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Key Communication Issues 
“The ability to provide accurate, 
timely and actionable information 
during a crisis requires careful 
planning and redundant forms of 
communication using available 
tools including mainstream and 
social media, as well as having the 
cooperation of those directly 
involved in managing the crisis to 
provide insight and perspective.” 
 
From the “LAX Active Shooter Incident and Resulting Airport Disruption: A 
Review of Response Operations” report, March 18, 2014 
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Breed Distrust 
Want to breed public distrust of the police 
and law enforcement?  
• Withhold basic information and let rumors run 

rampant in coffee shops and on social media 
sites. 

• Appear unorganized and ignorant of basic 
protocols, such as which agency is actually in 
charge of public information. 
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Breed Distrust 
• Adopt a "nothing to see here" approach when 

the whole darn town knows (and sees) 
otherwise. 

• Disregard state law, which states that agencies 
are required to provide information in these 
types of incidents, including a chronology of 
events as well as initial offense report 
information showing the offense, date, time, 
general location, officer and a brief summary of 
what happened. 

March 3, 2015 
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Setting the Stage 

If the police want to 
set the stage for 

innuendo and 
rumors to run 

rampant, this is 
certainly the 

formula. 
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Radically Transparent 
Police departments, particularly their 
internal investigations, should be radically 
transparent. Evidence audits, ledgers, and 
all internal communication — all of it — 
should be subject to public review. The 
police work for us, and they require our 
oversight. 
 
From the National Review 
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Transparency is Key 
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Transparency Praised 
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Prosecutors and Video 
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Early Communications 
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Proactive Communications 
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Proactive blog post 
as well as frequent 
commenting and 
answering questions 
to engage the public 



Be Personable 

Police Review Commission -- Communications Subcommittee 

If you’ve listened to any of our podcasts, you 
already have a good sense of the behind-
the-scenes banter that takes place between 
Sgt. Jaeger and Shino, as well as those 
highlighted within the department. Why 
does this matter? Because one of this Unit’s 
goals is to demonstrate the depth and 
breadth of your department. 

Facebook 
posting is 
fun and 

engaging 

http://mountainviewpoliceblog.com/category/podcasts/


Officer Involved Shooting 
The Dallas, Texas Police Department provides Officer Involved 
Shooting (OIS) Information on its website 
• To provide greater transparency, the Dallas Police 

Department looks to share any information available with 
the community when an officer is involved in a shooting.  

• This process of transparency begins at the scene of an OIS 
shooting with press briefings and social media 
communications and continues with additional updates as 
information becomes available.  

 
We believe that this is an expectation of the community that 
will increase trust and legitimacy in OIS investigative process. 
www.dallaspolice.net/ois/ois.html  

Police Review Commission -- Communications Subcommittee 

http://www.dallaspolice.net/ois/ois.html


Dallas, Texas Police Chief David Brown 
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Initial 
release in 
less than 
24 hours of 
shooting 
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Shooting occurred on May 5, 11:50 
p.m. 
 
News release issued on May 6  
 
Release was updated five days 
later on May 11 with the officer’s 
name and serial number 
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Shooting occurred 
on May 19, 2015 
 
Numerous media 
stories on the 
shooting in 
Arlington Co., Va. 
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No news release from 
Arlington County Police / 
Government – but PD did 
tweet three times 
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News release on June 2 
Officers not identified 
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Shooting occurred 
on May 19 
 
Arlington County 
Police identified 
officers on June 5 
– but no news 
release posted 
online – only a 
news report from 
The Washington 
Post 
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The Press Conference 
“Omaha Police Chief 
Todd Schmaderer 
delivered an almost 
perfect press 
conference that 
should be studied by 
PR professionals as a 
terrific example of 
how to communicate 
in crisis.” 
Source: Mr. Media Training 

• He Struck The Perfect Emotional Tone 
• He Treated The Media As An Ally 
• He Was Completely Open 
• He Got In Front Of a Potential Controversy 
• He Conveyed a Sense of Complete Competence 

https://www.youtube.com/watch?v=pun2K52TO1s
http://www.mrmediatraining.com/2014/09/02/a-perfect-example-of-a-great-press-conference/


Civilian PIO or Uniformed PIO 
• “It is difficult to ask someone that has been used to 

keeping information to themselves as they work a 
case, to then share it with members of the media.”  

• “It is a completely different mind set. We thought it 
would be easier to train someone with a media 
background on police policies because they know 
exactly what other media outlets need as far as 
what information can be released. I think it allows 
us to get more information out to the public.” 
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Police Chief A.J. Gary, Conway, Arkansas Police Department 



Civilian PIO or Uniformed PIO 
• “Prior … we have had three officers in this job in 

the past four years, which is a lot of turn over. 
However, people get promoted or they are moved 
to different departments as they are needed, 
which means we are training someone new every 
year.” 

