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A. AGENCY LOGO/GRAPHIC IMAGE
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1. Official Agency Logo
The black-only version of the official logo of the Hamilton County Department of Job and Family Services (HCJFS) is shown at right. 

2. Official Uses
The logo is used to identify official agency property such as buildings, stationery, business cards, forms, computer templates, publications, uniforms, identification badges, and websites.  Unofficial use of the agency logo is prohibited.  HCJFS Communications is the resident authority on the agency logo and its uses.
3. Tampering Prohibited
The logo may appear in the size most compatible with each instance of official use as long as its overall proportions remain constant.  When the color version of the logo is printed, Pantone Matching System (PMS) 349 ink is used.  Altering the logo design, typeface, proportions, and/or color is strictly prohibited.

4. Adoption and Foster Care Logo

The restrictions described above also apply to the agency’s official Adoption and Foster Care logo. When the color version is printed, printing information is:

Type: ITC Bookman (Adobe); Adoption and Foster: Demi, 46 pt., condensed to 58%; Hamilton County: Light, 17 pt.; Care, Not a font, but hand-drawn

Colors: Black: 100K, Red: 100M 100Y, Yellow: 100Y, Green: 100C 0M 83Y 47K

(CMYK equivalent of PMS 349)
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B.

PUBLIC and MEDIA RELATIONS
1. Centralized Response
Because HCJFS is a public agency that provides numerous high-profile services, local regional, and national print and broadcast media frequently request information, statements, interviews, and/or photo/video opportunities.  In addition, students and other researchers routinely seek information about and from the agency.  HCJFS policy is to protect agency interests and fulfill public expectations by responding to these queries promptly, accurately, consistently, honestly, and strategically.

To achieve this, initial and primary responsibility for interacting with the media (and public researchers) is centralized in HCJFS Communications.  Employees shall immediately refer all media and public research queries they receive to Communications at 946-2188.

HCJFS Communications generates and/or coordinates media coverage of the agency, acts as a clearinghouse for agency information, and organizes media interviews and photography/videotaping within agency facilities.  When representatives of the media are in agency facilities, a Communications staff member serves as an escort.

2. Agency Spokespersons: Routine Media Queries
In a public agency, any area of operations may attract media interest and scrutiny.  Routine media queries are valuable opportunities to inform, educate, and reassure the public about agency policies, programs, procedures, practices, decisions, activities, and initiatives.  Maintaining agency credibility requires that in each case, the agency spokesperson is the employee most knowledgeable; credible; accountable; and capable of providing a prompt, accurate, cogent response.

In general, the Agency Director, Assistant Directors, and Communications Spokesperson act as primary spokespersons for the agency.  Section Chiefs speak when a media request is complex and concerns their particular area(s) of expertise, authority, and accountability or when the responsible Assistant Director is unavailable.  Other agency employees act as spokespersons when they are in a position to give the best possible response.

On a case-by-case basis, HCJFS Communications (a) handles media inquiries directly and/or (b) selects and prepares the best top-management spokespersons(s) and/or (c) works with top managers to identify, and prepare other employees to speak to the media.  No employee shall act as a spokesperson for HCJFS with the media without the guidance of Communications.

3. Customer Confidentiality
(a) Media
To protect rights to privacy mandated by law, HCJFS does not allow the media to interview, photograph, or videotape customers without the customers’ formal, written consent in advance.  When customer input is vital to a story, Communications works with appropriate HCJFS employees to gain informed, verbal consent to participate from customers and to obtain customer signatures that waive their right to confidentiality for purposes of a specific media interview only.

(b) HCJFS and Service Provider Promotions
HCJFS obtains formal, written consent from customers who agree to appear in agency publications, photographs, videos, or websites.  HCJFS also ensures that agency service providers obtain formal, written consent before using HCJFS customer stories and/or photographs in their publications, videos, or websites.  Even if the intent of the material is “internal distribution only,” customer confidentiality is violated if materials reach public hands.

(See Appendix 1. and 2.)

(c) Customer Release Forms
Communications maintains a selection of releases covering various situations and retains signed forms on file.  (See Appendix 3.) This includes a release for customers who complain directly to the media so that HCJFS can respond openly and specifically to the customer’s issues.  Customer release forms do not apply to two specific situations:

(1) Children’s Services: Parents/caretakers cannot waive the confidentiality rights of children involved with Children’s Services.

(2) Child Support: An adult party to a Child Support case can waive her/his own confidentiality rights only, not those of the other adult party.

