashtags) 
 Press Release (have draft and contact list) 
 Radio and Newspaper 
 Schools, Daycare, Churches, Businesses 
 Mayor & Council 
 Other Cities 
 State and Federal Agencies 
 



Do Not Drink Order 

 







First Contact with TV News Media 

 Within minutes of announcement 
 Do interviews when you are ready 
 Mayor or Manager as Spokesperson 
 PIO vs Spokesperson – 2 people 

 Onslaught of media contacts began 
 Keep log of reporters with their number and email  
 PIO Assistance 
 Monitoring TV and Radio, Google Alerts, Social Media 

 Logan Regional PIO – social media 





Managing Citizen Inquiries 

 Sharing updates with staff so they had latest, 
accurate info 

 Answering phones and helping walk-ins 
 Log for citizen inquiries on Drive or other CRM 

software 
 Responding on Social media 
 Respond to every inquiry, rumor, complaint 
 

 



 



Keeping the Public and Council Informed 

 At least daily updates on web  
 At least daily situation summaries to council (emails) 
 Frequent FB Updates 
 Church volunteers passing out flyers  
 Announcements in Churches on Sunday 
 
 Spanish-speaking residents – print, radio, churches, 

phone, web 



Keeping Residents Informed 

 



Community Alert System 



 



Facebook Value 

 







Total Page Likes 

• April 21: 313 Likes 
• May 6:   688 Likes 



FB Insights 



Paid FB Ads 



Help from Business Community 





Maintaining Public Relations 

Providing water to residents 
watering stations 
tanker 
bottled water 

initial rush, reserved for frail 

Water to schools 







Water for Residents 

 



Water for Schools 



 
 
 
 
 

Flushing Homes-normal peak 300 gpm 



 
 
 
 
 

Flushing Homes - Peak 1500 gpm!!!!!!!! 



Public Relations Repair 

 Thank you event  
 Commemorative coin – campaign ribbon 
 Waived water bills 
 Paid partner agencies/delivered checks 
 Follow-up newspaper article 
 Thank you letters from residents 
 Visits 
 



Thank You Coin 



 



Thank You Visits 



Key Takeaways 

1. Plan Ahead – roles, training (NIMS, IT), supplies, 
press releases and contact lists (esp. media & 
elected officials) 

2. Record and Share info with staff – media inquiries, 
status updates 

3. Talk to media on your terms, when you are ready 
4. Monitor Media Reports 
5. Have dedicated PIO, or PIO support person 

1. Build PIO relationships before the emergency hits 

6. Keep elected officials and public informed 



Key Takeaways(cont) 

7. Respond to all inquiries and rumors, complaints 
etc. 

8. Use Social Media (esp. FB) 
1. Give residents things to praise or celebrate on social media 
2. Use ads, track data, use frequently, establish hashtags 

9. Use other resources (other agencies, residents, 
businesses) and make sure you have good 
relationships with them beforehand 

10. Take pictures and videos 
11. Say thank you 

 



Questions 
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