


COMMUNITY INTERACTION/PUBLIC RELATIONS


The facility should always be aware of its reputation in the local community.  Interaction with the community provides opportunities to build trust and positively promote reputations in the community and in the media.  How facilities deliver its good news and credibly addresses its bad news impacts its reputation.  

The facility should strive to have a positive reputation in the community. 

COMMUNITY INVOLVEMENT

The facility should look for opportunities to be involved in community events so the public will become acquainted with the facility staff and more aware of the facility.  Potential community opportunities for enhancement of the facility’s image may include the following:

· The facility can look for opportunities to be involved in the community, i.e. booth in the local health fair, sponsoring ads in school papers, participating in job fairs, etc.

· The facility can invite various outside groups into the facility for events, i.e. high school choir groups to sing, local church groups to provide spiritual stimulation, local pet stores for pet therapy, support groups, etc.

· The facility can place articles in the newspaper regarding events at the facility, i.e. resident celebrating his/her 100th birthday, two residents marrying, Christmas party, etc.   The facility can also recognize its employees in the newspaper, i.e. employee of the month, employee with a long tenure, etc.

· The facility can participate in “Best Practice” opportunities.  These practices can be shared with other facilities and also published in the newspapers.  

· The facility can strive for an active and effective resident/family council.  

· The facility can host parties or gatherings for the family members and feature certain departments and demonstrate the department’s responsibilities.  Special Christmas or Valentine parties or a Mother’s and Father’s Day Tea with refreshments can be planned for the families.

The key to creating a good reputation in the community is to consistently maintain a positive appearance.

GRIEVANCES/COMPLAINTS

The facility’s reputation is also impacted by the way the facility deals with its customers regarding grievances and complaints.  The reaction and resolution by the facility staff to a grievance/complaint may be measured by the customer and oftentimes discussed in the community.  Therefore, the facility should address these concerns in a positive manner.   

MEDIA RESPONSE

The facility/corporation’s first step in preparing a media response plan is to designate an individual to be the central contact person for handling all media contact.  The individual may be a corporate staff member, if the facility is a member of a corporation, or the designee could be the facility administrator.   The individual should be trained on how to communicate with the media.  This individual should be identified and trained prior to a crisis.  This individual should have guidance from Corporate Counsel on appropriate responses as needed.    

· After designation of an individual to handle media response, the media response plan should then start with educating all employees. The employees should be trained to forward all anticipated and unanticipated media contact to the facility/corporate designee.   Each employee should have some knowledge on how to respond to contact from the media or other outside parties with special focus on the preservation of resident confidentiality.  If a situation occurs in which media contact is expected, the media designee may assemble the staff to advise them of the true facts of the situation, what corrective measures have been put into place and discuss resident confidentiality.  At this time, the employees should be reminded not to discuss any aspects of the situation and to immediately route any media contact or outside contact, (i.e. attorneys or family members), to the designee. 

· The designee should work with the facility administrator, if not the same person, during the media event and advise them on their role.  

Tips for dealing with the media:

· Have a media response plan

· Be prepared and educate all staff members

· Practice the media response plan

· Determine who should respond to the media - do not wait for a crisis to occur and then decide

· Contact Corporate Counsel for appropriate guidance.

· Deal with the crisis head-on.  Do not hide out.

· Respond to the journalist’s questions immediately.  

· Never lie.   Admit known facts only and explain how you are correcting the problem.  Admitting bad news gives you the opportunity to tell the story your way-- complete and with all the facts.  Do it quickly before someone else has an opportunity to put a biased slant on the situation.  The above response should be based on guidance from Corporate Counsel.  
· Rely on your facts of what you are doing to correct the problem.  You will draw the attention from the negative aspect of the issue and you provide a solution before someone else has an opportunity to paint the problem worse than reality.

· Never go “off the record”.  Tell the journalist only what you want to see on the front page of the local paper

· Know before hand what you want to say in an interview

· Keep your language simple.  Speak in short sentences.

· Keep your comments positive
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