4. Public Records Requests
Section 149.43 of the Ohio Revised Code is known as the “Public Records Act.” It is the law governing the release of state and local government records when requested by a third party.  This statute applies to any record kept by any state or local government agency in any form—as long as it is a “record” as defined in Section 149.011 of the Ohio Revised Code.  This definition includes . . .

any document, device, or item, regardless of physical form or characteristic, created or received by or coming under the jurisdiction of any public office of the state or its political subdivisions which serves to document the organization, functions, policies, decisions, procedures, operations, and other activities of the office.

Virtually all records held by any public office are “public records” which must be released to anyone upon request—unless the record fits within one of the 16 exceptions listed in the statute.  Exceptions that directly affect HCJFS are:

(a) Records prohibited from public exposure by state or federal law.

(b) Information in a record contained in the Putative Father Registry.

(c) Adoption records.

(d) Trial preparation records.

(e) Records maintained by the Department of Job and Family Services pursuant to Section 5101.31 of the Ohio Revised Code (employer reporting of new hires and rehires for child support).

Agency policies concerning public records are as follows:

(a) Centralized Response
Employees shall promptly direct all public records requests they receive from media or public researchers, whether verbal or in writing, to HCJFS Communications.

(b) Public Records Determination
Communications shall work with the responsible top manager(s) to determine whether requested records must be released, may be released, or cannot be released.  When in doubt as to whether a record is a public record or falls within one of the exceptions, a legal decision is sought from the County Prosecutor.  When a record contains some information that falls within an exception, HCJFS may or must (depending upon the exception) edit out (redact) the excepted information and release the public information portion.

(c) Prompt Response
In keeping with Section 149.43(B) of the Ohio Revised Code, HCJFS shall promptly gather public records requested and make them available for inspection within a reasonable amount of time.  This means within the time required to determine if the requested record is a public record and to secure it from where it is stored.  If the record is at hand and clearly a public record, HCJFS shall release it immediately.  Failure to release public records in a timely manner, or unwarranted attempts to delay their release, can result in legal action against the agency.

(d) Creation of Records Optional
No public agency is required to create records specifically to fulfill public records requests.  However, HCJFS may choose to compile data or otherwise “create a record” if doing so is in the agency’s best interest, the task is not inordinately time consuming, and knowledgeable personnel are available and willing to help.

(e) No Hassle
In keeping with court rulings, HCJFS shall not require requestors of records to identify themselves, put their requests in writing, or give reasons for requesting the information.

(f) Charges for Providing Public Records
As permitted under Section 149.43(B) of the Ohio Revised Code, HCJFS may charge “cost” of providing public records under the statute.  Standard charges are $.05 per page for paper copies and $1.50 per computer diskette or videotape.  Other costs that HCJFS determines and charges on a case-by-case basis shall include (but are not limited to) actual mailing costs for copies and actual costs of computer time.  Hourly wages of employees who secure or copy public records to fulfill a request cannot be charged.  However, if the request reasonably requires use of a contractor, actual cost shall be charged to the requestor.  This type of cost is agreed upon between the agency and the requestor before the requestor is charged.  HCJFS allows a waiver of costs for release of records.  Typically charges are waived for costs under $10. Whether to waive costs shall be the decision of the area providing the records on a case-by-case basis.

Procedures for charging requestors of public records are as follows . . ..

Responsible areas shall provide copies of public records requested to HCJFS Communications.  Communications counts copies (and other items such as diskettes) and prepares an invoice, which is presented to the requestor along with the records.  Communications also forwards an information copy of the invoice to Fiscal.  Requestor can pay in cash and get a receipt from Fiscal Accounts Receivable.  Alternatively, requestor can mail a check to the agency.  HCJFS requires payment prior to release of records when total cost exceeds $20—and may require advance payment in other situations at agency discretion.

(g) Storage of Public Records
Section 149.43(B) of the Ohio Revised Code mandates that state and local government entities maintain all public records “in such a manner that they can be made available for inspection in accordance with” the statute.  When new computer systems or storage strategies are formulated for information management purposes, HCJFS shall consider ease of access for purposes of public records laws.

C.  
CRISIS COMMUNICATION
1. Early Warning System
The nature and scope of public human services are such that HCJFS is sometimes the center of sensitive, high profile crises.  These situations call HCJFS capability, integrity, and accountability into question. They require an expert response that satisfies the public’s right to know while safeguarding public trust in the agency.

The best defense against the damaging effects of surprise is an effective internal early warning system.  Internal early warning can help HCJFS prevent potential crises or get an early start on crisis management.  Employees at all levels must act as an internal early warning system.

To implement early warning, employees shall remain on the lookout for situations that are:

(a) illegal

(b) hazardous

(c)  wasteful

(d) jeopardizing security

(e) unethical

(f) inconsistent with mission or mandates

(g) damaging to agency image

(h) likely to attract unfavorable public and media attention.

