ame Of INcCnes

Doing the little things to prepare for a crisis

Michael Richards
Executive Director, Government Relations and External Affairs GUNDERSEN
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Goal Today

A Steps to take to prepare for a crisis

A How to engage senior leadership

A Why it’s important to have statements ready
A Who internally you need to know

A Leveraging your co-workers

GUNDERSEN
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Preparation
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Key Principles

A Employees shouldn’t be surprised
A We tell the truth, always

A We admit our mistakes
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Riskinventory Process

A Identify Risk

A Categorize the Risk
A Provide examples

A Solutions to minimize
A Ideas for Responses
A Educate

A Leadership Buy-In

GUNDERSEN
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Leader

Liaion -
Officer

P UDIIC

Information

Officer
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Who' s
How will you connect?

Crisis Communication — Corporate Communications Call List

On

If vou can’t reach the next person on this lst, proceed on until yvou reach someone, tell them who's been missed and ask them to keep trving.
People in the first row will be the “first team™ in If there is a major disaster, other staff will be contacted.

t he

-

Michael Richards .
Mark (FYT) Ext. B R Chris
Ext. C: 608 3862287 |* > Ext.
C- H C:
Pamela
Ext.
C:
Adam Brian
Pamela will activate Marketing Ext. Ext
calling tree when necessary. C: C:
Calling tree onreverse side.
Marna EX;_'. — Neil Anne
Ext. E? u:’a Ext. Ext.
C: é C: C:
Kevin Alison Brian Janet il
Ext. Ext. Ext
C- o Ext. - Ext.
’ C: C.' C:

Incident Command (ACR): xxx. plus xxx, 93, 94, 95. 96 & 97 for internal First tier —Highest prierity
calls; xpoxx for incoming external calls Second tier - priority

Medical Media (if needed): Third tier — Alert if help needed is likely
Paul, ext. C: Fourth tier — Called if major incident

GUNDERSEN
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Anyone else?

A Legal/Compliance

A Human Resources

A Security

A Facilities

A Subject matter experts

A Senior Leadership/Boards

GUNDERSEN

HEALTH SYSTEM.




Message Intake

\ Senior Leadership Initiatives /

\ Department / Marketing Requests /
\ Crisis Communication /

Media Requests

Corporate Communications
‘Z}.‘\Q AST
087' Boards
N2 MTE | MASN

Dept. Email
Dept. Chair | Managers Mtg

Gundersen News
Gladiator | All-User Email | Bridges

Keeping You Informed | MedLink News| Feedback Board

Patient After - Visit Summaries | MyCare

Digital Signage | Posters/Flyers

| Overhead Page

Local, Regional and National Media (TV, print, radio) | Social Media | Video

gundersenhealth.org | gundersenenvision.org | essentialhealth.org | togetheragainstbullying.org

Regional partner websites | Great Rivers 2-1-1 | mch-hotlines.org | gundersenhhealthplan.org

NCPTC website | Ashley Wellness Center website G U N s
HEALTH

RSEN

STEM.

rade publications

Gundersen Lutheran Yedical Center, Inc. | Gundersen Clinic, Lt-(lj-. l Gundersen Magazme

| “It’s Personal” radio program




What do you have to work with?

Richards, Michael D Logout

Gladiator suworasens mreaner

m CORPORATE REFERENCE

Survey Participation Rates (Excel KS 3 Great Place - Corporate
My MeasuresiLET (Fasterin Chrome Measure

Repository (Faster in Chrome 15t Yr Vol Turnover Rate - select dept

Published 8PR Recognition : Percant of Staf receiving R EW.ARD. (¥TD)

Demand/Capacity
How 1o Use Medical & Associats Engagement hean

125,000 Acts of Caring

To mark our 125th anniversary,
employees and volunteers are
asked fo report acts of caring

Love helps
< heal all wounds.

Search

INTERNAL SITES EXTERNAL SITES GUND U/HR KS4 CALENDARS

Gundersen Health
Go on a call with Gundersen Tri-State
Ambulance and @news8news for

#EMSWeek2016 goo.gl/Zp8guV

Engagement-Quartile-4Hi

Engagement Mean
consin

Employee Recordable Injury Rates YTD

® 0000

Progress towards our goal

JOINT COMMISSION CONTI!

Where is the closest fire alarm?
Know where to find the nearest
fire extinguisher.and fire pull station

I Featured Links

Bring Your Own Deviee
Epic Education
Project Intake
Windows 7 Education

GUNDERSEN
HEALTH SYSTEM.

Where Caring Meets Excellence

our b‘

GUNDERS

Are you continually ready? HEALTH SYS1

Timeline  About

e Liked v Ml W Message

Book Now

Photos  ContactUs  More ~

status 2] Photo / Video -

Post as yourself or as one of the Pages you

- manage.
@ Gundersen Health System

Take a moment to remember those who died while serving our country and
protecting our freedom

emorial Day

<

Our System

MyCare Patient Login
Patients & Visitors
Health & Wellness
Education & Research

Make a Gift
< Employment
Frop inical Resources S EALTHY KIDS
Contact Us
Anatomy TV Gundersen calendar Search by Name INCLUDES AYEARLY CHECK-UP
Cancer Clinical Trials photo contest winners LastName Our Services
B Schedule today! BCDEFGH I
Find a Doctor Find a Location BB Ciasses/Events

Gundersen Lutheran Medical Center, Inc. | Gundersen Clinic, Ltd.