• “She knows she isn’t going to be promoted to a 
higher rank or be re-assigned so it allows her to 
focus on getting information out so the public 
knows what is going on.” 
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Police Chief A.J. Gary, Conway, Arkansas Police Department 



Alexandria, Va. 
• The Public Information Office (PIO) / Media 

Services Unit of the Alexandria Police Department 
are “dedicated and highly trained individuals who 
understand the importance of using the media as 
a valuable resource to keep the public informed of 
the Department’s activities.”  

• The PIO is staffed by a civilian Commander and a 
civilian Public Information Officer with the help of 
three volunteers that work on a part-time basis. 
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U.S. Census Bureau population estimates (2014) for city of Alexandria: 150,575 



Columbia, Missouri 
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Arlington County (Va.) 
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Open Data 
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• The Pew Research Center recently released 
a report that explores Americans’ views of open 
government data.  

• Many Americans hope that increased data 
transparency will aid journalists, make officials 
more accountable and improve decision 
making.  

http://www.pewinternet.org/files/2015/04/PI_OpenData_042115.pdf


Open Data 
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• Few think that government at the local, state, 
and federal levels are doing a great job of 
providing useful data. 

• Only 5 percent of Americans say that the 
federal government and state governments are 
very effective in sharing their data. Local 
governments fared slightly better with 7 
percent of Americans saying they are very 
effective in sharing data. 



Open Data 

Police Review Commission -- Communications Subcommittee 

• Last December, President Obama launched the 
Task Force on 21st Century Policing to better 
understand specific policing challenges and help 
communities identify actions they can take to 
improve law enforcement and enhance community 
engagement.  

• Many of the Task Force’s recommendations 
emphasize the opportunity for departments to 
better use data and technology to build 
community trust. 

https://www.whitehouse.gov/blog/2015/04/09/using-technology-and-data-improve-community-policing-police-data-initiative


Open Data 

Police Review Commission -- Communications Subcommittee 

• Local police departments and other participants 
are responding first to recommendations from 
the Task Force within two streams of work: 
– Using open data to increase transparency, build 

community trust and support innovation. 
– Better using technology, such as early warning 

systems, to identify problems, increase internal 
accountability and decrease inappropriate uses of 
force. 

https://www.whitehouse.gov/blog/2015/04/09/using-technology-and-data-improve-community-policing-police-data-initiative


Open Data 

Police Review Commission -- Communications Subcommittee 

The report includes 60-plus recommendations 
within six pillars: 
• Building Trust & Legitimacy  
• Policy & Oversight  
• Technology & Social Media  
• Community Policing & Crime Reduction  
• Training & Education 
• Officer Wellness & Safety 

http://www.cops.usdoj.gov/pdf/taskforce/Interim_TF_Report.pdf


Open Data 
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The White House 
has also launched 
the Police Data 
Initiative, 
mobilizing 21 
leading 
jurisdictions 
across the country 
to take fast action 
on concrete 
deliverables 
responding to the 
Task Force 
recommendations 
in the area of data 
and technology.  



Best Practices 
• Provide accurate, timely and actionable 

information. 
• Use redundant forms of communication. 
• Communicate both good and bad news. 
• Use multiple communication tools – both 

traditional media as well as social media. 
• Get “buy-in” and cooperation from all levels of 

the Department to be transparent. 
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Best Practices 
• Commit to not withholding information. 
• Control communications by being transparent 

with information. 
• Provide key details and news – before being 

asked for it by the media. 
• Make phone calls to key community leaders as 

soon as bad news breaks. 
• Hold community meetings early and often. 
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Best Practices 
• Use text messaging to alert the public, as well 

as specialized groups for notifications and 
updates of officer involved shootings. 

• Share news/details of ALL officer involved 
shootings in multiple ways – news conferences, 
media releases, text alerts, website postings, 
social media, etc. 

• Have an officer involved shooting Web page 
explaining process, procedures, results, etc. 
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Best Practices 
• Issue an immediate news release (within 24 

hours maximum) for any officer involved 
shooting with regular updates. 

• Provide the name of the officer as soon as 
possible, if not in the first news release, as well 
as the name of the shooting victim, etc. 
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Best Practices 
• Public information / public relations office 

(functions) report directly to the Police Chief. 
• Hire civilian public information officers to lead 

PIO offices. 
• Create a “community engagement team” 

within the Police Department to respond to 
community concerns and manage programs 
that create community trust and engagement. 
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Best Practices 
• Have the Police Chief be the official 

spokesperson for officer involved shootings. 
• All spokespersons should have media training. 
• Use open data to improve transparency of 

Police Department actions. 
• Study and implement recommendations of the 

President’s Task Force on 21st Century Policing. 
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Conclusion 

• Discussion 
• Questions 
• Recommendations 
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