In addition, employees should recognize that any of the following might indicate a crisis in the making:

(a) death, injury, or neglect of a child or adult on a current protective or child care case

(b) Police or open-court action on a current case

(c) Employee wrongdoing

(d) Service contractor incompetence, default, or wrongdoing

(e) Notification of a lawsuit against the agency

(f) Customer threats of media involvement

When employees identify internal or case-related situations that meet one or more of these criteria, they shall promptly notify their immediate supervisor or Section Chief.  Supervisors or Section Chiefs, in turn, shall notify the responsible Assistant Director or Agency Director.  For situations that are potentially damaging to the agency’s image or likely to attract media attention, employees, Assistant Directors or the Agency Director shall also promptly notify the Communications Spokesperson.

Assistant Directors and the Agency Director investigate situations that surface via the early warning system and take all steps necessary to prevent or prepare for a crisis.  These procedures are consistent with the Hamilton County “whistle blower” policy.

2.  Crisis Communication Procedures
(a) Internal Crisis Team
(1) Permanent Crisis Team Members: Permanent crisis team members include: the Agency Director, Executive Staff, and Communications Spokesperson. They have primary responsibility for investigating, managing, and mitigating any internal situation that could precipitate—or has already developed into—a crisis.  They also serve as primary spokespersons during a crisis.

Permanent crisis team members share authority for activating and implementing internal crisis management procedures as necessary.  To ensure timely use of this authority whenever the need may arise, at least one member of the permanent crisis team shall be at HCJFS headquarters—or able to return to headquarters within one hour—during regular business hours.  Except for off-duty periods, Section Chiefs shall know how to and can contact permanent crisis team members during business hours.  During non-business hours, Section Chiefs (and other key staff) shall know how to contact permanent crisis team members, and permanent crisis team members shall know how to contact one another.  For this purpose, HCJFS maintains an emergency list of top-manager home and cell phone numbers.  Distribution of this list is restricted to HCJFS top managers on the list.

Assistant Directors serve as back-ups for the Agency Director and one another.  Communications staff members rotate an agency cell phone on a weekly basis to handle after-hours calls. When the Communications Spokesperson is off duty (such as for vacation), she/he designates a Communications staff member as back-up and notifies other permanent crisis team members and 241-KIDS of the back-up’s name, personal telephone numbers(s), and dates on duty.

(2) Situational Crisis Team Members: Situational crisis team members include any other agency employee with responsibility for, information about, and/or expertise in a specific crisis.  Permanent crisis team members assemble others needed to support management of a particular crisis.  When a crisis is imminent, key situational crisis team members shall remain reachable during business hours to provide essential information and to implement internal actions as the crisis develops.  Permanent crisis team members may also designate a situational member with extensive technical knowledge, responsibility, authority, and/or accountability as an additional HCJFS spokesperson for the duration of the crisis.

(b) General Procedures—Business Hours
When a crisis is imminent during business hours, the series of actions shown in Chart 1 of this policy shall take place within HCJFS.  Under normal circumstances (at least one permanent and one key situational crisis team member on site), maximum time frame for these actions is two hours.

(c) General Procedures—Non-Business Hours
During non-business hours (evenings, weekends, holidays), early warning of an impending crisis usually comes via a call from a hospital, police, or the media to 241-KIDS or from the media directly to an agency or county official.  Then, a streamlined version of the general procedures for business hours shall be conducted by telephone, as shown in Chart 2.

Chart 1:

Crisis Communication General Procedures—Business Hours

	Step 1:

Early Warning
	Step 2:

Assembling the

Crisis Team
	Step 3:

Fact Finding and 

Strategy Development
	Step 4:

Informing Others Who

May Be Affected
	Step 5

Preparing for Crisis 

Management

	HCJFS employee becomes aware of a situation that meets one or more criteria for a potential crisis. He/she immediately presents pertinent facts to the supervisor or Section Chief who, in turn, alerts a member of the permanent crisis team. If that permanent crisis team member is not the Agency Director, he/she alerts the Agency Director as soon as possible.
	Agency Director (or on-site ranking member of the permanent crisis team) selects and contacts situational crisis team members and other permanent crisis team members to attend a meeting as soon as possible. Purpose of the rapid crisis team meeting is to:

(1) surface all information pertinent to the crisis,

(2) assess agency role and liability, and

(3) develop strategies for managing the crisis.

Situational crisis team members are responsible for sharing documents and facts that shed light on the developing situation. When discussion involves information that is confidential under law, the meeting is closed to outsiders including agency employees who have no need to know.
	Agency Director (or ranking permanent crisis team member) guides discussion that reviews events leading up to the crisis and analyzes agency actions. Team then develops a crisis management strategy that includes:

(1) immediate and long-term steps crisis team members must take to stay on top of the crisis.