WXOW: Gundersen holds open house for new residence

housing

‘Gundersen Health Plan and Unity Heath Plans Insurance
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Be Methodical
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;.'ﬂian of Action Tactics

Name:

Communication Plan

Accountable Expected Status/Comments

Internal Communication

Spokesperson:

Person Completion

AST

Boards

Managers

Medical and Associate Staff

All-user

Gladiator

Bridges

Gundersen News

Talking Points

Other




Plan of Action Tactics Accountable Person Expected Status/Comments

Completion

External Communications
Spokesperson: Officer of the Day:
s Media
o Mews Release/Statement
o Talking points for interviewee

¢ Patients
o Phone call
O Letter
o Signage
o Digital Signage

s General Public
o Social Media
= Web
=  Facebook
= Twitter
=  QOther

s Other

Executive sign off:

GUNDERSEN
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Create Holding Statements
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ldentify Spokesperson
Train, Train, Train, Train

WI"UU‘W'I_' ALALTH 3T
WAL §Y -

EN QuI
S ﬂ;N G_EJEQE&?‘E.!‘ GN?ISYBE&?(M. HEAI
I;}.‘ioiﬂ;g" UDERSEN  GUNDERSEN GUNDERSEN

HIALTN SYSTEM, HEALTH SYSTEM.

AU TVIMIR

DERSEN GUNDERSEN GUA

W EYSTIN, HEALTH SYSTEM, HEAL

GUNDERSEN GUNDERSEN

HEALTH SYSTEM, HEALTH SYSTEM.

GUNDERSEN  GuN

HEALTH SYSTEM. HEAL)

GUNDERSE

HEALTH sy TEM,

: AFS_E" GUN|

HEALY

“%';‘VSYCUN,

e

GUNDERSEN
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Scenario Planning

A Formal

I Table top exercises
I Bring in “media” to prepare

A Informal
| Staff meetings
I Sharing stories from the news
I What works/what doesn’t

GUNDERSEN

HEALTH SYSTEM.




Blocking and Tackling

A Storage of documents/remote access
A Location prep/assessment

A Availability check-ins

A Review of media lists

A Social listening/trends

A Regular channel audits

A Benchmark

GUNDERSEN

HEALTH SYSTEM.




The Event
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You’ve pl anned

A Take every incident seriously
A Safety is # 1
A Understand.....

I The facts/situation
I What/who are you up against?
I Who are your allies?

A Does it warrant a full command structure?

GUNDERSEN

HEALTH SYSTEM.




Activate Crisis Command

Important Steps

A Notify team members

A Build messages/FAQs

I What you are doing
I Future plans

A Prepare messenger

A Determine channels

A Communicate to staff
A Go public with message
A Adjust as needed

A Document response

GUNDERSEN
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wxow
21 hrs - &
Pulling out one piece of an integrated system. as the nation’s payment

structures are changing and the care of patients are changing. is really
misleading.” Dara Bartels, Chief Financial Officer at Gundersen said.

Gundersen responds to Johns Hopkins study on

profitability

A new study released in the Journal of Health Affairs shows Gundersen as the most
profitable hospital in the country.

HTTPZ//WWW.WXOW.COM | BY GINNA ROE

oe Like ® Comment # Share -

O o

(O]

MmmanﬂeadhgarﬁdehtheMaymd
airs is our position as a high quality, integrated health
system that values continuous examination of expenditures, reduction of waste
and reinvestment in the communities we serv... See More
Like - Reply -&»3 - 18 hrs
'_=-A‘ Tina Pohiman Let's talk about that HOTEL. that should be a Ronald
= McDonald like house but won't be. Money, money. money. | could go on
about my mismanaged care but Mayo is worse. You can put lipstick on a
Ppig. it is still a pig. A greedy pig.
Like - Reply - & 3 - 14 hrs - Edited
- We Shee Shee Now what Yeah sure ok i think your Business just got
busted on over costing everyone even insurance company’s i for one
am glad its out there now maybe somebody will put a stop to over
costing poor sick people! And help them even if there isnt S to them for
the help compassion respect helping they neighbor dees anyone know
what that is anymore? Gunderson Health Care Systems!
Like - Reply - 3 hrs

- Write a reply...
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Post Event Analysis
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Always Learn

A Huddle/Regroup
I What worked, what didn’t?
| Develop/follow-up on action items

A Report out to leadership
I Share the successes
| Point out challenges/resource needs

GUNDERSEN
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prepare
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Questions?

Michael Richards
mdrichar@gundersenhealth.org
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