Orlando Health Response to
the Pulse Nightclub Tragedy

Kena Lewis, APR
Director, Public Affairs & Media Relations
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Press Outreach

= \We were prepared
*\We are the experts

* We are a team
= News coverage highlights
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https://youtu.be/s4HBfSvEiF4

Press Coverage, June 12 - 15

* Print & Online (VOCUS)

= 2,804 company mentions

= Total Circulation (Print)
= 7,590,858

= Total Unique Visitors (Online)
= 5,827,713,960

» Television (TV Eyes)
= 835 hits

= Total Audience
= 20,829,804
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OH Facebook — Likes

May 29 — Jun 25, 2016 (2 Weeks Pre / 3 Weeks Post Pulse tragedy)
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OH Facebook — Video Views

May 29 — Jun 25, 2016 (2 Weeks Pre / 3 Weeks Post Pulse tragedy)
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OH Twitter— Followers
May 29 — Jun 25, 2016 (2 Weeks Pre / 3 Weeks Post Pulse tragedy)
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OH.com Pageviews
May 29 — Jun 25, 2016 (2 Weeks Pre / 2 Weeks Post Pulse tragedy)
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OH.com Web Utilization

May 29 — Jun 25, 2016 (2 Weeks Pre / Post Pulse tragedy)
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Google Web Search

June — July 2016
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Tips & Lessons Learned

TABLE OF COMTEMNTS TAB
1 1 Emergency Communications Plan Overview 1
" Preparatlon IS key Corporate Crisis Communications HICS Roles 2

and Responsibilities

[ | C[’lSlS Communlcatlon Plan Corporate Crisis Communications Team 3
Compassion and Holding Statements 4
Safety Statements 5
Emergency Scenario Guidelines =]
Zetupa Media Staging Area 7
Media Alert g |
Mews Release =]
Downtown Campus Media Staging Maps and 10
Photas [Orlanda Regional Medical Center,

Arnold Palmer Hospital for Children, Winnie

Palmer Hospital for Women & Babies, UF

Hezlth Cancer Canter-Orlando Health)

Or. P. Phillips Hospital Media 5taging Maps 11
and Photos

Heszlth Central Hospitsl Media Staging Maps 12
and Photos

South Lake Hospital Media Steging Maps and 1=z
Photos

Zouth Z2minole Hospital Mediza Staging Maps 14
and Photos

POLICIES 15

* POLICY 5706-0180 — Mews Media
Relationship

* Policy 0295 — Mews Mediza Release of
Information, Including Celebrity
Admissions

* POLICY 1800 — Haspital Incident
Command System [HICS)

* POLICY DM-16 — Health Cantral
Haospital, External Disaster/Code
Emergency Intake Plan
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Tips & Lessons Learned

Crisis Communication Team

Corporate Crisis Commuications Team (Updated 10/22/15)

# |MName Department Represented Subject Matter Expertise
1|Eric Alberts Emergency Preparedness Emergency Preparedness
2| Bill Litton Emergency Preparedness Emergency Preparedness
3|Michelle Strenth Government Relations Ext. Affairs/Community REIatinn
4|Rachael Elliott Government Relations Ext. Affairs/Government REIatiu:u
5| Kari Conley Community Relations Ext. Affairs/Community REIatinn
&|Beth Smith Community Relations Ext. Affairs/Community REIatiu:un
7|Kate Ondrasik Human Resources Internal Communications
B|Bree Balchunas Human Resources Internal Communications
9 Kena Lewis Public Affairs/Media Rel. Media Communications
10(Reather Dawson Media Relations Media Communications
11|{Rod James Brand Marketing Brand Marketing/Communicatiol
12{Simon Yohe Brand & Digital Integration Marketing/Commercials
13| Daniel Ruyter Marketing Social Media - Digital Cont.
14{Holly Stuart Patient Experience Guest Services,/Comm.
15(Jeremy Johnson Volunteer/Guest Services Guest Services,/Comm.
1&[Hillary McFadden [Volunteer/Guest Services Volunteer Services
17|Marisol Romany Culture & Language Resrc Language Services
18(Veronica Armendar|Culture & Language Resrc Language Services
19(Jeff Methven |.S. Telecom Phone [ 1.5, Systems
20| Gilbert Nunez Telecom PEY/MNotifications
21(Stephen Stallard  [Compliance & IS Privacy Requirements
22|Carol Paris Risk & Claims Mgmt Risk Communications
23|Vicki Pietrack Risk Prevention Risk Prevention w/ Comm.
24(Eve Early Infection Prevention & Control|Infection Prevention & Control
25|Dana Emerick Case Mgmt & Care Coord Family Communications
26(Brenda LaBattaglia|Marketing/Community Relatio|Marketing/Community Relation |
27|Wendy Bacigalupi |[Marketing/Community Relatio|Marketing/Community Relations