(2) Determination of information that can/cannot be disclosed in keeping with confidentiality laws.

(3) Designation of spokespersons in keeping with agency policies that call for prompt, accurate, consistent, honest, strategic response.

(4) Approach to communicating information that can be disclosed.

(5) Identification of others who need to be alerted.

(6) Sharing schedules so crisis team members know how to contact one another over the next few days.


	Immediately following the meeting, crisis team members, as assigned, contact others who may be affected by the crisis. At a minimum, Agency Director (or ranking permanent crisis team member) briefs the County Administrator or, in his/her absence, the President of the Board of County Commissioners.
	Crisis team members take all short-term steps necessary to prepare for the crisis. This may include actions such as:

· Consulting legal counsel,

· Implementing operational corrective actions,

· Making copies of documents available to other crisis team members,

· Researching additional pertinent information,

· Preparing strategic key messages for internal/external communication, and/or

· Rearranging personal schedules to ensure on-site availability during the crisis.


Chart 2:

Crisis Communication General Procedures—Non-Business Hours

	Step 1:
	Step 2:
	Step 3:
	Step 4:

	Regardless of the hour, employee who gets the early warning uses the emergency telephone list to contact and brief the Communications Spokesperson and/or  the Agency Director. 
	Agency Director and Communications Spokesperson use their judgment as to whether to contact other permanent crisis team members immediately depending on the hour and seriousness and status of the situation. 


	On business-day evenings, the Communications Spokesperson and Agency Director (or available Assistant Director) develop and implement short-term strategy by telephone.

On weekends and holidays, the Communications Spokesperson and Agency Director (or available Assistant Director) implement initial fact finding, develop strategy, and alert others via a series of telephone calls. 


	Beginning on the next business day following the off-hours crisis alert, permanent crisis team members implement general procedures for business hours (Chart 1).  This includes assembling the crisis team for full discussion of the situation.


D.

EXTERNAL COMMUNICATION

For purposes of this policy, “external communication” is official printed, recorded, electronic, or verbal information targeted toward agency external stakeholders on a mass (not individual or small-group) basis.  Agency “external stakeholders” are the whole group, or any large subgroup, of: (1) customers; (2) contractors, social service providers, and other partners; (3) overseers; and (4) the general public.

1.
Public Information

(a) Definitions

“Public information” is any item that meets all the following criteria:





(1) Printed, recorded, and/or electronic material . . .





(2) created or procured by HCJFS . . .





(3) to communicate official information . . .





(4) to external stakeholders . . .





(5) on a mass basis.

Public information includes, but is not limited to: banners, booklets, brochures, direct-mail letters (or e-mail that fulfills the same purpose), fact sheets, flyers, handbooks, manuals, newsletters, posters, signs, videos, and websites.

Excluded from this definition are: agency forms, individual automatic responses to income e-mail messages and individual identifying information automatically included in outgoing e-mail messages, individual correspondence (both paper and e-mail), individual voicemail greetings, and official notices automatically generated by a computer system.

(b) Centralized Development Review and Approval
HCJFS policy is to protect agency interests and fulfill stakeholder expectations by providing public information that is timely, proactive, accurate, comprehensive, consistent, and professional in quality.  To achieve this, responsibility for recommending, conceptualizing, developing, and producing agency public information is centralized in HCJFS Communications.  Communications initiates development of public information, fulfills program requests for public information based on needs employees identify, and revises existing agency public information as needed.  When public information is developed at the program level, it shall be submitted to Communications for review and approval before distribution. (Important: Also see Advertising, below).

HCJFS may use official public information from other organizations if it is of value to our external stakeholders and/or eliminates duplication of effort.  Examples include, but are not limited to: publications or videos from the federal government, ODJFS, American Red Cross, etc.  Selection and distribution of non-mandatory public information from other organizations is at HCJFS discretion.

2. Advertising
“Advertising” is any item that meets all the following criteria:

(1) Printed, recorded, and/or electronic material . . .

(2) created or procured by HCJFS for external stakeholders . . .

(3) for purposes of recruitment, legal notification, or promotion . . .

(4) via paid or donated space/time in local, regional, or national mass media.

(a) Employee Recruitment
Development and placement of agency advertising to recruit employees are under the sole purview of HCJFS Human Resources.  Human Resources is the only entity authorized to commit the agency to paid advertising for purposes of employee recruitment.  Managers with a need to recruit workers shall contact Human Resources for assistance.

(b) Legal Notices
Development and placement of legal notices are on an as-needed basis to fulfill legal requirements.  Examples include, but are not limited to, notification of: competitive bids, availability of material for public inspection, and public meetings or hearings.  Employees at the level of Section Chief and above (or their designates) shall fulfill requirements to place legal notices as they arise.  Advice about developing and placing legal notices is available from the County Clerk.

(c) Campaigns
Development and placement of agency mass-media advertising campaigns are under the sole purview of HCJFS Communications.  Communications is the only entity authorized to commit HCJFS to paid or donated time/space in the mass media for promotional purposes.  Managers with a need for mass promotion of program changes, key messages, events, or other initiatives shall contact Communications with sufficient lead-time to ensure timely, accurate, high-quality, strategic, cost-effective advertising and/or promotion.

     (d)  Ownership Rights

When HCJFS purchases creative materials of any kind – including photographs, design elements, and advertising of all kinds – ownership and usage rights to those materials must be spelled out in the contract.  It is always preferable for HCJFS to purchase ownership rights when possible, in order to extend the use of materials that can be very costly

3. Official Agency Representation
In his or her official capacity, every employee represents HCJFS.  Many agency policies speak to employee conduct and behavior.  Strict adherence to these policies is a critical part of the overall HCJFS communication program.  No matter how effective, overall communication cannot improve an organizational image that is undermined by wrongful, negligent, or unprofessional individual interactions.  This policy addresses four specific areas of external communication not covered in other agency policies.

(a) Formal Speaking Engagements
HCJFS receives frequent requests for speakers to discuss general and specific human services topics before community groups.  HCJFS also seeks speaking opportunities with community groups as part of the agency’s overall external communication program.  Since speakers officially represent the agency to the public, policies governing this activity are as follows:

(1) To make the most of every opportunity to further public understanding, HCJFS attempts to provide a knowledgeable, competent speaker for every public/community speaking request.

(2) As official routine spokespersons for HCJFS, employees at the level of Section Chief and above are free to seek or accept formal speaking engagements, depending on their availability.  They may also designate other employees at any level to speak with or instead of them.

(3) Employees below the level of Section Chief who receive a direct request to speak before a public, community, or professional group shall obtain approval from their Section Chief before accepting the engagement.  Employees who wish to speak to a public, community, or professional group shall also obtain Section Chief approval before speaking.

(4) HCJFS Communications operates the agency Speakers Bureau to give public/community groups a single point of contact for obtaining official speakers, to target groups for specific agency information/messages, and to coordinate and track agency presentations.  Upon advance request, Communications helps agency speakers prepare for speaking engagements and provides public information materials for handouts.  When a public or community speaking engagement is set up outside the agency Speakers Bureau, the employee who will speak shall notify HCJFS Communications so that agency presentations can be tracked.  Employees who need information about agency presentations for state-federal reporting can contact Communications for a list of known formal speaking engagements.

(b) Formal Participation
Employees are often asked to serve on boards, councils, and other outside advisory groups as official representatives of HCJFS.  Those at the level of Section Chief and above are free to represent the agency as long as no conflict of interest exists.  Employees below the level of Section Chief who receive a direct request to represent the agency in an official capacity shall obtain approval from their Section Chief before accepting the appointment.  Employees who wish to serve in a specific official capacity shall also obtain Section Chief approval in advance.  Section Chiefs are responsible for ensuring their employees representing the agency are free from conflicts of interest.

(c) Agency Opinion
Employees shall not submit letters to the editor, op-ed articles, or any other opinion pieces on behalf of HCJFS for publication or broadcast by any mass medium without advance permission from the Agency Director.  HCJFS Communications prepares or reviews and approves all agency opinion materials for mass-media publication or broadcast.  Employees remain free to express opinions publicly as private citizens, which means not using agency letterhead, telephones, fax machines, postage, or other resources and not citing any connection with HCJFS.

(d) Testimony/Lobbying
The sole policy-making body for Hamilton County is the Board of County Commissioners.  The only public policy positions represented are those adopted by the Board.  When giving testimony or lobbying, all employees are presumed to represent the county.  Employees shall comply with the following guidelines to avoid taking a position inconsistent with Board policy:

(1) Support legislation that expands the Board’s authority to set local policy or administrative practices.

(2) Support legislation that brings additional dollars to Hamilton County or reduces General Fund obligations.

(3) Support legislative efforts that reduce administrative overhead and bureaucracy.

(4) Support social programs that encourage strong family units, parental responsibility, protection of children, employment, and abatement of fraud.

(5) Support legislation that encourages professional management of counties.

For situations not addressed in these guidelines, the Agency Director shall refer the matter to the County Administrator, who consults with the Board and decides the next appropriate action.  To have the Board take a position on an issue, HCJFS shall prepare an analysis of the topic and forward it to the County Administrator.  The Administrator may present the issue to the Board.