Office Phone # | Cell. Phone #

brenda.labattaglia@healthcentral.org

= Wendy bacigalupi@healthcentral org
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Tips & Lessons Learned

= Compassion Statement “puzzle”

Since a statement of compassiontypically indudes several elements, this guide has been designedto makeit easierto draftan appropriate

Un behalft ot Crlandao
He:alth and ourmore than
15,000 team mambers...

The thoughtsof allour
team members are with
the family and frendsof

Allofus at Ordando Heakh
are deeplysaddensd
today.

Todayis & sad [ tragic day
at our organization,

=

In the wake of s
passing,

Dwring this difficult time,
As we gneve together,
Team members are
grieving the loss of one of
ourown,

Sentiment

Weexpress/e
offerour

= deepest sympsthy
= sincerest /heartfet

condolences
= gssistance
= thoughts
= gverwhelming
grief
Cwurhearts goout
Curthoughts and

concems are with the
_ fomily (today)
We are saddened by
‘We grieve / rnoum
‘We sympathize with

‘We are shocked and
saddened bytoday's

FPatients, team
members and friends
were alltouched by
professionalism,
compassion and
kindness. Ishe was
an exceptonsl team
membernursephysici
an and will be missed
and remembered.

e Tamiy

the loved
ones
those
invohed
the famniky,
friends and
loved ones

the famniky,
friends and
co-workers
those who
lost loved
ones
sllwho
knew and
loved him /
her

our
respected
colleague,
team
member
and friend

unususl
rara
izolated

unexpected

temble
tragic
sanzela

=

statement for any given incident. Those drafting a statement may choose an appropriate phrase from each category in preparingthe response.
Introductory Statement

EMEngency
disaster
tragedy
loss
incident
incident that

took ‘s
life

Acfion statement

irst and foremost, ourconcem s forthe 1
patients (s Wvisibors (sWteam members (57
Famiby.

=We havereached outto the famiby... ...

='We have reached outto them to offerour
support and assistance.

='We havelet them know thatourthoughts ae
with them as they cope with this

=W are taking additional measuresto further
ensure everyone's safaty.

=W are providing the necessary resources
and care, such as gref counseling, to help
them / the family, cope with this tragedy.

='We are providing assistance during this
difficult timme.

='We are committed to providing support snd
sssistance tothe family.

= An Orendo Heaslth representative is with the
family, providing assistance ...

=W are assisting the family. ..

= Provide whatever assistance they need

=We are working closely with authornities to
determine the cause of this event.

=We are gathenng infomation sbout this
event.

='We want to assure our patients, visitors,
team members that nothing is more
important to us than theirsafety.

='We are committed to leam all'we canfrom
this tragedy / event

=We wish those invohlved a quick / full
recovery.

= He / She was part of our family and we too
are gneving the loss of one of our own.




Tips & Lessons Learned

= What Worked Well

» Mediarelations@orlandohealth.com
Studio
Security
Video & still photo vendors
Doctors as spokespeople
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mailto:Mediarelations@orlandohealth.com

Tips & Lessons Learned

= Areas of Opportunity

* Emergency notification system
Family/friends assistance centers & who handles
Personal social sites of employees, doctors, nurses, etc.
Get extra help sooner, rather than later
Elected officials

ORLANDO HEALTH"



Final Thoughts

= Team

= Divide labor
= One person liaison with patients
= One person create master schedule of interviews
= One person create master press list
= One person take care of the team

» Media Relations
» Decide what level of media will be your focus

» Locals & nationals

= Social media

» USE IT! & direct press to those sites

= Social media/media relations/internal communication
teams joined at the hip
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