4. Events


(a) External Stakeholders
Before deciding to hold an event targeted toward any large group of external stakeholders, employees shall (1) identify target participants, (2) develop objectives for the event, and (3) specify desired outcomes/results.  They shall then convey this information to the appropriate Assistant Director for review and approval before announcing, coordinating, and/or promoting the event.

(b) Co-Sponsorship
Employees shall also obtain approval from the appropriate Assistant Director before committing HCJFS to co-sponsor an event with any outside organization.  HCJFS does not co-sponsor with private, for-profit organizations holding seminars/workshops.

(c) Location
HCJFS events shall take place in Hamilton County unless:

(1)
HCJFS is one of several County Departments of Job and Family Services involved and a decision is made to hold the event in another “home county” or

(2) HCJFS is a co-sponsor with another organization that has the major role in planning and financing the event.

5. Endorsements
Any employee who is asked for an agency endorsement of a policy, position, event or proposal shall forward the request to the appropriate Assistant Director for a decision.  HCJFS employees are prohibited from endorsing outside organizations or their products/services for promotional purposes.

6. Donations
As an agency supported wholly by public funds, HCJFS is prohibited from seeking or accepting donations of goods, services, or money to benefit the agency or agency employees.  HCJFS also cannot directly accept outside monetary donations for customers or volunteers. Financial donations to assist children in substitute care are directed to the Foster Child Enrichment Council. Information about the council is available from Communications.  HCJFS may solicit and/or accept donations of goods or services only for the sole benefit of customers (such as a needy family whose story has appeared in the media or abused/neglected children) or volunteers (such as foster families).

Before deciding to solicit private citizens or organizations for goods or services to benefit customers or volunteers, employees shall (1) prepare a list of specific individuals/organizations to be solicited, (2) specify or give examples of acceptable donations, (3) state solicitation method(s) to be used, and (4) plan how donations will be distributed.  They shall then convey this information to the appropriate Section Chief for review and approval before seeking donations.  Section Chiefs shall be responsible for ensuring that employee solicitation activities are legal, reasonable, conducted in a professional manner, and explicit about who will benefit from donations.  If solicitation methods involve a direct-mail letter or other public information, it shall be prepared or approved by HCJFS Communications.

When private citizens or organizations spontaneously offer to donate money, goods, or services, employees shall refer them to HCJFS Communications.

E.  Employee Communications

For the purpose of this policy, “employee communication” is official printed, recorded, electronic or verbal information targeted toward agency internal stakeholders on a mass (not individual or small-group) basis. Agency “internal stakeholders” are the whole group, or any large subgroup, of HCJFS employees including: (1) Executive Team, (2) Top Managers, (3) Supervisors, (4) Frontline Staff.

1. Official Information

(a) Definitions

“Official information” is any item that meets all the following criteria:

(1) Printed, recorded and/or electronic material…

(2) created or procured by HCJFS…

(3) to communicate official information…

(4) to internal stakeholders…

(5) on a mass basis.

Official information includes, but is not limited to: banners, booklets, brochures, bulletin boards, global (and large group) e-mail, events (such as town meetings), fact sheets, flyers, handbooks, manuals, memos, newsletters, online forums, posters, public address system, signs, videos, voice mail and Web sites.

Excluded from this definition are: agency forms, individual correspondence (paper, e-mail, voice mail), and official notices automatically generated by a computer system.

(b) Centralized Development/Review and Approval

HCJFS policy is to protect agency interests and fulfill stakeholder expectations by providing official information that is timely, proactive, accurate, comprehensive, consistent and professional in quality. 

To achieve this, responsibility for recommending, conceptualizing, developing and producing agency official information for employees is centralized in HCJFS Communications. Communications initiates development of official information, fulfills requests for official information based on needs employees identify, and revises existing agency official information as needed. When official information is developed for mass distribution, it shall be submitted to Communications for review and approval before dissemination. 

Here are policies regarding specific communication channels:

· Global e-mail: (See Director’s Letter 27) Only the agency director (or designee), assistant directors, Communications, Human Resources and Information Systems may send global e-mails. Global e-mails must be of interest to most employees. They also must be of critical and/or urgent nature.

· Public address system: Only the agency director, Communications and Information Systems may broadcast on the PA system. (At 237 Taft, approval for use must be given by the agency director, Communications or I.S.) The PA system is for emergency matters such as computer system shutdowns only. NOTE: The portable PA at 222 E. Central Parkway is for use only in town meetings with the agency director.

· Broadcast voice mail: Only the agency director and Communications may send broadcast voice mails. However, other parties may use this communication channel with approval and assistance by Communications. Broadcast voice mails should be 40 seconds or less. They are used to thank employees or point them to other communication channels.

· Town meetings with the agency director: These events are initiated by the agency director and coordinated by Communications.

· The Scoop: This newsletter is produced by Communications with guidance from agency management. Articles/photos may be submitted for possible usage by any employee.

· JFSWEB: (See JFSWEB Strategic Plan on the Intranet’s Communications section.) The agency’s Intranet is managed by an administrative team consisting of one representative each from Administration, Communications and Information Systems. The JFSWEB Author’s Group is responsible for maintaining the site. To build and maintain a section on JFSWEB, an individual must complete a Web Responsibilities Form.

· Ask Administration: This is an avenue on JFSWEB for employees to ask questions and get a quick response. Ask Administration is administered by Communications with guidance from top managers. Submissions must relate to agency matters, but not individual personnel issues.  The administrator reserves the right not to post submissions determined to be irrelevant or in bad taste. 

F.   APPENDIX

1.  Sample memo to provider concerning use of photos
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Memorandum

Date: March 28, 2002

To: Tracy Knight, Family Service of Cincinnati

From: Laurie Petrie, HCJFS Communications

Copies To: Lydell Samples, Sheila Bopp, HCJFS Contracting

Subject: Use of photos

Family Service Friends of the Children program may use photos of children in marketing and public relations material under the following conditions:

No photos of children involved with Children’s Services, the public child protection agency, may be used, even with permission of the parent. 

Family Service must develop a release form that specifies how pictures will be used. One way to do this is to create a form with check-off boxes that specify each type of use. (e.g. Friends of the Children brochure; general Family Service brochure or report; photo on agency wall; etc.) The release form must also state that the parent has the right to withdraw permission at any time. HCJFS Communications must review and approve a draft of this release form.

The release form is to be filled out and signed by the child’s parent(s) or legal guardian. 

Family Service must keep the signed release forms on file and have them available for inspection by HCJFS representatives upon request. 

These conditions are in keeping with HCJFS Communications Policy Section 5.24 concerning Customer Confidentiality. The policy is as follows:

(a) Media

To protect rights to privacy mandated by law, HCJFS does not allow the media to interview, photograph or videotape customers without the customers’ formal, written consent in advance. When customer input is vital to a story, Communications works with appropriate HCJFS employees to gain informed, verbal consent to participate from customers and to obtain customer signatures that waive their right to confidentiality for purposes of a specific media interview only.

(a) HCJFS and Service Provider Promotions

HCJFS obtains formal, written consent from customers who agree to appear in agency publications, photographs, videos, or Web sites. HCJFS also ensures that agency service providers obtain formal, written consent before using HCJFS customer stories and/or photographs in their publications, videos, or Web sites. Even if the intent of the material is for “internal distribution only,” customer confidentiality is violated if materials reach public hands.

(b) Customer Release Forms

Communications maintains a selection of releases covering various situations and retains signed forms on file. This includes a release for customers who complain directly to the media so that HCJFS can respond openly and specifically to the customer’s issues. Customer release forms do not apply to two specific situations:

(1) Children’s Services: Parents/caretakers cannot waive the confidentiality rights of children involved with Children’s Services.

(2) Child Support: An adult party to a child support case can waive his/her own confidentiality rights only, not those of the other adult party.

2. Sample contract boilerplate language

MEDIA RELATIONS, PUBLIC INFORMATION AND OUTREACH

Although information about and generated under this contract may fall within the public domain, Provider will not release information about or related to this contract to the general public or media verbally, in writing, or by any electronic means without prior approval from the HCJFS Communications Director, unless Provider is required to release requested information by law.   HCJFS reserves the right to announce to the general public and media: award of the contract, contract terms and conditions, scope of work under the contract, deliverables and results obtained under the contract, impact of contract activities, and assessment of Provider’s performance under the contract. Except where HCJFS approval has been granted in advance, the Provider will not seek to publicize and will not respond to unsolicited media inquiries requesting: announcement of contract award, contract terms and conditions, contract scope of work, government-furnished documents HCJFS may provide to Provider to fulfill the contract scope of work, deliverables required under the contract, results obtained under the contract, and impact of contract activities. If contacted by the media about this contract, Provider agrees to notify the HCJFS Communications Director in lieu of responding immediately to media queries. If it is not feasible for the Provider to contact the Communications Director first, the Provider may discuss general service provision only as related to the Statement of Work with the media. 

Nothing in this section is meant to restrict Provider from using contract information and results to market to specific clients or prospects nor to restrict the Provider from performing the duties obligations set in the Marketing Plan set forth in the Statement of Work. 

3. Communications Department Release Forms
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RELEASE AGREEMENT AND WAIVER OF CONFIDENTIALITY

GENERAL PURPOSE MEDIA


HCJFS Program: 

Media Purpose: 

I, __________________________________, agree to be interviewed and/or photographed by the print and/or broadcast media for the purposes of  

This action is done by my own free will without any threats, promises, coercion, inducements or requirements to do so by the Hamilton County Department of Job and Family Services (HCJFS).

I understand, that for the purposes stated in this agreement, HCJFS or its agents will not release details about my background and current situation. I have been advised by HCJFS that information about my case or about me is confidential and may not be released without my written permission in advance. 

I further understand that my agreement or decision not to agree to this release has no bearing on my eligibility for services or public assistance to which I am otherwise entitled. I have not been promised, nor do I expect to receive any financial gain from HCJFS or from the news media as a result of this agreement. 

I understand that any opinions, statements and comments I make are solely my own and do not necessarily reflect the opinions, policies or regulations of HCJFS and its employees.

Name______________________________ Date____________

Witness____________________________
Release Agreement 

and HCJFS Customer Waiver of Confidentiality

Version II

Date:

HCJFS Program:

Media purpose:

This release is my notice from the Hamilton County Department of Job and Family Services (HCJFS) that information HCJFS has about me is confidential under law. I understand that HCJFS will not release, or be a party to the release of, information about me or my family without my written consent.

I understand that I am not required to be observed by or to speak to the media or to otherwise make myself available to the media. My decision to participate or not in an observation, interview, discussion or photography session will not affect my eligibility for any services or public assistance from HCJFS. I have not been promised and I do not expect to receive any financial gain from HCJFS or the media as a result of being observed, interviewed or photographed. I understand that all photography remains the sole property of the media outlet. I further understand that this story may require a reporter to delve into aspects of my background, but I have the right to set limits on personal information I choose to reveal.

My signature below means that ___I agree to be and ___agree to allow my minor child/children to be:

___
Observed with the understanding that nothing specific about me/us or my/our situation will be printed or broadcast.

___
Observed and interviewed for background only with the understanding that my/our name(s) will not be printed or broadcast nor my/our faces be photographed or identified on camera.

___
Interviewed and photographed with the understanding that my/our names(s), anything I/we say, and any photographs or camera shots taken of me/us may be printed or broadcast.

Signed: _____________________________________________________________________

Witness: ____________________________________________________________________
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AGREEMENT FOR MEDIA/RESEARCHERS

TO MAINTAIN CONFIDENTIALITY AS REQUIRED BY LAW

Date:

HCJFS Program:

Purpose of observation/research:

I, _________________________________________, do acknowledge and agree to the following:

1. I will be observing particular programs and/or services conducted by the Hamilton County Department of Job and Family Services or by its designee. My purpose in conducting this research is not to seek information about any specific HCJFS cases that may be known to me. In the course of this particular research effort, I will not attempt to discuss specific cases that have previously received media attention with any HCJFS employee.

2. I will keep confidential and not disseminate orally, in writing, or by any electronic means any information I may obtain in the course of this research that pertains to individual clients of the HCJFS without the written permission of that client in advance. This information includes, but is not limited to: client and family first and last names, address, neighborhood of residence, physical descriptions, and details of their personal situations that could allow them to be identified by others. 

3. I understand that individual client records, both electronic and paper, that HCJFS maintains are fully confidential and that HCJFS is prohibited by law from making these records available to me. I will not collect, copy by any means or remove from HCJFS any confidential papers or documents.

4. I further agree to abide by the conditions set forth in the Ohio Administrative Code Section 5101:2-34-38 (E) (2) (g) regarding confidentiality of information related to child abuse and neglect.

Signed: ___________________________________________________________________

Representing: ______________________________________________________________

Witness: ___________________________________________________________________
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WAIVER OF CONFIDENTIALITY

Customer Name: 


Media Outlet customer contacted:

Customer complaint is with (specify HCJFS division):

I, __________________________________, have chosen of my own free will to reveal to the media outlet named above details of a case in which I am involved at the Hamilton County Department of Job and Family Services (HCJFS). I have taken this action to gain the media outlet’s assistance in resolving issues I believe are involved in this case.

I understand that the media outlet may interview me and then broadcast or print all or portions of that interview. I further understand that the media outlet may also interview an HCJFS spokesperson and broadcast or print all or portions of that interview.

I understand that federal and/or state confidentiality laws prohibit HCJFS employees from releasing details of my case to outsiders without my permission.

I hereby waive my rights to confidentiality so that HCJFS spokespersons may respond in detail to questions the media outlet may ask in my behalf. I understand that my signature below does not waive the confidentiality rights of other parties to the case in which I am involved. 

Name______________________________ Date____________

Witness____________________________
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